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Communication is at the core of all real estate transactions and relationships, 
yet it remains one of the industry's most pressing challenges. Agents are often 
juggling multiple listings, coordinating with potential buyers, sellers, inspectors, 
and mortgage brokers. This complex web of interactions necessitates timely, clear, 
and effective communication. Delays or misunderstandings can lead to missed 
opportunities, frustration, and ultimately, a failed sale. In an era where speed 
is crucial, a real estate agent's success often hinges on their ability to manage 
communications efficiently.

Another significant hurdle in real estate communication is keeping up with 
the expectations of tech-savvy clients. Today's buyers and sellers expect 
instantaneous communication and frequent updates, driven largely by the 
proliferation of digital communication tools. While emails, texts, and calls 
still dominate, there has been an increasing demand for more sophisticated 
communication methods. 

Additionally, dealing with diverse client profiles poses communication challenges 
in the real estate sector. Agents must navigate cultural differences, language 
barriers, and varying communication styles. Understanding and adapting to 
the unique needs and preferences of each client is crucial for building trust and 
successfully closing deals. This adaptability can be complex, requiring not only 
linguistic skills but also cultural sensitivity and awareness. Thus, successful real 
estate communication necessitates more than just the transfer of information—it 
involves empathy, active listening, and the capacity to foster strong interpersonal 
connections.

This whitepaper explores how RingCentral's integrated communications platform 
approach addresses the unique needs of real estate firms, including such key 
features such as the Advanced SMS Inbox and toll-free services. 

An integrated communications platform brings together multiple communication 
tools and channels into a single, unified system. In practice, such a platform can 
effectively address several key challenges faced by small to mid-sized real estate 
firms:

Communication fragmentation - real estate professionals often juggle multiple 
communication tools, leading to inefficiencies and missed opportunities. A unified 
platform brings together various channels, reducing complexity and improving 
overall communication effectiveness. This integration allows agents to manage 
client interactions, team collaboration, and administrative tasks from a single 
interface, saving time and reducing the risk of overlooking important messages.

Introduction
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Solving real communications challenges 
in real estate 



4

Client responsiveness - in real estate, quick responses can make the 
difference between closing a deal and losing a client. Features such as 
advanced SMS management and intelligent call routing enable agents to 
respond promptly and effectively to client inquiries across multiple channels. 
This improved responsiveness can lead to higher client satisfaction rates and 
potentially increased referral business.

Team collaboration - real estate often involves coordinating efforts between 
agents, brokers, administrative staff, and external partners like mortgage 
brokers or property inspectors. Integrated messaging and collaboration tools 
facilitate seamless teamwork, even when team members are geographically 
dispersed. This enhanced collaboration can lead to faster problem-solving, 
more efficient deal processing, and improved overall team productivity.

Cost management - managing multiple separate communication systems can be 
costly, both in terms of direct expenses and administrative overhead. An all-in-one 
platform approach can lead to significant cost savings by consolidating services, 
reducing IT management needs, and eliminating redundant tools. For small to 
mid-sized firms with limited budgets, these savings can be particularly impactful.

Scalability - as real estate firms grow, their communication needs evolve. A 
cloud-based platform can easily scale to accommodate new users, offices, 
or functionalities without requiring significant infrastructure changes. This 
flexibility allows firms to adapt quickly to market changes, seasonal fluctuations 
in business volume, or expansion into new geographic areas without disrupting 
their existing operations.

Data insights and analytics - an integrated platform can provide comprehensive 
analytics across all communication channels. This holistic view of client 
interactions, team performance, and operational metrics can offer valuable 
insights for strategic decision-making. Real estate firms can use this data to 
identify trends, optimize their marketing efforts, and improve overall business 
performance. 

An integrated communications platform not only helps break down communication 
silos and helps realtors gain access to key clientele data, but significantly improves 
the client experience. A recent Metrigy study, "Workplace Collaboration: 2023-24 
Global Research Study," provides insights into the advantages of integrated UCaaS 
and CCaaS solutions. The research, surveying over 440 organizations across 
various industries globally, reveals significant benefits for businesses adopting 
integrated platforms compared to those using separate providers.. 
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The study's findings highlight three key areas of improvement for organizations 
leveraging unified communications and contact center solutions:

1.	 Customer satisfaction saw a notable increase, with integrated solutions 
resulting in 52.6% higher customer ratings. This improvement suggests that 
real estate firms could expect more positive client feedback and potentially 
higher referral rates. 

2.	 Operational efficiency improved markedly, with a 30.3% reduction in 
operational costs. For real estate agencies, this could translate to substantial 
savings in IT management, software licensing, and training expenses. 

3.	 Agent productivity experienced a significant boost, showing a 32.6% 
improvement. In the real estate context, this could mean agents handling 
more client inquiries, conducting more property showings, or closing deals 
more efficiently.

These findings underscore the potential benefits of an integrated communications 
approach for real estate firms. By adopting an integrated platform, and taking 
advantage of capabilities including voice, video, and SMS; agencies can enhance 
client satisfaction, optimize operational costs, and boost agent productivity - all 
crucial factors in the competitive real estate market. 

