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ABSTRACT

This dissertation examines the evolution of property companies and particularly focuses on how they adapted to the demanding situation of COVID 19 and the ongoing digital transformation. The study investigates the structure and functions of the agency and the role of the agent in valuation, marketing, and client relations. The research uses qualitative, semi – structured interviews with UK agents and clients to examine the impact of digital tools, market changes, and engagement efforts. The findings emphasize the importance of principle data use, sustainability, and behavioural analytics in enhancing agency competitiveness and customer satisfaction. 
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CHAPTER 1: INTRODUCTION

1.1: The Historical Origins of Real Estate agencies:
The property agents originally were family businesses, as the story of Winkworth exemplifies. Henry Winkworth founded the company in 1835, and was in the family until 1974, when (Roderick, 2019) Simon Agace bought and ran the business, which employed family members. 
Originally, estate agents treated house sales as secondary to surveying and auctioneering.
The Origins of Real Estate Agencies: Before the term "estate agent” was introduced, the idea of land transactions was already set up. In ancient civilisations for instance, Mesopotamia, Egypt, and Rome, having land and property rights was key parts of society. At beginning of the property market, (Re/Max Elite, 2024) an agent found documents and contracts that outline property ownership, dating back thousands of years (The Curious Tale of How Estate Agents Came to run the British Property market.

[bookmark: _Hlk215077364][bookmark: _Hlk211773285]1.2: Initial Real Estate Transactions: In that time, property sales were prepared via written contracts, with scribes and official expert assuming duties for instance, contemporary estate agents (Re/ Max Elite, 2024). These sales often executed in public venues, guaranteeing transparency and authenticity. 
The property sector includes such as land and the buildings or natural resources attached to it, such as minerals, water, or crops (Lorainne, 2025). This includes residential, commercial, industrial, and agricultural assets. These assets make up a significant part of national economies around the world. The idea of real estate as a transferable asset dates to ancient civilizations. At that time, owning land was a sign of wealth and social status. Over the years, real estate has evolved into a structured and regulated industry, affected by economic, political, and technical changes. 







[bookmark: _Hlk215077409]1.2.1: The Middle Ages: Rise of Land Stewards  
The Middle Ages witnessed the feudal system in Europe, managed by bailiffs and farmers was responsible to keep an eye on vast estates (Re/Max Elite, 2024). These workers successfully supervised the administration of the estates, collecting rents, and keeping property records. Although real estate agents in the modern sense did not yet exist, these people formed the basis of the profession.
[bookmark: _Hlk215077449]1.2.2: Land Steward’s Duties 
Land stewards were essential in administering the estates of the nobles, guaranteeing effective agricultural productivity and the collection of revenues. Additionally, responsibilities required a profound understanding of land management and legal issues, skills that would later prove essential to the estate agency business. At the beginning, communication devices for example, mobile phones did not yet exist.
Initially, estate agents considered house sales as a secondary activity and focused on surveying and auctioneering as their major business (Roderick, 2019). Herbert Jackson-Stops born in 1884 conducted weekly animal auctions in Towcester, Northamptonshire. Alfred Savill born in 1829 and was a surveyor and bidder associated with Knight Frank & Rutley (est. 1896), a firm specialising in valuations, surveys, and auctions.
[bookmark: _Hlk215077478]1.2.3: Land Stewards and Responsibilities
These obligations acted a significant role in the efficient operation of agriculture and the generation of income. The responsibilities of the agents required profound knowledge of land management and legal issues, skills that were essential and could become important in the real estate sector.









[bookmark: _Hlk215077538]1.2.4: The Beginning of the Modern Property Agency
 Significant advances in the 19th Century  
[bookmark: _Hlk215077566][bookmark: _Hlk212352828]The 19th century was a turning point for real estate agents. The introduction of real estate advertisements and classified ads in newspapers, as well as the creation of professional organizations, helped to combine the industry. Real estate agents began to provide a variety of services, including property valuations and legal help, thereby strengthening agent’s role as essential players in the real estate sector. 


