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CORE QUESTION
Does CRM IQ merely include communication, or is it the right primary
communication platform for affordable housing teams?
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Executive Summary

RentCafe CRM IQ is Yardi's customer relationship management platform for multifamily
operators. Its Communication Hub brings texts, emails, calls, and chats into one interface, while
related Yardi products extend automation and Al-assisted engagement.

That is a meaningful communication offering. But for affordable housing operators, the key issue
is not simply whether CRM IQ can send a message. The more important issue is whether a broad
CRM platform is optimized for the frontline task of reliably reaching residents across languages,
channels, abilities, and technology preferences.

Public CRM IQ user discussions raise recurring concerns about usability, implementation
friction, synchronization, stability, and campaign delivery. These comments are anecdotal and
are not representative of every deployment. They are nevertheless useful signals for operators
evaluating CRM IQ as a primary resident communication platform.

BOTTOM LINE

CRM IQ is a multifamily CRM with communication capabilities. Affordable
housing organizations should separately evaluate whether their resident
communication needs justify a platform built specifically around resident
reach.

At a glance

Deep integration with Yardi workflows, renter records,
CRM IQ's strength . ) :
leasing, renewals, and resident services.
. How simple and reliable is CRM IQ for everyday
Question to test . , )
resident outreach by frontline affordable housing staff?
Complaints include clunky workflows, syncing issues,
Public user signals implementation friction, instability, and at least one
reported campaign-delivery problem.
Keep CRM IQ for CRM and Yardi-connected workflows
Strategic implication while considering a specialized communication layer for

resident reach.
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1. What CRM IQ Is Designed to Do

Yardi presents CRM IQ as a platform for managing prospects, applicants, and residents through the
renter lifecycle. Communication is integrated into that broader mission rather than treated as a
standalone operational discipline.

The Communication Hub

CRM IQ's Communication Hub is intended to centralize conversations with prospects, applicants, and
residents. Yardi describes communication across channels such as text, email, calls, and chat, with
interaction histories associated with the renter record.

e Centralized conversation history

¢ Texts, emails, calls, and chats

e Call recordings and Al-generated summaries

¢ Integration with renter records and related Yardi workflows
¢ Automation through related Yardi AI products

IMPORTANT DISTINCTION
The question is not whether CRM IQ communicates. It does. The question is
whether communication is the product's center of gravity.

CRM IQ's center of gravity

Yardi's own positioning emphasizes leasing efficiency, prospects, applicants, renter relationships,
renewals, and resident services. That makes CRM IQ a broad CRM and leasing platform in which
communication is a major capability, but not the only design objective.

Primary product source: Yardi, RentCafe CRM IQ product materials and CRM IQ brochure.
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2. What Some CRM IQ Users Are Reporting

Public user feedback should be interpreted cautiously. Reddit discussions are self-selected, individual
experiences cannot be independently verified, and dissatisfied customers may be more likely to post.
Still, repeated themes can help operators identify what to test during evaluation and implementation.

Usability and workflow friction

"clunky, not user friendly, time consuming"

One CRM IQ user described the product as clunky, not user friendly, and time consuming, while another
described it as buggy, laggy, hard to use, counterintuitive, and disjointed. These comments matter because
resident communication is a high-frequency frontline activity. Small amounts of workflow friction can
compound quickly across a portfolio.

Public user discussions: Reddit r/yardi threads on CRM IQ implementation and user experience.

Implementation and synchronization

Users have also reported glitches, data issues, and synchronization challenges involving CRM IQ and other
parts of the Yardi environment. For a deeply integrated system, this is a critical evaluation area:
integration creates value only when the underlying data and workflows are dependable.

EVALUATION LENS
A communication workflow is only as effective as the data, permissions,
configuration, and integrations it depends on.

Stability

Some public comments characterize CRM IQ as feeling unstable or still in active development. That does
not establish a systemic reliability problem, but it gives prospective users a concrete reason to test
common communication workflows under realistic operating conditions before making CRM IQ their sole
outreach channel.
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3. The Most Important Question: Did the
Message Reach the Resident?

One of the most relevant public complaints for communication-focused buyers involves campaign
delivery. A CRM IQ user reported that a campaign intended for multiple recipients only reached a
few people, despite being treated as urgent.

WHY THIS MATTERS

For resident communication, success is not that a campaign was created.
Success is that the intended residents actually received and understood the
message.

This is a single anecdotal report, and it should not be generalized into a claim that CRM IQ campaigns
routinely fail. But it highlights the correct standard for evaluating communication technology.

A stronger communication scorecard

Traditional software question Resident communication question

Did the workflow execute? Did every intended resident receive the message?

Was the record updated? Can staff see who was reached and who was not?

Was the campaign sent? Was the message delivered through a channel the
resident actually uses?

Was the content stored? Was the message understandable in the resident's
preferred language?

Did staff complete the task? Can management prove outreach occurred?
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4. Why Affordable Housing Raises the Bar

Affordable housing communication frequently extends well beyond leasing conversations. Property
managers, service coordinators, recertification specialists, and other staff may need to reach
residents about time-sensitive operational and compliance matters.

