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What’s this report all about?
This annual report looks at how Australian real estate agencies are operating as they head into 2026.

It’s based on survey responses across sales, property management and lettings, and focuses on where pressure shows up day-to-day.

Not predictions. Not theory.

Just what’s happening in the work.

The aim is to help agencies sense-check their own experience and decide what’s worth paying attention to next.

Grab a coffee (or another bevvy of your choice) and dig in.

70.6% are focused on 
growing their rent roll

P R O P E R T Y  M A N A G E M E N T
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Agency data is “protected” but rarely governed.
WHAT’S THE DATA TELLING US?

Most agencies still treat data protection as something the software provider handles.

In 2025, 66% said they rely on technology vendors to govern and protect their data. That’s only a small shift from 68% in 2024. On paper, that sounds fine.

But the internal habits that turn protection into real governance are still missing in many businesses.

While the data may be protected, many agencies aren’t yet taking full ownership of it.

say they have an 
internal governance 

strategy.

37.7% 31.1% 28.3% 13.2%
have controls over 
how data is shared 
between staff and 

platforms.

regularly clean 
duplicate records.

say data actively 
informs business 

strategy.

66% rely on technology  
vendors to protect their data
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WHAT’S DRIVING THE SHIFT?

•	 Cause: Very little has changed year-on-year. Not from lack of care, but because governance work is easy to delay.  
Vendor protection feels safer and simpler than setting internal rules, routines and ownership.

•	 Implication: The gap going into 2026 isn’t more technology. It’s clearer responsibility. Without basic habits around access,  
hygiene and review, data will remain hard to trust and even harder to use in decisions.

•	 Proof: Vendor reliance remains high at 66% in 2025, while internal governance, sharing controls, and data hygiene,  
each remain below 40%. Duplicate cleaning still sits under 30%.

The gap going into 2026 
isn’t more technology.  
It’s clearer responsibility.

I M P L I C A T I O N
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CHALLENGES:

•	 Governance feels like someone else’s job: When two thirds rely on 
vendors, internal accountability can be tricky. Teams often assume it’s 
managed, yet no one tends to own it.

•	 Data sharing is still a weak spot: Only 31.1% have controls around who 
can access or share data. That leaves room for confusion, accidental 
exposure and messy handovers.

•	 Dirty data quietly drains time: If only 28.3% of agencies regularly 
clean duplicate contacts, everyday things like follow-up, contact lists, 
reporting and referrals become harder than they need to be.

•	 Data isn’t driving decisions yet: Just 13.2% say data informs business 
strategy. That’s the clearest sign governance still hasn’t made it into the 
leadership toolkit.

WHAT THIS MEANS FOR YOU:

•	 Principal: Vendor protection helps, but it won’t answer the hard questions if something goes wrong. Internal ownership still needs tightening.

•	 Sales: Duplicates and loose governance show up as repeated calls, missed context and clunky follow-up. This is everyday friction, not an abstract risk.

•	 PM & Lettings: When access and hygiene are loose, consistency drops. Handover issues, messy comms and uncertainty during disputes follow quickly.  
Clean data can make service feel steadier.

OPPORTUNITIES:

•	 Keep vendor protection but add internal guardrails: This doesn’t need 
to be complex. One owner. Simple rules. Regular check-ins.

•	 Make duplicate cleaning a habit: Even a basic weekly or fortnightly 
routine lifts database quality fast. Automation rules can quietly support 
this by improving data hygiene without relying on memory.

•	 Tighten access without slowing teams down: Clear permissions around 
who needs access to reduce risk and friction at the same time.

•	 Create a simple data-to-decision rhythm: Pick a small set of metrics. 
Review them monthly. Decide one action. Repeat.

WHAT TO PRESSURE TEST IN 2026:

•	 Who still has access to your systems that shouldn’t?

•	 Is one person clearly responsible for data governance?

•	 Which happens regularly: duplicate cleaning or permission checks?

•	 Can you identify one decision made last quarter that came from data insights?
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Agencies want growth everywhere,  
but capacity says otherwise.
WHAT’S THE DATA TELLING US?

Most agencies aren’t choosing between sales or property management. They’re trying to grow both at the same time.

In 2025, 49.1% of agencies said their focus is split evenly across sales and property management.  
However, when agencies were asked to pick just one priority, property management came out ahead at 36.3%, while sales sat at 18.5%.

The growth goals line up with this.

On the PM side, 70.6% are focused on growing their rent roll, and 36.7% are focused on maintaining it.  
Fewer agencies are looking to sell their rent roll, and interest in buying has eased.

On the sales side, the ambition is still there, but it’s softer than previous years. Growing sales listings dropped to 55.7%, and closing more deals fell to 43.1%.

A reset year is underway. Growth still matters, but agencies are being more careful about how they pursue it.

focused evenly across 
sales and property 

management.

focused on growing 
their rent roll.

focused on maintaining 
their rent roll.