 1.2.5: The Twentieth Century: Regulation and Professionalism
Real estate work transformed and became more formalized during the 20th century (Neil, 2023). The authority around the world began to control the industry to ensure that government can protect consumers and promote ethical behaviour.
1.2.6.1: Regulatory Structure: Variety regulations have introduced to protect consumers, such as Regulation of Real Estate Transactions, introduce of new laws and regulations, furthermore, controlling of real estate agents. In the United Kingdom, the Estate Agents Act 1979 was a significant piece of legislation. This system can help to check the behaviour of agents, support, and promote transparency in real estate transactions.


[bookmark: _Hlk215077695]1.3: Professional Organisations and Education: 
[bookmark: _Hlk215077742]1.3.1: Professional Groups and Education: Professional groups and training: Professional groups including the National Association of Realtors (NAEA) in the United Kingdom and the National Institute of Realtors (NAR) in the United States increased the requirements of real estate agents and offered variety training programs. These companies have a stabled framework for knowledge dissemination and offered training to help agents in staying apprised of industry developments and best practices.

[bookmark: _Hlk215077800]1.3.2: The Digitalization and Real estate professionals in the 21st century: The rise of the internet and digital technologies has transformed the real estate industry. This situation could change how real estate agents work and engage with clients (Re Max, Elite, 2024). The emergence of online property portals such as Rightmove, Zillow and Realtor.com made a meaningful change in the way of searched and marketed the houses. The peoples, who wanted to buy, or rented a house were able to do from home.

[bookmark: _Hlk215077846]1.4: The Emergence of the Contemporary Real Estate Agent  
The Industrial Revolution of the eighteenth and nineteenth centuries brought enormous social and economic changes, which led e.g., (Angel et al. 2012) to urbanisation and the growth of cities. Urbanisation in the property market means that people moved from the countryside to cities, which increases demand for diverse types of properties, such as houses, businesses, and factories. Consequently, the property market experienced significant transformation to accommodate these emerging needs. This trend increases urban density and size, leading to the construction of new residential, commercial, and infrastructural developments, which require the involvement of real estate agencies to support this expansion by providing services and support for property development. 
[bookmark: _Hlk212353666]The next years saw the emergence of modern real estate agents, which allows us to find them today.
[bookmark: _Hlk215077881]1.4.1: The Ascendance of the Real Estate Profession development: The migration of persons to metropolitan regions has increased the need for housing. This produced a demand for expert proficient in the acquisition, transfer, and lease of assets. Real estate agents began their function as intermediaries, helping clients in navigating the complex real estate market. 

[bookmark: _Hlk215077928] 1.4.2: RESEARCH GAPS
 Historical Context of Real Estate Agencies (Pre-COVID-19)
As a researcher the aim is to find the business problem in the property sector, which area still not fully explored yet. In the late twentieth and early twenty-first centuries, real estate companies expanded internationally and increasingly integrated digital technologies to enhance marketing, property management, and client communication. The sector’s substantial growth driven by factors for instance, urbanisation, (Alex et al., 2021) globalisation, and the liberalisation of financial markets. Furthermore, the appearance of the COVID-19 pandemic in late 2019 profoundly discompose the global property industry, exposing significant operational and digital gaps within real estate agencies.
The COVID-19 pandemic has posed unexpected issues to traditional property business models. Banned, in-person meetings, and temporary suspensions of land and air transport has suspended worldwide.
Furthermore, the sold number of private houses sales in the UK has plummeted significantly with only 41,960 sales documented in April 2020. The property sales 56.9% decrease to the previous year (HM Revenue & Customs, 2020). This decline has highlighted agencies’ reliance on face-to-face transactions and limited integration of digital alternatives before the crisis.
However, at the beginning agencies did not want to adopt to the digital transformation and rethinking client relationships. Online technologies for instance, online property viewings, 3D visualizations, and video consultations have become extremely popular to provide buyer interest while adhering to health and safety regulations (Alex et al., 2021). There were variety online platforms such as Zoom and Microsoft Teams and all of that have become essential tools for remote communication between clients, agents, and property managers. The pandemic also, functioned as both a disruptor and catalyst – exposing pre-existing digital gaps within agencies while simultaneously driving innovation and long-term transformation across the sector.
Digital change in real estate is a promptly expanding field in academic literature. For example, (Qian,2023) reviews the digital transformation of China’s real estate industry, finding opportunities, challenges, and strategic suggestions. Ewa Direct Likewise, the systematic review by “Digital real estate: A review of the technologies and tools transforming the industry and society” presents a comprehensive mapping of digital technologies (AI, IoT, blockchain, VR/AR) and their implications for real estate operations and stakeholder interactions, SpringerLink. This study emphasises that digital technologies provide decision‐support tools and services for agents, developers, and consumers but also point to significant adoption barriers.


