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Who this guide is for:

VPs and Directors of Operations, Regional VPs, and Owner/Operators managing 10-200 multifamily communities.
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INTRODUCTION

SIM+

annual revenue at stake
for a 560-property portfolio
from leasing leakage alone.

Based on: 70 leads/property/month, $1,800 avg. rent,
industry conversion gaps, $4,000/turn cost.
Sources: Betterbot platform data, NAA, NMHC

The $1M Problem Most Operators
Don't Know They Have

There is a number buried inside every multifamily portfolio's operating
data that most operators have never calculated. It is not the NOI figure
on the quarterly report. It is not the occupancy percentage or the
effective rent growth rate. It is the gap between the revenue the
portfolio should be generating and the revenue it actually captures —
the dollar value of every lead that went unanswered, every renewal that
slipped, every maintenance complaint that didn't get resolved before
the resident decided to leave.

Call it leasing leakage. There is no single catastrophic failure. It is the
accumulation of small execution gaps: the 4-hour response time
instead of 4 minutes. The follow-up that didn't happen on day 3. The
renewal conversation that started 30 days before lease end instead of
120. The maintenance ticket that sat in a queue over a three-day
weekend.

Each gap is small. Across a 50-property portfolio, they add up to more
than $1 million annually in preventable revenue loss.

"We didn't have much visibility into after-hours traffic. Once we started looking at the data, we realized
lead volume was significantly higher than we thought.”

John Gonzalez, SVP of Operations, ITEX Group (100+ properties)
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INTRODUCTION (CONTINUED)

This Guide Gives You the Playbook

This guide is not a technology pitch. It is an operational framework for understanding precisely where your
portfolio leaks revenue, how much it costs, and what execution-grade Al does differently than the chatbot
tools most operators have already tried and found wanting.

We draw on Betterbot's internal platform data across thousands of deployed properties, NAA and NMHC
industry research, and direct operator testimony from ITEX Group, Anchor Pacifica, Pratum, Kettler, and
Greystar to give you numbers you can take to a board meeting, not just talking points for a vendor demo.

By the time you finish, you will have a framework for calculating your portfolio's specific leakage number, a
clear picture of the four operational buckets where that leakage happens, and a practical 30-day
implementation plan for closing the gaps.

What You'll Learn in This Guide

01 How to calculate your exact annual leakage number

02 The four operational gaps that cause most revenue loss

03 Why after-hours coverage is a financial issue, not just a service one
04  The difference between a chatbot and execution-grade agentic Al
05  What 28.47% lead-to-appointment conversion looks like in practice
06 A 30-day deployment plan that doesn't require IT

07 The ROI math that justifies the conversation with your CFO

A note on the data in this guide:

All statistics are sourced from named third parties (NAA, NMHC, CBRE) or from Betterbot's internal platform analytics
across deployed properties. Operator quotes are verbatim and attributed. Full source list in the Appendix.
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CHAPTER1

The Four Leaking
Buckets:

Where Revenue
Disappears

Every portfolio has four operational gaps that collectively
drain millions in preventable leakage.

01 02 03 04

After-Hours Follow-Up Renewal Maintenance-
Blind Spot Breakdown Neglect Gap Retention Link

60% of leads arrive Most leads need 57% of leasing is Top 3 renewal driver:
when teams are offline 3+ touches to convert renewals— maintenance response
most managed reactively quality
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CHAPTER1 | THE FOUR LEAKING BUCKETS

Your Portfolio's Annual Leakage Calculator

Before diving into each bucket, it is worth putting a number on what you are dealing with. The following
framework uses conservative industry benchmarks to estimate annual leakage for a representative
mid-market portfolio. You can apply these multipliers to your own portfolio data.

ASSUMPTION BENCHMARK YOUR NUMBER ANNUAL IMPACT
Properties in portfolio 5o  _______ =

Avg. inbound leads [ property [ month 7 ___ -

After-hours leads (60% of total) 42[property  _______ ~Lost

Leads lost to slow response (est. 40%) ~28[property  _______ $100K-$250K
Cost per missed lease (rent loss + turn) $4,000-$8000 = _______ Compounding
Renewal leakage (1 pt rate @ 500 units) $200K avoided cost ~ _______ $200K/point
ESTIMATED TOTAL ANNUAL LEAKAGE — = $500K-$2M+

Sources: Betterbot platform data (70+ leads/property/month, 28.47% conversion rate), NAA 2024 (60% after-hours engagement), NAA
($4,000+ turn cost), CBRE 2026 Multifamily Outlook (57% renewals), NMHC/Grace Hill Renter Preferences Survey.