49.1% 70.6% 36.7% Growing sales listings 
dropped to 55.7%

S A L E S
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WHAT’S DRIVING THE SHIFT?

•	 Cause: Market pressure is forcing tougher choices. Sales cycles feel slower, deals take longer to close, and PM workloads keep climbing.  
Compliance, tenant expectations and retention are each adding weight.

•	 Implication: While in theory, unlimited growth is the ideal end-state, agencies are moving away from the idea of growing everything at once.  
More are focusing on protecting what they already have and being selective about their time and effort.

•	 Proof: Intent to grow sales dropped year-on-year, while rent roll maintenance increased. Fewer agencies also said they plan to sell their rent roll.

Agencies are moving away 
from the idea of growing 
everything at once.

I M P L I C A T I O N
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CHALLENGES:

•	 Trying to run two growth plans at once: Nearly half the market wants 
both Sales and PM to grow. But time, headcount and attention don’t 
magically double. Something usually gives. Often, it’s customer service 
or process.

•	 Sales conversion pressure: Fewer agencies state they’re prioritising 
deals. That points to longer buyer cycles and tougher competition. 
Getting listings still matters but converting them is quickly becoming 
the hard part.

•	 Rent roll growth without clear margins: Growing the rent roll is still the 
top goal, but fewer agencies want to buy or sell. That points to caution 
around costs, profitability and workload pressures.

•	 Internal priority clashes: PM needs consistency and fast responses. Sales 
needs momentum and prospecting time. Without clear rules, teams can 
end up pulling in different directions.

OPPORTUNITIES:

•	 Be clear on what “both” actually means: If sales and PM are both 
priorities, agencies should spell out what’s shared and what isn’t. 
Things like database rules, communication standards, and handover 
expectations. These items shouldn’t be up for debate.

•	 Move from volume to precision: The drop in appraisal and listing focus 
hints at smarter targeting. Fewer, stronger opportunities often beat 
volume of activity.

•	 Treat retention as part of growth: With fewer agencies selling rent rolls 
and more focused on maintaining them, retention isn’t just a defensive 
play anymore. It’s part of the growth plan.

•	 Fix the joins between teams: Most growth leaks happen in handovers. 
Clean referrals, shared context, and clear ownership stop good 
opportunities dying quietly.

WHAT THIS MEANS FOR YOU:

•	 Principal: The issue isn’t lack of ambition. It’s focus. Running two playbooks with one budget often leads to burnout or stalled progress.

•	 Sales: The market is nudging agents toward better targeting and stronger follow-up. Conversion skills and routine matter.

•	 PM & Lettings: PM sitting high on the priority list is a signal. Service quality, response times and retention, are not just as visible as new business wins.  
Growth is still expected, but it only works when your workflows and resourcing are realistic.

WHAT TO PRESSURE TEST IN 2026:

•	 Are you genuinely focused on sales, PM, or both, and do daily behaviours match that answer?

•	 Which part of growth feels hardest right now: winning new business, converting it, or keeping it?

•	 If headcount stayed the same all year, what must become more consistent to hit targets?

•	 Where do leads or clients fall between teams today, and what would tighten that gap?
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Landlords want good service and  
proof it’s working.
WHAT’S THE DATA TELLING US?

Landlord expectations are shifting, and it’s not subtle anymore.

In 2025, the top thing landlords want from agencies is help finding additional investment opportunities, jumping to 43.1%, up from 32.1% in 2024.

At the same time, landlords are asking for clearer visibility into how their properties are performing. 31.1% want a better understanding of their current investments,  
and 29.6% want access to insights through technology. Both requests are up year-on-year.

Interestingly, improving investment performance dropped from 50.7% to 40.7%. It’s still important, but no longer the loudest request.

Provided by agencies across Australia & New Zealand, the message is clear. Good management is the baseline. What landlords want now is confidence, clarity,  
and signs that their agency is actively looking out for their next move.

want a better 
understanding of their 
current investments.

want access to insights 
through technology.

31.1% 29.6% The top thing landlords 
want from agencies is 
help finding additional 
investment opportunities.

2 0 2 5
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WHAT’S DRIVING THE SHIFT?

•	 Cause: Landlords are getting more selective. Cost pressures, regulation, and market uncertainty have made them more conscious of whether their 
portfolio is growing, not just ticking along.

•	 Implication: Day-to-day service still matters, but it’s no longer enough on its own. Agencies are being nudged into a more advisory role, where insight 
and guidance sit alongside management.

•	 Proof: Requests for identifying investment opportunities rose by 11% YoY, while demand for tech-based insight jumped by 12.6%. At the same time, 
service speed stayed largely flat, showing expectations haven’t disappeared and have instead stacked.

Day-to-day service still 
matters, but it’s no longer 
enough on its own.

I M P L I C A T I O N
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CHALLENGES:

•	 Outcome conversations are harder than service conversations: Talking 
maintenance and rent collection is familiar territory. Talking portfolio 
growth and opportunity takes confidence, structure, and data to back it 
up.