With mobile phones being an integral part of daily life, SMS provides an immediate 
and direct line to clients and potential buyers, ensuring that crucial information 
doesn't go unnoticed. Unlike emails, which can often get buried in crowded inboxes, 
SMS boasts impressively high read rates.  In fact, according to a study by Mobile 
Marketing Watch, text messages have an open rate of 98%, compared to 20% for 
emails. This means that real estate agents can be confident that their messages 
regarding new listings, appointment confirmations, or important updates are being 
seen almost as soon as they're sent. This immediacy not only keeps clients informed 
but also positions agents as responsive and on top of their game.

SMS also fosters greater engagement between real estate professionals and their 
clientele. The concise and straightforward nature of text messaging encourages 
swift responses, facilitating a more dynamic and interactive communication flow. 
Whether it's garnering feedback on a property, scheduling showings, or negotiating 
deals, SMS enables real estate agents to maintain a continuous dialogue that aligns 
with the fast-moving nature of the industry. Additionally, the personal touch of SMS 
can enhance client relationships, as many individuals find text messages to feel more 
personal and less formal than emails, fostering a sense of trust and approachability 
with their agent. Ultimately, integrating SMS into real estate communications not 
only enhances operational efficiency but also strengthens client relationships, 
contributing to successful transactions and increased satisfaction on both ends. 

RingCentral provides native SMS capabilities inside of RingEX, along with bringing 
together messaging, video, and phone capabilities.  This combination provides 
real estate professionals with a comprehensive suite of tools to communicate with 
internal teams, clients, and external partners, all within a single app and with one 
trusted business number for phone calls, SMS, and fax.
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Engage your clients with SMS 
for higher engagement 

SMS message read rate according to 
Mobile Marketing Watch

98%

Response rate for text messages over 
email according to MarketingProfs

7.5x

A notable increase, with integrated 
solutions resulting in higher 
customer ratings

52.6%

Reduction in operational costs
30.3%

Improvement in agent productivity 
experienced

32.6%
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Key features of Advanced SMS Inbox include:

•	 Centralized message management allows real estate agents to manage all 
their SMS conversations from a single interface. This consolidation reduces 
the risk of missed messages and improves response times, ensuring that 
important client inquiries are addressed promptly.

•	 Team collaboration is enhanced through shared inboxes, which multiple 
team members can access. This feature facilitates seamless handoffs 
between agents, ensuring continuity in client communications even when 
the primary agent is unavailable.

•	 Automated responses can be set up for common inquiries, saving agents 
valuable time and providing instant information to potential clients. This 
automation helps maintain engagement during off-hours and can quickly 
address frequently asked questions about property listings or viewing 
appointments.
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Going further with SMS 

While RingEX offers conversational messaging capabilities out of the box, RingCentral’s 
Advanced SMS Inbox provides even greater capabilities, allowing agents to collaborate 

with shared phone numbers, automatically manage appointments, use SMS for 
document sharing, and even send marketing and promotional messages.
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•	 Mass messaging capabilities empower agents to efficiently communicate 
new listings, upcoming open houses, and market updates to their entire 
client base simultaneously. This feature enables real estate professionals to 
quickly disseminate time-sensitive information about property opportunities, 
ensuring clients are always informed of the latest market developments.

•	 Compliance management tools help firms adhere to real estate regulations 
by providing features for managing opt-ins and opt-outs, as well as storing 
communication records. This is particularly crucial in an industry where 
proper documentation of client interactions is often required. Moreover, 
compliance tools help agents maintain regulatory adherence while 
conducting broad outreach efforts, safeguarding the firm against potential 
legal issues related to mass communications in the real estate sector.

Additionally, Advanced SMS Inbox offers advanced analytics capabilities, 
allowing firms to track message volumes, response times, and conversion 
rates. This data can inform strategies to improve client engagement and overall 
communication effectiveness.

By integrating seamlessly with RingEX, the Advanced SMS Inbox can 
significantly enhance a real estate firm's ability to engage with clients effectively 
and efficiently.
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Fidelity Real Estate, a mid-sized firm with 77 employees, implemented 
RingCentral's integrated platform to address their communication challenges. 

They reported significant improvements in their operations, including enhanced 
team collaboration and customer service. The Advanced SMS Inbox feature 

allowed their agents to manage property inquiries more efficiently, resulting in 
faster response times and improved client satisfaction. 

A broad industry study by J.D. Power found that businesses offering toll-free 
support numbers saw a 20-25% increase in customer satisfaction scores 
compared to those without. Using a toll-free number can offer significant 
advantages for real estate firms:

Professional image and trust-building - a toll-free number conveys a 
professional, established presence for real estate firms. This can be particularly 
valuable for smaller agencies looking to compete with larger, well-known brands. 
The perception of a national presence can increase client trust and credibility, 
potentially leading to more listings and sales. 