(-]
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CHAPTER 2 | BUCKET 1: AFTER-HOURS BLIND SPOT

BUCKET 01

The After-Hours Blind Spot

The most expensive operational problem in multifamily is not the
one that shows up on the income statement. It is the one that never
shows up at all — the leads that arrived at 10 PM on a Thursday and

O 0/ were never responded to before the prospect toured somewhere
o else.

Industry analysis of more than 100,000 multifamily units confirmed
what most operators suspect but few have quantified: the majority
of prospect engagement — 60% — happens outside traditional
of prospect engagement business hours. That means your most motivated prospects, actively

happens outside deciding where to live, are reaching out when your leasing team is
business hours offline.

NAA, 2024

B

The Response Time Conversion Cliff

RESPONSE WINDOW ESTIMATED IMPACT WHAT THIS MEANS

Under 5 minutes Highest conversion probability Al-only execution window

5-18 minutes 2x more conversions vs. slower Al + immediate handoff

90 minutes ~50% of lead intent lost Typical team response speed

4 hours 25-30% conversion probability Best-case staffed morning

24+ hours Non-convertible in competitive markets Lead has already toured elsewhere
Weekend [ next Monday Lead signed with competitor No coverage = no chance

Sources: NAA 2024 (100,000+ unit analysis), Betterbot platform data, industry response time research.
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CHAPTER 2 | BUCKET 1: AFTER-HOURS BLIND SPOT

What the Math Means for Your Portfolio

Take a 50-property portfolio receiving 70 leads per property per month — 3,500 leads monthly. At 60%
after-hours, that is 2,100 leads arriving when no one is available to respond. Even if your team is fast and
picks up 40% of those leads the next morning, the remaining 60% — 1,260 leads per month — are being
competed for at a significant response-time disadvantage.

Lead Volume The Fix Timeline

You're Missi

1,260+ leads/month With Al coverage:
arriving outside 100% immediate
business hours for a response regardless
50-property portfolio of time or day

OPERATOR RESULT: ITEX Group, 100+ Properties, Houston TX

Before implementing Betterbot, ITEX Group had no systemaitic visibility into after-hours lead volume. When
SVP of Operations John Gonzalez began analyzing the data, the scale of the gap was larger than expected.
With Al-managed 24/7 engagement deployed, the platform now handles 70+ leads per property per month
— including 100% of after-hours inquiries — with immediate response, automatic tour booking, and full CRM
logging. Gonzalez estimates the platform replaces what "would likely need several full-time employees just
to handle the volume of inquiries.”

Result: 28.47% lead-to-appointment conversion | 97 hrs staff time saved/property/month | NPS: 9.5/10
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CHAPTER 3 | BUCKET 2: THE FOLLOW-UP BREAKDOWN

BUCKET 02

The Follow-Up Breakdown

The Automated Follow-Up Sequence
Research on B2B and high-consideration consumer

purchases consistently shows that most conversions
require between 5 and 8 touchpoints. Apartment leasing is omi e

min
no different — a prospect who does not book a tour on first Al engages prospect, answers questions,

contact is not a lost lead. They are a pending decision attempts tour booking

waiting for the right follow-up.
Warm re-engage

The operational reality at most mid-market portfolios is If no booking: personalized follow-up with

that follow-up after the first contact is inconsistent at best. available units

Leasing agents manage inboxes manually. High-volume

days mean some leads get three follow-ups and others get Value check-in

none. There is no system that executes follow-up Highlights amenities, pricing, availability

automatically at the right interval, regardless of what else is matching stated needs

happening.
Urgency signal
The result: a funnel that leaks at the second touchpoint. Availability update + light scarcity if applicable
NAA's 2024 Industry Pulse data shows that Al early adopters

are seeing 10-20% improvement in lead conversion rates —

not from capturing more leads, but from converting the Final nurture

leads they already had. Resident testimonial or community highlight

10—-20%

Long-term queue

Monthly commmunity update until opt-out

conversion lift from Al follow-up | Source: NAA Industry Pulse, 2024

betterbot.com The Operator's Guide to Eliminating Leasing Leakage 9



CHAPTER 4 | BUCKET 3: THE RENEWAL NEGLECT GAP

BUCKET 03

The Renewal Neglect Gap

1%

of all leasing activity in 2026
is renewals, not new leases.

Source: CBRE 2026 US Real Estate Market Outlook

Each 1-point renewal improvement

on a 500-unit property =

~$200K

in avoided turn costs

Source: NAA ($4,000+ turn cost estimate)

The NMHC and Grace Hill 2024 Renter Preferences Survey of 172,703 residents identifies the top renewal
drivers with striking clarity: residents renew because they felt welcomed at move-in, because maintenance

was handled well, and because communication throughout the lease was consistent and respectful. Not
pricing. Not location. Execution.