•	 Advice needs evidence, not vibes: With more landlords asking for 
insight through technology, off-the-cuff updates don’t cut it anymore. 
Numbers, trends, and comparisons are what matters.

•	 Speed is expected: Even as landlords as for smarter guidance,  
“servicing faster” hasn’t gone away. They want both, which stretches 
already busy teams.

OPPORTUNITIES:

•	 Shift from task manager to portfolio partner: The jump to  
43.1% asking for opportunity spotting is an invitation to formalise  
growth conversations. Even a simple quarterly or bi-annual check-in 
goes a long way.

•	 Turn reporting into a service feature: With 31.1% wanting a better 
understanding of their investments, proactive plain-English 
performance updates become a differentiator.

•	 Normalise digital insight: The rise to 29.6% asking for tech-enabled 
insights suggests landlords are ready for dashboards, portals, and 
automated reporting, as long as it’s clear and useful.

•	 Standardise the “value moments”: Not every conversation needs to be 
bespoke. A consistent view of performance, risks, and next steps helps 
landlords feel valued without blowing out the workload.

WHAT THIS MEANS FOR YOU:

•	 Principal: Landlords are judging value differently now. Not just on service delivery, but on whether the agency can explain outcomes and direction.  
If that story isn’t clear, loyalty is at risk.

•	 Sales: When landlords start asking about “next opportunities”, that’s them raising their hand high. These conversations don’t belong in one department.  
They’re where sales and PM should overlap.

•	 PM & Lettings: This adds weight to the role. Reporting, communication, and proactive updates are becoming part of the job and no longer an optional extra. 
Without systems to support this, the pressure lands on people instead.

WHAT TO PRESSURE TEST IN 2026:

•	 If a landlord asked, “What did you do this quarter to improve my outcome?”,  
could you answer in 30 seconds with evidence?

•	 Do you have a consistent way to identify and raise opportunity conversations,  
now that 43.1% are asking for them?

•	 Are insights easy to share, or do they live in reports no one looks at?

•	 Are teams still relying on manual updates that could be handled once, properly, and reused?
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The real tenant complaint isn’t maintenance. 
It’s waiting.
WHAT’S THE DATA TELLING US?

When tenants talk about frustration, it usually gets labelled as “maintenance issues”. But the data reveals something more specific.

In both years, the top request from tenants was faster resolution times. That hasn’t changed. 54.4% of agencies in 2025 reported tenants asking for quicker fixes,  
almost identical to 2024.

What has shifted is how tenants judge the experience around that wait.

Requests for faster response times jumped from 41.5% to 49.9%. More tenants are saying “I just want to know what’s happening.”

At the same time, demand for managing the tenancy through technology rose to 51.2%, up from 46.2%. Tenants want visibility.  
Fewer back-and-forth emails. Less chasing.

With a rise in requests for rental assistance, bond help, and utilities support, it paints a clear picture: Tenants are waiting longer and  
dealing with more pressure while they wait.

of agencies reported 
tenants asking for 

quicker fixes

of tenants request 
faster response times

54.4% 49.9% Tenants want visibility.  
Fewer back-and-forth 
emails. Less chasing.

M A I N T E N A N C E
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WHAT’S DRIVING THE SHIFT?

•	 Cause: Tenants are used to real-time updates everywhere else. Banking, deliveries, bookings. When rental communication lags behind, it stands out fast.

•	 Implication: The tenant experience is being judged less on whether something gets fixed eventually, and more on how quickly someone responds  
and keeps them in the loop.

•	 Proof: While faster resolution stayed flat year-on-year, faster response expectations climbed significantly alongside increased demand for  
self-serve tenancy management and digital updates.

When rental communication  
lags behind, it stands out fast.

C A U S E
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CHALLENGES:

•	 Waiting feels worse than bad news: Tenants will often accept delays if 
they’re informed. Silence is what escalates frustration, repeat follow-
ups, and complaints.

•	 Inbox overload becomes the bottleneck: When every request lands in 
a different place, response speed depends on who sees it first. That’s 
stressful for teams and inconsistent for tenants.

•	 Self-serve expectations are rising: More tenants expect to check status, 
lodge requests, or track progress themselves. When that’s not available, 
the workload lands back on property managers.

•	 Support requests are getting broader: Utilities, rental assistance, bond 
questions. These sit outside traditional PM tasks, but tenants still expect 
help, which stretches capacity even further.

OPPORTUNITIES:

•	 Design for a fast first response: Acknowledging a request quickly buys 
time. Even a simple “we’ve got this and here’s what to expect next” 
reduces follow-up noise.

•	 Move basic tasks into self-serve: Requests, renewals, payment status. 
When tenants can help themselves, teams get breathing room for the 
situations that need judgement and empathy.

•	 Standardise updates: Clear status messages during maintenance or 
arrears to stop the “any update?” loop before it starts.