Enhancing professionalism with 
toll-free numbers
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Flexible call routing and management -  RingCentral's advanced routing 
capabilities allow firms to direct calls efficiently based on various criteria such 
as time of day, agent specialization, or client location. This ensures that clients 
always reach the most appropriate agent, improving response times and client 
satisfaction.

Comprehensive analytics for strategic insights - detailed call analytics 
provided by RingCentral enable real estate firms to gain valuable insights 
into their communication patterns. Firms can track peak call times, average 
call durations, and caller locations, allowing them to optimize staffing, identify 
potential market opportunities, and refine their client engagement strategies.

Seamless integration with RingEX features - as part of the RingEX suite, 
toll-free services integrate seamlessly with other communication tools. This 
allows agents to manage toll-free calls alongside their other communications, 
providing a unified experience that enhances productivity and ensures no 
client interaction falls through the cracks.
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Statewide Realty, a mid-sized real estate firm with offices across multiple 
regions, implemented RingCentral's toll-free services to expand their 

market reach. By adopting a nationwide toll-free number, Statewide Realty 
saw a 25% increase in out-of-state inquiries within the first six months. The 
firm reported that the professional image conveyed by the toll-free number 

helped build trust with potential clients, particularly those looking to relocate 
from other states. Additionally, the advanced call routing features allowed 

Statewide to efficiently direct calls to local agents based on the caller's area 
of interest, improving response times and client satisfaction.

RingCentral offers a comprehensive, integrated communications platform 
designed to meet the diverse needs of real estate professionals. By combining 
Unified Communications as a Service (UCaaS), Contact Center as a Service 
(CCaaS), and Communications Platform as a Service (CPaaS) capabilities, 
RingCentral provides a single solution that streamlines operations and enhances 
client engagement. With built-in Artificial Intelligence (AI), RingCentral helps 
real estate agents automatically track call and meeting notes, generating call 
summaries and action items - helping to keep every client interaction top of mind. 

Utilizing RingCentral to centralize 
all your real estate communications
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In addition to RingEX, the RingCentral integrated platform also includes:

RingCX (CCaaS) delivers advanced contact center functionalities tailored for 
real estate firms. Intelligent routing ensures that client inquiries are directed 
to the most appropriate agent based on factors such as expertise, availability, 
or language preference. Omnichannel support allows firms to manage client 
interactions across communications channels, including phone, email, chat, 
and social media, providing a consistent experience. Robust analytics tools 
offer insights into call volumes, response times, and client satisfaction metrics, 
enabling firms to continuously improve their service quality.

Integrations and APIs (CPaaS) provide smaller real estate firms and 
independent agents with flexible tools to enhance their communication 
capabilities. The platform offers over 400 pre-built application integrations, 
enabling even solo agents to connect their existing software systems 
effortlessly. For instance, RingCentral's integration with popular CRM tools 
allows independent realtors to manage client interactions more efficiently. 
Agents can make calls directly from their CRM, automatically log call details, 
and access client information during conversations, improving their service 
quality. Through user-friendly APIs and SDKs, small agencies can customize 
RingCentral's features to fit their specific needs without extensive technical 
expertise. For example, independent agents can set up automated SMS 
notifications for new listings matching clients' criteria, integrate with digital 
signature services for quicker document processing, or create simple chatbots 
for initial lead qualification. These tailored solutions help smaller real estate 
operations compete more effectively, enhancing their efficiency and client 
satisfaction in a competitive market.

RingSense brings intelligent automation to real estate communications. These 
AI-powered tools can analyze conversations, provide post-call insights, and 
automate tasks like scheduling and follow-ups. For real estate firms, this can 
mean more efficient lead qualification, improved client interactions, and data-
driven decision-making.

RingCentral Events offers virtual and hybrid event capabilities, ideal for real 
estate firms hosting property showcases, market updates, or educational 
seminars. This platform enables firms to engage with large audiences 
remotely, facilitating virtual open houses or investor presentations with 
interactive features and analytics.
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For real estate firms looking to improve their communication capabilities, 
RingCentral offers a powerful, integrated communications platform. By combining 
UCaaS, CCaaS, and CPaaS functionalities with features like the Advanced SMS 
Inbox and toll-free services, RingCentral helps realtors engage their clients 
in more effective and impactful ways. This comprehensive approach not only 
enhances client engagement and team collaboration but also offers potential cost 
savings and improved operational efficiency. As the real estate industry continues 
to evolve, an integrated communications platform like RingCentral can provide 
firms with the tools they need to stay competitive and deliver exceptional client 
experiences.

Conclusion
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About RingCentral

RingCentral Inc. (NYSE: RNG) is a leading provider of AI-driven 
cloud business communications, contact center, video and 
hybrid event solutions. RingCentral empowers businesses 
with conversation intelligence, and unlocks rich customer 
and employee interactions to provide insights and improved 
business outcomes. With decades of expertise in reliable and 
secure cloud communications, RingCentral has earned the trust 
of millions of customers and thousands of partners worldwide. 
RingCentral is headquartered in Belmont, California, and has 
offices around the world.

For more information, please contact a sales representative.  
Visit ringcentral.com or call 855-774-2510.