[bookmark: _Hlk215078049]1.5: RESEARCH GAPS (Post Covid and Present)
Furthermore, the rise of innovative technologies by real estate companies has caused enormous changes in the real estate market. According to research, the digital and market instability caused by the COVID pandemic has also examined. Furthermore, the impact of remote work has studied as well (Pilinkiene et al., 2021), especially the demand for housing, but there are still significant gaps in terms of agent behavioural analytics, sustainability integration, and post-transaction engagement. 


1.5.1: Predictive Behavioural Analytics in client engagement
The Real estate agents able to get clients who able to Engage Most real estate companies and still use static demographic data and transaction history to find clients. However, correct behavioural analytics, which makes use of AI to find out what clients will need based on their searching habits, occasions (Grybauskas, et al., 2021) in life, and psychographic profiles, is still mostly missing. For example, an agency might not change approach, because a customer is often searching for homes with nurseries, which can mean that people want to start a family. This gap makes difficult to be involved and build relationships over time.
[bookmark: _Hlk215078168][bookmark: _Toc214741400][bookmark: _Toc214741460][bookmark: _Toc214741718][bookmark: _Toc214741737][bookmark: _Toc214743005][bookmark: _Toc214743141][bookmark: _Toc215251492]1.5.2: Inclusion and Accessibility in Property Services 
 Few studies examine how agencies serve marginalized communities, including ethnic minorities, LGBTQ+ clients, and people with disabilities. Inclusive design, culturally sensitive communication, and fair (Alina, et al.,2021) access to housing are crucial dimensions that stay underrepresented in both academic and industry discourse. Agencies rarely offer multilingual services or accessibility audits, which could improve service equity.
[bookmark: _Toc214741401][bookmark: _Toc214741461][bookmark: _Toc214741719][bookmark: _Toc214741738][bookmark: _Toc214743006][bookmark: _Toc214743142][bookmark: _Toc215251493]1.5.3: Flexible Housing Models for Remote Workers 
The ascend of online job and digital nomadism has created demand for flexible housing models—short-term rentals, co-living spaces, and hybrid ownership structures. Traditional agencies have been slow to adapt, leaving platforms like Airbnb to dominate. There is an excellent opportunity for agencies to increase curated solutions for transient professionals.
[bookmark: _Hlk215078337]1.5.4: Economic Impact: “The pandemic’s economic repercussion has reshaped costumer buying power and housing preferences, yet limited research has explored how real estate agencies (Pilinkiene, et al., 2021) adjusted their market research strategies to account for these economic disruptions.” 
[bookmark: _Hlk215078382]1.5.5: Data Protection and Ethical use of Artificial Intelligence: As real estate agents have forced to use AI tools for valuation, marketing, and client profiling, data privacy and ethical use of AI have become essential. Few researchers have looked how agencies oversee client data, ensure fairness in algorithmic, or follow GDPR and other regulations. This gap creates reputational and legal risks.