•	 Create a support playbook: Utilities, bond help, rental assistance. Having 
a clear, consistent way to guide tenants keeps responses calm and 
uniform across the team.

WHAT THIS MEANS FOR YOU:

•	 Principal: Tenant experience feeds reputation quietly. Slow replies don’t always trigger complaints, but they do show up later in reviews,  
referrals and staff burnout.

•	 Sales: Happy tenants become future buyers and advocates. When waiting becomes the story, goodwill disappears long before the lease ends.

•	 PM & Lettings: You feel this every day. Most frustration isn’t about the issue itself, it’s about chasing answers. Faster acknowledgement and  
clearer updates reduce pressure more than fixing things faster ever could.

WHAT TO PRESSURE TEST IN 2026:

•	 How long does it take for a tenant to get a meaningful reply?

•	 What requests still rely on manual inbox checks instead of shared visibility?

•	 What are the top tenant tasks that could move to self-serve tomorrow?

•	 Do tenants know what happens next after they log an issue, or are they left guessing?
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Different markets, same pressure.
WHAT’S THE DATA TELLING US?

The rental crisis hasn’t landed evenly across Australia.

Some agencies are working in markets with strong demand and steady returns. Others are dealing with tighter affordability, higher tenant stress, and  
heavier regulation. But when you look across the survey responses as a whole, one thing is consistent: the rental crisis is increasing the amount of work  
required to manage each tenancy.

Affordability pressure is showing up often in conversations with tenants. Questions, support requests and reassurance are all on the rise. 
And at the same time, regulatory change continues to add extra steps to the day-to-day of property management.

So, while market conditions vary, the experience inside agencies looks similar. More time per tenancy. More complexity per interaction.  
More pressure on teams to get it right.
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WHAT’S DRIVING THE SHIFT?

•	 Cause: Affordability is stretched in many areas. Supply remains tight, and regulation continues to change how tenancies are managed.  
Even where demand is strong or rents are holding, the effort to manage communication, compliance and expectations has increased.

•	 Implication: The rental crisis isn’t just about pricing. It’s quietly changing the workload of PM and lettings teams. Managing the same number of 
properties now takes more time, more judgement and more emotional energy than it did a few years ago.

•	 Proof: Year-on-year survey responses show rising tenant stress, more support-related queries, and ongoing pressure around response times and comms. 
Put together, these explain why workload pressure feels widespread, even when portfolio sizes haven’t changed that much.

The rental crisis is quietly changing  
the workload of PM and lettings teams.

I M P L I C A T I O N
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CHALLENGES:

•	 Affordability conversations are unavoidable: Discussions around rent 
increases, payment stress, and support options are happening more 
often. And these aren’t quick chats.

•	 Regulation adds friction to everyday work: Legislative change doesn’t 
always arrive loudly, but it adds steps, checks, and risk to routine tasks. 
Over time, that compounds.

•	 More work per tenancy, not just more tenancies: Even stable portfolios 
are heavier to manage. The effort is in the detail, the communication, 
and the exceptions that need handling.

•	 Pressure builds quietly: Because this pressure is spread across hundreds 
of small moments, it’s easy to underestimate... until teams are stretched 
thin or service starts to slip.

OPPORTUNITIES:

•	 Design work around today’s reality: Processes built for calmer 
conditions struggle under constant pressure. Agencies that adjust how 
work flows, not work loads, cope better.

•	 Make support conversations more consistent: Clear guidance around 
affordability, assistance pathways and next steps reduce stress for 
tenants and cut repeat explanations for teams.

•	 Use visibility to reduce follow-ups: When tenants understand what’s 
happening and what comes next, they chase less. That matters more in 
high-pressure environments.

•	 Treat workload as a strategic issue: The rental crisis isn’t short-term 
noise. How agencies respond to pressure now will shape retention, 
reputation, and team stability over the next few years.

WHAT THIS MEANS FOR YOU:

•	 Principal: Headline market conditions don’t tell the full story. Pressure shows up in resourcing, burnout risk,  
and service consistency long before it shows up in revenue.

•	 Sales: Rental conditions shape buyer sentiment. Tenants under pressure today are the buyers, sellers, and landlords of tomorrow.  
The experience they have now carries forward.

•	 PM & Lettings: You’re managing more than properties. You’re managing uncertainty, affordability stress, and regulatory change, often at the same time. When 
systems and processes don’t reflect that reality, the load lands squarely on you.

WHAT TO PRESSURE TEST IN 2026:

•	 Where are we still acting like it’s “crisis mode”, even though the data says  
conditions have steadied?

•	 What are the top 2 service moments that create the most workload, and  
what would it take to reduce them?

•	 If clients are more cost sensitive, do we have a clear way to show value (not just activity)?
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Agencies are thinking past survival and  
towards what comes next.
WHAT’S THE DATA TELLING US?

Agencies are starting to look beyond just getting through the day.