HIGH-STAKES OUTREACH COMMUNITY ENGAGEMENT

® Recertification reminders * Appointments

® Missing documents e Transportation

* Inspections e Food distribution

® Rent or subsidy matters ® Resident meetings

e Emergency notices e Health and wellness programs
®* Maintenance interruptions e Activities and schedule changes

The resident population may also include people who do not use email regularly, prefer phone calls,
have limited digital literacy, speak a language other than English, or require repeated outreach
through more than one channel.

KEY PRINCIPLE
In affordable housing, communication is not just a CRM activity. It can be a
mission-critical operational function.
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5. Communication Capability vs.
Communication Focus

There is a meaningful difference between software that includes communication and software whose
primary purpose is communication.

CRM IQ must optimize for A purpose-built communication platform can
optimize for

Prospects and lead management Fast, low-friction resident outreach

Applicants and leasing Resident accessibility

Renewals and resident services Multi-channel delivery

Voyager-connected workflows Multilingual communication

Customer relationship history Proof of delivery and outreach visibility

Multiple enterprise use cases Ease of use for frontline housing staff

THE DESIGN QUESTION

CRM IQ asks how communication fits into a broader renter relationship

workflow. A specialized platform can ask: what is the easiest possible way to

get this information to every resident who needs it?
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6. A Practical Evaluation Checklist for CRM
Q

Organizations considering CRM IQ as their primary resident communication solution should test the
product against real frontline scenarios rather than relying on a feature checklist.

]

Can a service coordinator send an urgent message to
a large resident group with minimal training?

Can the same message reach residents through more
than one channel?

Can residents receive messages in their preferred
language?

Can residents who do not use text or email still be
reached?

Can staff easily determine who was reached and who

was not?

Can management see communication activity across
multiple properties?

Can staff send recurring reminders without building
complex workflows?

Can residents respond, and can staff easily act on
those responses?

Can communication continue beyond a portal or
app?

Can the organization produce a clear audit trail of
resident outreach?

-
(=]
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7. Where a Specialized Communication Layer
Fits

For many organizations, the strategic choice does not need to be CRM IQ or a specialized
communication platform. The systems can perform different jobs.

COMPLEMENTARY MODEL
CRM IQ manages the renter relationship. A purpose-built communication
layer specializes in reaching the resident.

CRM IQ can remain tightly connected to leasing, prospects, applicants, renewals, resident records,
and other Yardi workflows. Witlingo can focus specifically on resident reach and engagement.

What Witlingo is designed around

Text Mobile app
MULTI-CHANNEL Phone Smart speakers
Email NFC/ Tapkey
ACCESSIBILITY Preferred language Read or listen
. Proof of delivery
OPERATIONS Resident responses .
Portfolio visibility

This creates a clean division of labor: keep CRM IQ for CRM and Yardi-connected workflows, while
using a platform optimized for resident communication when reach, accessibility, and ease of use are
the priority.
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Conclusion

RentCafe CRM IQ is a substantial CRM platform with legitimate communication capabilities. Its
integration with the Yardi ecosystem can be highly valuable for organizations that want leasing,
renter records, resident services, and conversations connected in one environment.

At the same time, public user feedback raises questions that affordable housing operators should test
carefully: usability, implementation complexity, synchronization, stability, and campaign delivery.
None of those public comments proves that CRM IQ is ineffective. They do show why resident
communication deserves to be evaluated as its own operational discipline.

For organizations serving residents with different languages, technologies, abilities, and
communication preferences, having communication features may not be the same as having a
communication platform optimized around resident reach.

STRATEGIC TAKEAWAY
Use CRM IQ for what CRM IQ does well. Add a purpose-built communication
layer when reaching every resident matters.

CRM IQ puts communication inside the renter workflow. Witlingo puts
the resident at the center of communication.

Sources and Notes

This white paper combines Yardi's own product descriptions with public user commentary. User comments are
anecdotal, self-selected, and not independently verified. They should be treated as evaluation signals, not as
statistically representative evidence.

e Yardi. RentCafe CRM IQ product page. https://www.yardi.com/product/crm-iq/

¢ Yardi. CRM IQ brochure and product materials. https://www.yardi.com/resources/crm-iq-brochure/pdf/

e Reddit r/yardi. “Yardi CRM IQ opinion.”
https://www.reddit.com/r/yardi/comments/17qdOaz/yardi_crm_iq_opinion/

¢ Reddit r/yardi. “CRM IQ.” https://www.reddit.com/r/yardi/comments/1q095n9/crm_iq/

¢ Reddit r/yardi. “CRM IQ should not have been released yet.”
https://www.reddit.com/r/yardi/comments/1rdws4r/crm_iq_should_not_have_been_released_yet/

¢ Reddit r/yardi. CRM IQ / RentCafe discussion. https://www.reddit.com/r/yardi/comments/118aprq/

¢ StatusGator. Yardi service status history. https://statusgator.com/services/yardi/us

Witlingo product references in this paper describe the capabilities and positioning supplied by Witlingo. Competitive claims
should be validated against current product behavior before external publication.
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