The Proactive Renewal Playbook

Day 1

Move-In

Welcome
outreach +
30-day check-in
scheduled

betterbot.com

Day 30

Early Lifecycle

Satisfaction
signal +
maintenance
follow-through

Day 120
before end

Renewal Start

Value
communication
(before asking to

renew)

The Operator's Guide to Eliminating Leasing Leakage

Day 90
before end

Renewal Push

Formal renewal
conversation +
incentive if
needed

Day 60/30

Close

Final touches +
new
lease signature
workflow
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CHAPTER 5 | BUCKET 4: THE MAINTENANCE—-RETENTION LINK

BUCKET 04

The Maintenance—Retention Link

Residents do not leave because of rent increases. They leave because of unresolved maintenance and the
feeling of being ignored. The NMHC and Grace Hill 2024 Renter Preferences Survey of 172,703 residents places
maintenance response quality in the top three renewal decision factors. Yet at most portfolios, maintenance
intake is still handled manually — phone calls, portal submissions, and email threads that sit unattended on
weekends.

Response
Acknowledgment

Resolution Smart
Communication Escalation

#1 factor in resident
satisfaction scores
(NMHC)

Residents who hear Low-severity tickets
nothing are most at-risk consume high-value
to leave team capacity

How Betterbot Handles Maintenance Triage

Betterbot's maintenance triage routes and acknowledges every request automatically: immediate
acknowledgment at any hour, smart categorization (emergency vs. routine), automatic routing to the
correct team, follow-up confirmation to the resident after resolution, and portfolio-level reporting on open
tickets, response times, and escalation patterns. Betterbot handles an average of 14 maintenance inquiries
per property per month — freeing site staff for the high-value work residents actually remember.

'Betterbot has helped us keep residents more engaged by making it easier for them to get quick
answers and schedule appointments, which has supported a smoother experience and stronger

relationships — all of which help with retention.”

Daphne Veliadis, Director of Digital Marketing, Pratum
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CHAPTER 6 | THE FIX: EXECUTION-GRADE AGENTIC Al

What Execution-Grade Al Does Differently

Every major vendor in multifamily technology now uses the word "Al" A chatbot that answers FAQs and

passes leads to a leasing agent is "AL" A scheduling link sent automatically in response to an inquiry is "Al.

The word has been stretched to cover a spectrum of capability that ranges from marginally useful to

genuinely transformative.

The distinction that matters for your NOI is not whether a vendor has Al. It is whether the Al executes or merely

responds.

The Execution Comparison: Chatbot vs. Agentic Al

WORKFLOW STEP TRADITIONAL CHATBOT

Prospect inquiry at 10 PM Answers question, flags for morning
Lead qualification Asks scripted questions

Tour scheduling Sends link for prospect to self-schedule
CRMrecord update Manual entry by leasing agent next day
Follow-up sequence Leasing agent responsibility
Maintenance request Logs and passes to team

Renewal engagement Calendar trigger / manual outreach
Portfolio reporting Pull from individual property systems

Why architecture is the deciding factor:

BETTERBOT AGENTIC Al

Engages, qualifies, books tour in same session
Qualifies automatically against your criteria
Books directly to property calendar, confirmed
Automatic update with full conversation log
Automated multi-touch at defined intervals
Triages, routes, acknowledges, tracks resolution
Automated 120-day engagement sequence

Real-time unified dashboard across all properties

Betterbot rebuilt from scratch on an agentic architecture where Al agents coordinate workflows across systems —
not just respond within a conversation. "The platform itself is agentic in nature. Agents run the system." — Zlatko

Bogoevski, CEO, Betterbot
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CHAPTER 6 | THE NUMBERS THAT MATTER

The Numbers That Matter

28.47% 97 hrs

Lead-to-appointment Staff time saved per
conversion rate property per month

Betterbot platform avg. Betterbot platform avg.

$12.7M $1.06M 7.6x

Annual labor efficiency Savings — Kettler Average ROl across
value — Greystar 59 properties all platform deployments

Customer account data Customer account data Betterbot CEO, Zlatko Bogoevski

Average Monthly Activity Per Property (Betterbot Platform Data)

70+ 20.5 206 157 14

Leads Appointments Email SMS Maintenance
Managed Scheduled Interactions Conversations Inquiries Handled

"Now we're seeing prospects engage in conversations with 20 or more
questions and answers over time as they move through the leasing

journey.”