Survey responses suggest confidence has steadied. Uncertainty hasn’t gone away, but fewer agencies describe themselves as operating in crisis mode.  
More are sitting in a cautious middle ground. Stable enough to pause and think, rather than constantly react.

At the same time, longer-term questions are coming back into view. Succession, exit planning and personal priorities are being considered alongside day-to-day 
performance, not just pushed aside. The shift is subtle, but it’s there.

Agencies aren’t rushing to expand. But they are starting to think more clearly about what comes next.
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WHAT’S DRIVING THE SHIFT?

•	 Cause: Responses to the business confidence question show sentiment has levelled out compared to previous years. Confidence isn’t strong,  
but less jumpy. That stability creates space for leaders to lift their eyes from immediate pressures.

•	 Implication: As confidence steadies, postponed questions resurface. Responses about selling the business show that succession and exit are being 
thought about again, even if no action is planned yet. At the same time, answers about personal priorities suggest leaders are paying more attention  
to workload, lifestyle and sustainability.

•	 Proof: Together, the responses indicate a shift away from purely short-term thinking. Confidence, future planning and personal priorities are  
starting to sit side by side in decision making.

Together, the responses indicate a shift  
away from purely short-term thinking.

P R O O F
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CHALLENGES:

•	 Confidence is still fragile: Stability doesn’t mean certainty.  
Many agencies are still cautious, which can slow decision making or 
deprioritise important changes.

•	 Succession brings complexity: Even thinking about a future sale or 
acquisition raises difficult questions. Financial readiness, leadership 
depth, and personal timing don’t always align neatly.

•	 Personal priorities are harder to ignore: Responses about what 
matters personally point to rising awareness of stress, workload and 
sustainability. Balancing those priorities while running a business is tricky.

•	 Planning still competes with day-to-day pressure: Operational work 
hasn’t eased enough to make long-term planning easy. For many 
leaders, thinking ahead has to be squeezed in around everything else.

OPPORTUNITIES:

•	 Start planning earlier, with less pressure: Thinking about succession or 
transition before it becomes urgent gives agencies more control and 
better options.

•	 Rethink what success looks like: The survey suggests success isn’t 
defined by growth alone. There’s room to align performance with 
sustainability and personal goals.

•	 Use stability as a reset point: A steadier confidence base makes it  
easier to review structure, leadership roles and personal involvement, 
without waiting for a crisis to force change.

WHAT THIS MEANS FOR YOU:

•	 Principal: You’re not the only one reassessing the future. Confidence may still feel cautious, but peers are starting to think more openly about succession, 
sustainability, profitability and personal priorities.

•	 Sales: Clear direction often allows confidence. When leaders think beyond survival, decisions tend to feel more deliberate and consistent.

•	 PM & Lettings: Future-focused planning often leads to better structure and resourcing. When agencies plan for the long term,  
operational teams usually feel the benefits first.

WHAT TO PRESSURE TEST IN 2026:

•	 How stable does your confidence feel, really?

•	 If succession or sale became relevant sooner than expected, how prepared would your business be?

•	 Are your personal priorities reflected in how the agency operates day-to-day?

•	 Which decisions are being delayed because certainty is still out of reach?
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Growth, service and profitability hinge  
on one thing: the database.
WHAT’S THE DATA TELLING US?

The database has become the place where a lot of pressure meets.

Across sales and property management, agencies are clear on what they want to understand better. They’re not short on data. They’re short on clear answers.  
At the same time, client feedback is showing up through database activity, pointing to where service feels slow, unclear or inconsistent.

Put simply, the database isn’t just a record of what’s already happened anymore. It now plays a big role in how agencies find opportunities,  
engage with clients and make decisions.

When teams trust what they’re seeing in the database, growth and service feel achievable. When they don’t, everything feels a lot harder than it needs to be.
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WHAT’S DRIVING THE SHIFT?

•	 Cause: Responses to information gap questions, for both sales and property management teams, show a clear pattern. Agencies have adopted their 
systems and interest in basic system usage has dropped year-on-year. But demand for insight into performance, profitability and outcomes remains 
strong. In other words, the tools are there. What’s missing is clarity.

•	 Implication: As expectations rise, the database is asked to do more. Sales teams want clearer visibility into marketing impact, deal quality and 
opportunity. PM teams want easier access to insights through technology and clearer signals around investment opportunities. When that information  
is hard to find, confidence in decisions drops.

•	 Proof: In sales, interest in campaign insights (+3.2% YoY) and profitability (+5.4% YoY) has increased, while system usage as a gap has declined.  
In property management, accessing insights through tech remains the biggest information gap. At the same time, client feedback points to pressure 
around communication volume, response times, valuations and advisory support. All of this relies on how well a database is organised and used.

Sales teams want clearer 
visibility into marketing 
impact, deal quality  
and opportunity.

I M P L I C A T I O N
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CHALLENGES:

•	 The database is being asked to do more: What was once just a  
place to store contacts is now expected to support growth,  
service quality and decision making.