[bookmark: _Hlk215078456]1.6: Research Aim:
The Primary aim or research in the property sector is to obtain extensive understanding of market conditions, consumer’s needs, and the diversity that influences house values and business activity.
 Real estate study goals to offer evidence-based on knowledge that help developers, investors, and agencies make informed decisions about property development, investment strategies, marketing, and policy formulation. The overall goal is to increase efficiency, profitability, and sustainability within the property sector through data-information in decision-making.
As a Researcher the goal is to explore the extent to which real estate agencies have adopted analytics -driven decision-making tools, predictive analytics, and artificial intelligence to strengthen competitiveness and meet evolving consumer needs in a rapidly digitalising market.
[bookmark: _Hlk215078514]1.7: Research Objectives: 
[bookmark: _Hlk212355605]The primary goal of the research initiative is to find a gap in the real estate sector, that another researcher did not find. Other hand, to explore consumer preferences and competitive factors influencing the real estate market. The goal is to control pricing strategies, marketing techniques and client connection and assess the impact on agency performance. The point of the study is to find the impact of digital tools and online platforms and client interactions. Furthermore, is to convey practical information that can help real estate companies enhance marketing effectiveness and drive business growth.

[bookmark: _Hlk215078576]1.8: Research Questions: 

1: How does market research influence the development and effectiveness of marketing strategies within real estate agencies?
2: In what ways do real estate agencies use market research to understand customer preferences and improve client satisfaction?
 3: How does the use of market research help real estate agencies find competitive advantages and respond to market trends.












STRUCTURE OF DESSERTATION:

Chapter 1: Introduction of the company: Deep background of the company, Research gaps, Aims, of the research.

Chapter 2: Literature Review: Within the literature study, will discuss the origins of house and home purchasing, the following entry of real estate sellers into the market, and their evolution into corporate entities.

Chapter 3: Methodology: Explanation of Methodology, Methodology’s Philosophy, and differences between Positivism, Pragmatism, and interpretivism. 
Additionally, to approach different theory is these include (Detective and inductive approaches).

Chapter 4: Findings and Discussion: This chapter includes the following: Introduction of Findings, Results of Findings, Gaps in market research, supporting Inclusion, Increase Demand, Barriers and Inequalities in Customer Experience, Discussion of Theme, the importance of theory and practice, what are the limitations of findings, Conclusion.

Chapter 5: Recommendation and conclusion:
Introduction, Reporting the findings of this theme; How are agencies responding to the growing need for flexibility? Amplifying Flexible Housing Solutions which includes the followings. How do inequalities persist in customer experience? Future Research Directions, Limitations, Conclusion, Chapter 5 summary. 








CHAPTER 2: LITERATURE REVIEW 
[bookmark: _Hlk215078844]2.1: Introduction: The property sector from a historical perspective has been characterised by a prominent level of interpersonal interaction, local market knowledge and reliance on traditional marketing and service channels. However, in the late twentieth and early twenty-first centuries, the sector has expanded internationally and increasingly integrated digital technologies to improve marketing, property management, and client communication (globalisation, urbanisation, financial liberalisation). The appearance of the COVID-19 pandemic in late 2019 represented a worldwide disruptor such as: lockdowns, travel bans, and social distancing measures severely avoid face-to-face interactions and traditional property ((Gilman,2025) transactions, exposing the digital and operational vulnerabilities of real estate agencies. For example, in the UK in April 2020, only 41,960 residential property transactions recorded a 56.9 % drop from the previous year. Such sudden declines have highlighted agencies' reliance on in-person operations and limited integration of digital alternatives. 
In response, agencies accelerated digital transformation efforts for instance: Virtual property tours, 3D walkthroughs, video consultations, remote communication platforms, and CRM systems became essential. 
2.2: Overview of Research Deficiencies: Current study illustrates that digital transformation has developed crucial an in sustaining housing market activity on current global disruptions such as Pandemic. Technologies for instance:  virtual viewings, artificial intelligence, customer relationship management systems, and remote communication tools have significantly enhanced marketing efficiency and client engagement. However, present study focused on large real estate companies and technologically mature markets, with limited emphasis on the capacities and experiences of small and medium-sized agencies. (Roark & Fox O’Mahony,2023) Furthermore, studies infrequently address the inclusivity of digital services for different client groups or investigate ethical and data-privacy worry arising from AI-driven practices. This research contributes to avoid these gaps by exploring both agency and customer perspectives on digital adoption in the post-pandemic property sector. This literature review critically examines existing scholarly work relevant to these themes. This structured around four major strands: 
1: Digital transformation of real‐estate agencies (including marketing, client engagement, and operational change). 
2: Market research tools and behavioural analytics in real estate.3: Inclusion, accessibility, and flexible housing models in agency practice. 
3: Inclusion, accessibility, and flexible housing models in agency practice.
4: Data ethics, privacy and AI in agency and broker contexts. For each strand, key findings, gaps, and relevance to real-estate agency market research found, setting out where the research can contribute.

