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Shift 2: Reframe Outsourcing as a Customer Experience Decision

Outsourcing is not inherently at odds with customer-centric operations. The risk emerges when cost efficiency
becomes the primary decision criterion for functions that directly shape resident trust.

Post-handover, residents and tenants interact far more frequently with operational staff—security personnel,
maintenance teams, call centers, and front-desk representatives—than with the developer itself. These touch-

points effectively become the face of the brand.

Outsourcing can enhance efficiency and scalability, particularly in areas such as facilities management, security,
maintenance, and customer support. However, decisions should be evaluated through a broader, experience-led lens.

Key considerations include:

— Customer and Brand Impact

— Total Cost of Ownership

Does the local vendor ecosystem have the depth
and quality required to deliver at scale?

™ N
Can third-party providers consistently meet Beyond immediate savings, what are the longer-term
expected service standards, responsiveness, and costs related to oversight, coordination, retraining,
communication quality? and operational risk over a 3-5 year horizon?
— Market Capability ~N Strategic Criticality ~

influence brand
or tenant

Does the function directly
perception, resident satisfaction,
relationships?

When assessed across these dimensions, outsourcing shifts from a cost-reduction exercise to a strategic lever—
balancing operational efficiency with long-term brand equity and asset value.

Shift 3: Measure Lifetime Value—Not Just Sales Velocity

Operational transformation requires a parallel shift in measurement. Organizations optimize what they measure.
When KPls are centered on units sold, booking values, and launch absorption, the system naturally prioritizes

transactions over relationships.

As real estate platforms increasingly depend on recurring income and long-term asset performance, measurement

frameworks must evolve accordingly.

A more mature KPI architecture should incorporate:

Maintenance response
times and SLA
adherence

Customer satisfaction
and trust metrics

Resident retention
and referral rates

Complaint resolution
effectiveness

Occupancy stability

‘ and churnresilience

Community sentiment
and digital engagement

Early-stage
experience metrics

(e.g., first 90-day
resident journey) ‘

When lifetime value becomes an explicitly measured outcome—rather than an assumed byproduct—
organizational focus shifts toward sustained performance, stronger relationships, and long-term value creation.
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Conclusion

The Next Competitive Advantage Will Be Operational

Developers across the GCC and wider MENA region will continue to excel in the fundamentals that have long defined
real estate success—land strategy, design quality, construction execution, and commercial performance.

However, as residential formats evolve into managed communities, mixed-use environments, branded residences,
and institutional portfolios, the nature of value creation is expanding. The resident relationship no longer ends at sale.
Instead, operational performance becomes continuously visible—shaping reputation, retention, and long-term pricing
resilience.

The next generation of real estate leaders will therefore extend the traditional development model into the living
phase of the asset. In this context:

Maintenance becomes an extension of brand delivery

Tenant experience becomes a driver of leasing demand and retention

Property management becomes a lever for sustaining footfall and commercial performance

Operational reliability becomes a determinant of long-term asset value

Complaint handling becomes a trust-management function

Community operations become drivers of reputation

“Customer experience becomes a measurable economic variable

Across the region, several developers already demonstrate how strong operational ecosystems can sustain
performance at scale:

Talaat Moustafa Group (Egypt) — Developer and Emaar (UAE) — A pioneer of large-scale lifestyle commu-
operator of Madinaty, one of Egypt’s largest integrated nities such as Downtown Dubai, Dubai Hills Estate, and
cities, spanning approximately 33.6 million m? and Arabian Ranches, where residential developments are
designed to accommodate up to 700,000 residents seamlessly integrated with retail, leisure, education, and
across around 120,000 units. The development functions healthcare infrastructure. Emaar’'s “Emaar One”
as a self-contained urban enviromnment, integrating platform connects residents to maintenance, payments,
education, healthcare, retail, mobility, and extensive and community services, embedding operational
green infrastructure. Its earlier project, Al Rehab, engagement into daily life. Through its dedicated com-
similarly operates as a large-scale master-planned munity management arm, Emaar manages large
community housing approximately 200,000 residents residential portfolios, coordinating facilities, financial
across 9.9 million m?2. administration, and resident engagement.

Customer-centric real estate is not a hospitality layer added onto
development platforms. It is the operational discipline that connects construction to sustained value—and
increasingly, it represents the next frontier of competitive advantage in the region’s real estate markets.
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