•	 Insight gaps remain, even with more data: Both sales and  
PM teams want better visibility into performance and opportunity.  
The problem isn’t lack of data. It’s making sense of it.

•	 Service pressure shows up through communication: Client feedback 
shows frustration with email volume, inconsistent contact and slow 
responses. When records aren’t clean or centralised, communication 
feels noisy instead of helpful.

•	 Positive feedback can hide blind spots: Some agencies report little or 
no feedback from clients. That can mean things are fine, but it can also 
signal disengagement or missed opportunities if the database isn’t being 
reviewed closely.

OPPORTUNITIES:

•	 Use insight gaps as a guide: Agencies are already pointing to where 
visibility is missing. Treating those gaps as priorities helps teams focus 
their effort on what actually moves the needle.

•	 Support advisory conversations with data: Growing demand for 
investment advice, valuation clarity and portfolio guidance creates an 
opening to use existing data more proactively in client conversations.

•	 Cut noise and lift relevance: Feedback around communication  
volume highlights value for better segmentation, clearer messaging  
and ownership of who contacts who, and when.

WHAT THIS MEANS FOR YOU:

•	 Principal: The database directly affects how confident you feel about decisions, performance and future growth.

•	 Sales: Opportunities are still there, but they’re harder to spot without clear insight. When visibility improves,  
follow-up gets sharper and decisions feel more confident.

•	 PM & Lettings: Service quality and advisory expectations depend on having the right information at the right time.  
When insights are easy to find, the workload feels more manageable.

WHAT TO PRESSURE TEST IN 2026:

•	 Where do insight gaps slow down decisions or profitability?

•	 How confident are you in the accuracy and usefulness of your database?

•	 Are your communications helping clients feel informed, or overwhelmed?

•	 Which parts of the database are driving value, and which are just storing history?
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Marketing is getting more “built-in”,  
and AI is joining the day-to-day toolkit.
WHAT’S THE DATA TELLING US?

Marketing isn’t being treated as a side project anymore. It’s part of everyday work.

Agencies are investing in marketing, automation and digital channels, but the pace has slowed. Not because interest has slowed, but because many teams  
have already made their first moves. What’s happening now is fine-tuning.

More than half of agencies say they have an off-market strategy and Vendor Paid Advertising workaround. Databases, agency websites, email and  
existing relationships are doing most of the hard work. At the same time, AI is being used in practical ways to help teams manage rather than get ahead.

This chapter isn’t about a big reinvention. It’s exploring how agencies are leveraging marketing as it runs quietly in the background.
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WHAT’S DRIVING THE SHIFT?

•	 Cause: After a few years of trying new tools and tactics, agencies are being more selective. Automation, paid advertising and AI aren’t new anymore.  
The question has shifted from “should we use this?” to “is this worth the effort?”

•	 Implication: Marketing tools are expected to fit into existing workflows. Off-market activity is becoming more structured. Social media is  
being used where it works best, not everywhere at once. AI is helping to speed things up, not replace how agencies operate.

•	 Proof: Marketing automation is still the most common planned strategy, even though interest has dipped slightly.

Sales teams want clearer visibility into 
marketing impact, deal quality and opportunity.

I M P L I C A T I O N
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CHALLENGES:

•	 Capability isn’t across the market: Just over half of agencies invest 
in paid advertising while 25% don’t advertise digitally at all. Others 
rely only on organic owned channels. That difference limits how far 
marketing strategies can go.

•	 Social media effort is narrowing: Listings and basic engagement still 
dominate. Use of video, live streams and customer service through 
social channels has eased. Most teams are putting energy where results 
feel more reliable.

•	 AI helps, but it’s not a silver bullet: Most agencies expect AI to have a 
moderate impact. Few see it as a major competitive shift. That keeps its 
use focused on saving time rather than strategy.

OPPORTUNITIES:

•	 Get more from the basics: The strongest signals point to  
databases, email, websites and existing networks. Improving how  
these work together often delivers more value than adding new 
marketing channels.

•	 Tighten off-market processes: With off-market now common, 
consistency matters most. Clear steps, better timing and cleaner 
communication beat volume.

•	 Use AI where it removes friction: AI adoption is growing fastest when it 
saves time, like replying to enquiries or drafting content. Small wins add 
up quickly.

•	 Choose tools that fit reality: When resourcing varies, tools that don’t 
need specialist skills are more likely to be used effectively.

WHAT THIS MEANS FOR YOU:

•	 Principal: Marketing and AI are part of the job now, but they don’t need to be complicated. Consistency matters more than sophistication.

•	 Sales: Off-market activity and prioritising database-first prospecting is fast becoming a crucial part of the role.  
When systems support this, follow-up is easier and confidence improves.

•	 PM & Lettings: Automation and AI are increasingly expected to help manage volume and response times, especially in everyday communication.

WHAT TO PRESSURE TEST IN 2026:

•	 Which marketing activities are genuinely pulling their weight?