CHAPTER 2: LITERATURE REVIEW
[bookmark: _Hlk215079112]2.2.1: DIGITAL TRANSFORMATION OF REAL -ESTATE AGENCIES
Digital change in real estate is a promptly expanding field in academic literature. For example, reviews the digital transformation of China’s real estate industry, finding opportunities, challenges, and strategic suggestions. (Basheer, et al., 2025) Ewa Direct Likewise, the systematic review by “Digital real estate: An overview of technologies and tools transforming the industry and society” (Nida, 2023) presents a comprehensive mapping of digital technologies (AI, IoT, blockchain, VR/AR) and their implications for real estate operations and stakeholder interactions. SpringerLink This study emphasises that digital technologies give decision‐support tools and services for agents, developers, and consumers but also point to significant adoption barriers.
The changes of “digital transformation toward Real Estate 4.0” ahead of print and this identifies four thematic areas such as; digital value creation, digital systems/infrastructure, digital business models and dynamic (Anupam, 2021) capabilities. The conceptual framework argues that digital transformation is not just about technology but also about business model innovation and dynamic capabilities in agencies and brokerages highlighting a gap between academic research and industry innovation.
Empirical studies also show how online advertising influences real estate outcomes: “Online Advertising and Real Estate sales, evidence from the Housing Market” found that online advertising increased new house sales, particularly in lower price markets or higher residential income markets. Similarly, (Gedikli et al., 2025) analysing how the rise of online estate agencies is reducing time-to-market and dedicating asking price/sale price ratios in England and Wales, also showing how digital models are making difficulties to traditional agency practice. CONCEPT/Repackaging; These studies illustrate how estate agencies and brokers are beginning to adjust the marketing/sales models in response to digital transformations.
However, despite this growth, gaps stay. The studies focus on developers rather than independent agencies or brokers; analyse national markets rather than agency client-engagement models; and fewer studies explicitly adopt a market-research lens (i.e., how agencies gather, interpret and act upon client/market data). The literature affirms that digital transformation is both necessary and underway but does not yet deeply explore how agencies’ market-research practices, especially post-COVID, are adapting.





[bookmark: _Hlk215079547]2.1.2: Market Research Tools & Behavioural in Real Estate Agency 
Real estate market research based on demographic data, financial history, and price indices. As customer behaviour becomes more flexible and digital, agencies have begun to explore behavioural analytics, predictive modelling, and customer profiling tools. Connected research is “The behavioural intention to adopt Prop Tech services in the Vietnam real estate market” (Tagliaro et al.,2025). This study analyses user commitment with property technologies and shows that effort and performance expectations are more important than social influence in adoption. While not focused on any specific agency, this work highlights the digital behaviour aspect, which is relevant to agency market research.
Property market research has been set up on demographic data, budgetary history, and price indices. As a result, customer behaviour will be more flexible and digital. Real estate agencies are now looking for tools that can perform customer behavioural tracking, predictive modelling, and consumer profiling.
There is still a clear gap: Few studies investigate how real‐estate agencies use behavioural data (e.g., search habits, life-events, psychographic profiles) to personalise engagement, or how predictive analytics informs (Petermann, 2021) client lead generation and retention strategies. As noted in an earlier article that agencies still rely on static demographic data and transaction history; the literature confirms this as a gap. This presents a fertile area for research into how agencies build “next generation” market research practices to enhance client engagement and competitive advantage.