Al handles the volume. People handle the
Zlatko Bogoevski, CEO, Betterbot relationship.
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CHAPTER 7 | FROM ZERO TO LIVE IN 30 DAYS

Implementation: From Zero to Live in 30 Days

"We don't have IT bandwidth.” "Site teams won't adopt it.” "We can't disrupt peak season.”

Betterbot handles PMS integration. Al takes things off their plate, not
No IT team required. 80% of operators adds to it. Teams go from inbox
rate onboarding as 'very easy.’

Start with 2-5 properties, prove
results in 30 days, roll out at your
management to tour calendars. pace.

The 30-Day Deployment Timeline

Days1-3

Account Setup

+ APl credentials
provided

« Betterbot team
handles PMS
integration

* Property contact list
uploaded

Days 4-7
Configuration

» FAQs customized
(30-60
min/property)

- Escalation rules set

+ No coding required

Days 11-20
Portfolio Rollout

+ Additional
properties in batches

» 30-min site team

briefing

» Onboarding guide
distributed

Days 21-30
Review & Optimize

« 30-day
performance report

- Conversion rates,
hours saved

» Workflow

adjustments made

‘I would say very low lift. Most of the information was stuff that we had readily available and could do
within a couple of days."

John Gonzalez, SVP of Operations, ITEX Group

betterbot.com
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CONCLUSION | THE COMPOUNDING ADVANTAGE

The Compounding Advantage

The operators who adopt execution-grade Al this year will have an advantage that compounds over time.
Not because Al is magic. But because every week of consistent execution — every lead responded to, every
renewal conversation started on time, every maintenance request acknowledged — builds a performance
baseline that manual operations cannot replicate.

78% of multifamily executives have already admitted they lost business to Al-enabled competitors. 67%
believe early Al adopters will maintain a permanent competitive advantage. 72% worry that slow Al adoption
will negatively impact NOI within two years. The window to be an early mover is still open — but it is smaller
than it was six months ago.

This is not a technology story. It is an operations story. The technology is the mechanism. The outcome is
measurable, documented, and already appearing in the quarterly operating statements of portfolios like
Greystar, Kettler, ITEX Group, and Anchor Pacifica.

Key Takeaways

1 Leasing leakage is not random — it flows through four predictable operational gaps.

2 The dollar value is calculable: conservative estimates put it at $500K-$2M+ annually for a 50-property
portfolio.

3 After-hours coverage, follow-up consistency, proactive renewals, and maintenance communication are all
execution problems — not strategy problems.

4 The distinction between a chatbot and agentic Al shows up in conversion rates, hours saved, and NOI — not in
product demos.

5 Implementation does not require IT. Deployment takes days, not months. Risk is manageable with a pilot
structure.

6 The operators who act now capture a performance gap that compounds. The operators who wait compete
from behind.

See Betterbot Close Your Portfolio’s Leakage — Live

Book a 30-minute portfolio demo. We'll show you exactly what execution-grade Al looks like for your specific
property count, PMS, and operational structure.
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APPENDIX | DATA SOURCES & ROI FRAMEWORK

Data Sources

Betterbot Platform Data

Internal analytics across deployed properties: lead volume, conversion rates, staff hours saved, NPS.
NAA Industry Pulse 2024

Al adoption rates, staff time savings benchmarks, conversion lift data, $4,000+ turn cost estimate. 60%+ after-hours
engagement benchmark from 100,000+ unit industry analysis.

NMHC / Grace Hill Renter Preferences Survey 2024

172,703 residents surveyed: renewal drivers, maintenance satisfaction, communication expectations.
CBRE 2026 US Real Estate Outlook: Multifamily

57% renewal share of leasing activity, blended rent growth, occupancy trends.
Multifamily Executive Survey Research 2025

280+ exec survey: 78% lost business to Al competitors, 67% expect permanent Al advantage, 72% NOI risk concern.
Apartments.com 2024 Community Survey

18,000+ communities: staff bandwidth constraints, 32% cite limited bandwidth as top concern.
BLS Labor Statistics 2025

8.2M open jobs vs. 7.2M unemployed; 2M smaller labor pool vs. pre-pandemic baseline.

Quick ROl Formula

Monthly leads = Properties x 70 (platform avg.)
After-hours leads = Monthly leads x 0.60

Leads at risk = After-hours leads x 0.40 (non-converted)
Revenue at risk/mo = Leads at risk x conversion gap x avg. rent
Annual turn cost risk = Renewal gap x units x $4,000

Total annual leakage = Revenue at risk + turn cost risk

Agentic Al That Runs Leasing & Resident Operations
betterbot.com | Book a Demo: https://bit.ly/BetterbotAgenticDemo