•	 Where are tools helping, and where are they just creating noise?

•	 Is AI saving time where it matters most and are you using it correctly?

•	 Are off-market processes clear, or made up as you go?
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If you want to see the numbers.
WHAT IS YOUR AGENCY’S APPROACH TO DATA SECURITY & GOVERNANCE?

RESPONSE 2024 2025 YOY CHANGE

We rely on our technology vendors to govern and protect our data 68% 66.0% -2.0%

We have an internal data governance strategy 38.8% 37.7% -1.1%

We have controls over sharing data between staff and platforms 32.0% 31.1% -0.9%

We regularly clean our database for duplicate records 29.1% 28.3% -0.8%

We aim to create a centralised view of our data across all key departments 19.4% 18.9% -0.5%

Our data informs our business strategy 13.6% 13.2% -0.4%

We aim to move to Single Sign On 9.7% 9.4% -0.3%
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WHAT APPROACHES DOES YOUR AGENCY TAKE IN MANAGING AND PROTECTING YOUR DATA?

RESPONSE 2024 2025 YOY CHANGE

We use a documented password policy and tools to encourage responsible 
password practices and enforce the minimum password requirements 58.2% 56.9% -1.3%

We have a regular or ongoing data audit process set up for the future 36.7% 33.2% -3.5%

We have documented cybersecurity related policies, that are  
distributed to all staff members 31.6% 39.2% 7.6%

We align cybersecurity initiatives with a known framework  
(e.g. ISO Compliance) 27.6% 31.6% 4.0%

We set up appropriate incident management procedures to  
handle a security incident 25.5% 35.4% 9.9%

We provide social engineering, fraud, and phishing related security  
training to all staff members 24.5% 27.7% 3.2%

We have documented business continuity plans, disaster recovery plans  
and incident management plans that are regularly reviewed and updated 16.3% 23.2% 6.9%
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WHAT IS ON THE CARDS FOR YOUR BUSINESS THIS YEAR?

RESPONSE 2024 2025 YOY CHANGE

Growing my rent roll 71.7% 70.6% -1.1%

Acquiring a new rent roll 20.8% 18.2% -2.6%

Selling my rent roll 5.7% 3.1% -2.6%

Maintaining my rent roll 34% 36.7% 2.7%

Booking more appraisals 48.1% 46% -2.1%

Growing my sales listings 64.2% 55.7% -8.5%

Closing more deals 49.1% 43.1% -6.0%

WHAT FEEDBACK HAVE YOU BEEN RECEIVING FROM YOUR LANDLORDS/VENDORS THAT YOU AIM TO ADDRESS THIS YEAR?

RESPONSE 2024 2025 YOY CHANGE

Improving investment performance 50.9% 40.7% -10.2%

Identifying additional investment opportunities 32.1% 43.1% 11%

Gaining better understanding of current investments 24.5% 31.1% 6.6%

Servicing my account faster 24.5% 25.4% 0.9%

Accessing insights through technology 17% 29.6% 12.6%

Other 19.8% 9.6% -10.2%
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WHAT FEEDBACK HAVE YOU BEEN RECEIVING FROM YOUR TENANTS THAT YOU AIM TO ADDRESS THIS YEAR?

RESPONSE 2024 2025 YOY CHANGE

Faster request resolution times (e.g. maintenance, arrears status etc) 54.7% 54.4% -0.3%

Managing my rental through technology (e.g. requests, inspections, 
renewals, payments) 46.2% 51.2% 5%

Faster response times 41.5% 49.9% 8.4%

Rental assistance 16% 18.9% 2.9%

Connections & utilities assistance 13.2% 18.9% 5.7%

Helping me transition from tenant to owner 10.4% 8.3% -2.1%

Bond assistance 5.7% 8.5% 2.8%

HOW SIGNIFICANTLY HAS THE ‘RENTAL CRISIS’  IMPACTED YOUR AGENCY?

RESPONSE 2024 2025 YOY CHANGE

Significant impact 11.3% 8.6% -2.7%

Somewhat of an impact 34% 29.7% -4.3%

Minor impact 31.1% 34.5% 3.4%

No impact 23.6% 29.3% 5.7%
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WHAT INFORMATION GAPS CURRENTLY EXIST IN YOUR BUSINESS THAT YOU WANT TO GAIN INSIGHT INTO? 
( PROPERTY MANAGEMENT)

RESPONSE 2024 2025 YOY CHANGE

Impact of automation on performance 47.2% 42.3% -4.9%

System usage and uptake 45.3% 29.5% -15.8%

Comparable market insights to your rent roll 34% 29.5% -4.5%

Visibility between your sales and lettings teams 34% 28.6% -5.4%

Profitability 29.2% 31.7% 2.5%

Rent roll valuation 21.7% 19.7% -2.0%

Other 11.3% 6.7% -4.6%

WHAT INFORMATION GAPS CURRENTLY EXIST IN YOUR BUSINESS THAT YOU WANT TO GAIN INSIGHT INTO? (SALES)