[bookmark: _Hlk215079652]2.1.3: Inclusion, Accessibility & Flexible Housing Models 
Furthermore, this is different field of the topic which has not been explored yet in the literature is how agencies’ market research drives inclusive service models and flexible housing for new lifestyles (remote work, digital nomadism). The existing literature focuses on broad market trends, developer innovation rather than agency strategy for marginalised clients and flexible housing solutions.(Mike, 2023)For instance, there is a shortage of study on how agencies modify communication, marketing and service offering to serve marginalised groups (ethnic minorities, LGBTQ+ clients, people with disabilities). Studies examining inclusive design, multilingual services or accessibility audits in agency practice are scarce. In the broader field of real estate, work discusses sustainable development or affordable housing, but agency‐market research focused on inclusion is still weak. Similarly, flexible housing models for remote workers (co-living, hybrid ownership) are beginning to discuss in industry reports but not extensively researched in academic agency‐market-research literature. Your identified gap is therefore prompt: agencies must not only research markets but adapt product/service design and marketing to new client segments and lifestyles. This gap aligns with the broader recognition that the pandemic accelerated remote‐work and changed housing demand — yet research on how agencies use market research to develop flexible housing propositions stays thin. (Mike, 2023) Moreover, agencies face the dual challenge of collecting new market-insight data (on remote work, mobility, lifestyle preferences) and integrating that into product development and marketing strategies.
[bookmark: _Hlk215079789]2.1.4: Data Ethics, Privacy & AI in Agency Market Research
 As a researcher found out that agencies accept AI, big data, and online resources to support market research and customer engagement, questions of data ethics, privacy, algorithmic fairness, and regulatory compliance become critical. The literature on real estate digital transformation acknowledges these issues but tends to treat them peripherally. This evaluation by “technology property agency a review…” (Saura,2024) comments on adoption obstacle but does not go deeply into ethical or regulatory scope. SpringerLink Similarly, then digital‐transactions marketing studies discuss the shift to digital but do not concentrate on how agencies manage client data or ensure ethical AI use. Science Publishing Group the real lack lies in academic work that focuses on how agencies implement market‐research data governance frameworks, design algorithmic customer-profiling ethically, and balance personalization with privacy rights.
The real gap lies in academic work that focuses on how agencies implement market‐research data governance frameworks, (Goncalves,2024) design algorithmic customer-profiling ethically, and balance personalization with privacy rights. Given increasing regulation (e.g., GDPR in Europe) and reputational risks for agencies (misuse of AI, data breaches, algorithmic bias), this gap is highly relevant.
The research gap raised earlier in the “Data Protection and Ethical Use of AI” section also supported by the literature: agencies need to research how market research practices follow ethics and regulation in the context of digitalization.

CHAPTER 3: RESEARCH METHODOLOGY
[bookmark: _Hlk215080251]3.1: Overview 
Research method is the systematic framework that provide direction of the study so that produces reliable and valid results that meet the research goal (Creswell, 2018). Also, explains the plan and steps for obtaining, analysing, and evaluating data, which makes the research clear, thorough, and able to repeat. A well-organised methodological framework makes sure that outcomes are logically sound and can credited by both academics and people who work in the field (Saunders et al., 2019). 
The objective of this chapter is to explain the methodological choices conducting this study, which explores how property agencies are using digital market research practices to support more inclusive service models and flexible housing solutions for diverse consumer groups, including online workers, digital nomads, and marginalised populations. This chapter describe the research philosophy, (Divya,2025) method, strategy, time horizon, sampling procedure, data collection instruments, data analysis techniques, ethical principles, and methodological limitations.


[bookmark: _Hlk215080362]3.2: Research Philosophy:
Philosophy of research means that researchers deal with the assumptions that researchers make about knowledge (Bryman, and Bell, 2021) and the way understand reality.
A research philosophy is a set of beliefs about how data should collect, analysed, guiding the researcher's approach, methods, and interpretation. This is basis of a research plan, affecting everything from how reality viewed to what counts as valid knowledge. There are four common philosophical stances which are the following: Positivism, Interpretivism, Pragmatism, and Critical realism.
[bookmark: _Hlk215080652]3.2.1: Positivism: Positivism is situated on the belief that knowledge is purpose and should check through experiential observation (Collis & Hussey, 2020). Depends on heavily on quantitative data, statistical analysis, and hypothesis testing. While valuable for generalisable outcomes, positivism does not sufficiently capture the subjective experiences, motivations and interpretations needed for this topic.






[bookmark: _Hlk215080738]3.2.2: Interpretivism
Interpretivism assumes that reality socially constructed, and best understood through rich, qualitative insights (Denzin & Lincoln, 2018). This philosophy emphasises meaning, context and lived experiences of participants. Interpretivism aligns with understanding marginalised clients’ perspectives but may overlook the practical decision-making context of real estate agencies.
[bookmark: _Hlk215080833]3.2.3: Pragmaticism
Pragmatism philosophy concentrates on the research issue and values knowledge that supports practical action and solutions (Kaushik & Walsh, 2019). This philosophy assumes that both objective and subjective realities contribute to understanding social phenomena. 
 This research embraces a Pragmatic philosophy, because: 
 - The main goal is to create useful insights that agencies can apply to increase service inclusion. 
-  Important to understand the topic contextual behaviour and evaluation of practical strategies.
  - Pragmatism supports qualitative methodologies that explore emerging market dynamics.
Pragmatism is therefore the rightest philosophy, as this research looks to influence real-world industry transformation toward flexible and inclusive housing services.

[bookmark: _Hlk215080951]3.3 Research Approach and Strategy
The research method signifies the rationale linking information and Theory. Within the research approach there are Deductive and Inductive approaches.
3.3.1 Deductive method
Deductive reasoning tests predetermined hypotheses based on existing theory. This often (Saunders et al., 2019) used in quantitative research where variables controlled and measured. As the literature shows a gap in agency-driven strategies for inclusive housing, a deductive approach would be premature.




[bookmark: _Hlk215081177]3.3.2: Inductive Approach:
Inductive reasoning is the process of developing a theory which set up on patterns appearing in data (Thomas, 2006). This is especially useful in new or under-researched research areas. Given the scarcity of scientific knowledge about how agencies integrate market research into inclusive services, induction is key to fostering new conceptual understanding.
As a researcher, have chosen to Inductive approach, because allows for:
1: Uncovering new knowledge from the interviews

2: Allows to understand industry practices in context

3: Enable to build theory rather than evaluating the theory

This research uses a qualitative method, which is considering with pragmatic and inductive approaches. Qualitative methods are suitable because the study examines:
· Organizational behaviour within real estate agencies 
· The challenges of customer onboarding
·  Changing housing needs influenced by remote working and diverse lifestyles
Qualitative research supports in-depth exploration of lived experiences through flexible and open-ended questions (John, 2023). In this way, allows the researcher to explore more nuanced interpretations that numerical data alone cannot reveal.


3.4: Time Horizon
This research adopts a cross - sectional time horizon, collecting data at a specific time to apprehend the present factory practices and customer perceptions of digital transformation in the property sector.
A cross-sectional approach is appropriate for studies seeking to understand attitudes and behaviours within a specific contemporary context. A longer time horizon, which involves repeated data collection over a (Menard, 2020) longer period deemed unsuitable due to the time of this dissertation and the exploratory qualitative of the research. Therefore, this design allows for an efficient and focused snapshot of how agencies and customers are currently accepting to digital service models.


3.5: Research Design:  A semi-structured interview creates and collects affluent and detailed data. Semi-structured interviews offer:
- Reliable basic questions that ensure focus
 - Flexibility to analyse participants’ experiences in depth
- Opportunities to uncover unexpected but relevant insights (Bell et al., 2022).
Two participant groups will interview:
1: Property agencies (market analysis, marketing, sales, strategy).
2: Customers from diverse backgrounds such as (work from home employees, cultural subgroups, LGBTO, also disable customers.
This two- sided view design improves the study’s credibility through data triangulation.
3.6 Sampling Strategy: 
As a researcher have chosen the purposive (Etikan et al., 2016) sampling strategy to make sure that the participants are straight relevant to the topic.
Sampling guidelines are the following:

Group:                                                                        Rules:
Real Estate experts:                                  Nowadays, working with UK organisations and with
                                                                  Responsibilities to develop market strategy or 
                                                                  Customer services.                                                                         
                                                             
Consumers:                            Recently, customers have been in contact with real
                                               estate agencies. In addition, identify as an Excluded community.