RESPONSE 2024 2025 YOY CHANGE

Impact of automation on performance 44.3% 38% -6.3%

System usage and uptake 42.5% 31.1% -11.4%

Marketing campaign insights 35.8% 39% 3.2%

Comparable market insights 34% 26.8% -7.2%

Sales funnel conversion rates 29.2% 23.7% -5.5%

Properties sold or rented by our team in my area 28.3% 21.9% -6.4%

Profitability & margins 27.4% 32.8% 5.4%

Other 6.6% 5.2% -1.4%
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WHAT FEEDBACK HAVE YOU BEEN RECEIVING FROM YOUR CLIENT DATABASE THAT YOU AIM TO ADDRESS THIS YEAR?

RESPONSE 2024 2025 YOY CHANGE

Accessing insights through technology 42.5% 45.9% 3.4%

Identifying additional investment opportunities 34.9% 45.2% 10.3%

Servicing first time home buyers (e.g. brokers, building & pest, advice etc) 32.1% 26.8% -5.3%

Other 20.8% 10.2% -10.6%

WHICH OF THESE SALES & MARKETING STRATEGIES DO YOU AIM TO IMPLEMENT THIS YEAR?

RESPONSE 2024 2025 YOY CHANGE

Marketing automation & personalisation  
(e.g. auto responders, chatbots, email nurtures) 47.2% 38.5% -8.7%

Investing in advertising in Google Ads and Meta  
(Facebook, Instagram, Threads) 43.4% 37.2% -6.2%

Integration of AI into writing copy for advertisements and emails 36.8% 30.8% -6.0%

Partnering with local businesses to increase referrals 34.9% 32.9% -2.0%

Investing in offline marketing (e.g. billboards, signage, letterbox drops) 31.1% 30.1% -1.0%

Selling or listing off-market - 23.9% 0%

Nothing, what we’re doing works 16% 19.4% 3.4%

Other 6.6% 4.7% -1.9%
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HOW SIGNIFICANTLY HAVE INTEREST RATE RISES IMPACTED YOUR AGENCY?

RESPONSE 2024 2025 YOY CHANGE

Somewhat of an impact 37.7% 29.2% -8.5%

Minor impact 30.2% 39.6% 9.4%

No impact 18.9% 25.3% 6.4%

Significant impact 13.2% 8% -5.2%

WHAT SOCIAL MEDIA CHANNELS IF YOUR AGENCY CURRENTLY USING FOR MARKETING AND ENGAGEMENT?

RESPONSE 2024 2025 YOY CHANGE

Facebook 88.7% 86.6% -2.1%

Instagram 68.9% 78.8% 9.9%

LinkedIn 30.2% 37.9% 7.7%

YouTube 32.1% 30.6% -1.5%

TikTok 8.5% 14.4% 5.9%

X (Twitter) 8.5% 5.4% -3.1%

Pinterest 0.9% 1.4% 0.5%

Other 7.5% 10.8% 3.3%
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HOW DO YOU SEE THE ROLE OF SOCIAL MEDIA EVOLVING IN YOUR MARKETING EFFORTS THIS YEAR?

RESPONSE 2024 2025 YOY CHANGE

Showcasing property listings and virtual tours 58.6% 66% 7.4%

Engaging with clients through interactive posts and stories 60.3% 56.6% -3.7%

Leveraging social media advertising for targeted campaigns 57.7% 54.7% -3.0%

Increased use of video content and live streaming 64.8% 52.8% -12.0%

Utilising social media for customer service and support 35.6% 29.2% -6.4%

WHAT DO YOU SEE YOURSELF USING AI & AUTOMATION FOR MOST REGULARLY?

RESPONSE 2024 2025 YOY CHANGE

Assisting in everyday communications (answering enquiries faster) 49.1% 59.9% 10.8%

Improving marketing campaigns (e.g. writing property details, promoting 
my business, property sales campaigns) 48.1% 61.5% 13.4%

Improving customer service 39.6% 48.3% 8.7%

Gaining greater insights into my agency’s performance through data 
analysis, insights & interpretation 34.9% 37.1% 2.2%

Improving prospecting efforts 33% 40.3% 7.3%

Conducting market analysis 27.4% 33.5% 6.1%

I don’t see myself or my team using it 17.9% 7.3% -10.6%
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How can Reapit help?
If parts of this report feel familiar, you’re probably dealing with some of this already.

•	 Work taking longer than it should.

•	 Follow-ups getting missed.

•	 Referrals slipping through the cracks.

•	 Data sitting there, but not easy to use.

Reapit helps agencies get more value out of the systems they already rely on. That usually means tightening workflows,  
improving visibility across sales and property management, and reducing the manual follow-up that adds pressure day-to-day.

If you want to talk it through, book time with our team. We’ll look at where things are slowing down for you and whether  
there’s a simpler way to handle it with the tools you have.