RESEARCH METHODOLOGY
Planned Sample: 
· 4 – 6 agencies office employees
· 4 – 6 customers
· Altogether: 10- 14 participants
This size is consistent with quality standards and (Guest, Namey, & Mitchell, 2022) ensures data saturation. Participants recruited through industry networks, social media, and professional contacts.
[bookmark: _Hlk215081736]3.7: Data collection: Data collection will gather throughout semi-structured interviews about 25–30 minutes, conducted online (via Zoom or Teams, E-mail, or in-person). Depends on participant. The interviews will explore: 
· Methodologies employed (Braun,2021) by agencies in market research.
· Integration into service and communication strategies 
· Adjustment to remote work housing requirements
·  Obstacles in addressing marginalised populations. 
Interviews must document with consent of the participants and transcribed for hearing. 
3.8: Data Examines: As a researcher found out that (Xu, 2020) thematic analysis will be proper to analyse themes and patterns in participant responses. 
Stages of Analysis:
· Acquaint with interview transcripts.
· Creating beginning codes
· Making grouping codes into wider themes 
· Reviewing and refining themes
· Linking themes to study questions and emerging concepts NVivo software might use to support coding and data organisation. 

This inductive examine approach can helps new theoretical belief appear directly from participant narratives, stable with the pragmatic foundation.





[bookmark: _Hlk215082287]3.9: Guaranteeing the integrity of Research
As a researcher always needs to make sure about the qualitive of the research. 
Furthermore, there are key elements to follow. The qualitative rigour will reach throughout quality Criterion Strategy.


Quality Criterion                                   Strategy
[bookmark: _Hlk216199054]
 Trustworthiness: Triangulation of two participant groups and member checking 
Transference:  Comprehensive explanation of context and sample 
Reliability: Comprehensive recording of study methodologies 
Verifiability: Reflexive annotations to mitigate researcher bias 
These metrics enhance the credibility of the findings (Carla, Luca, 2018).


[bookmark: _Hlk215082197]3.10: Ethical Consideration
Before any data collected, as a researcher ask for ethic consideration.
The research will conduct the following principles:
• Informed consent for participation and enrolment
• Voluntary participation with the right to leave at any time
• Privacy and anonymity – use of not real name when reporting
• Safeguarded storage of (Bryman & Bell, 2021) digital data on password-protected devices
• Awareness to potentially vulnerable participants
Ethical practice is essential to protect participants and ensure the honesty of the research.



[bookmark: _Hlk215082451]
3.11: Research Limitations
 Study limitation
The primary methodological limitations encompass: 
·    Qualitative findings lack statistical generalisability. 
·   The sample size may not necessarily cover the entire housing market. 
·    Participant bias in self-reported experiences  
·   The geographical focus on the UK, therefore this can cause limit in wider applicability.
However, the goal is to create context-rich insights instead of broad generalizations. The study gives valuable insights into new research areas about inclusion and resilient housing markets.


[bookmark: _Hlk215082642]3.12 Chapter Summary: 
This chapter outlined the method that fits the study’s aims. Grounded in practical philosophy, inductive reasoning, and qualitative practice, the research design allows for an in-depth exploration of how agencies use market research (Oranga, 2023) to improve inclusive service delivery and flexible housing options. The next chapter will present the findings from the thematic analysis of the interview data.










[bookmark: _Hlk215082819][bookmark: _Hlk215251800]CHAPTER 4: FINDINGS, RESULTS, DISCUSSION 
4.1: Introduction of Findings: 
This chapter presents the findings from semi-structured interviews conducted with UK estate agency staff (n = 7) and customers (n = 7) who represent a wide range of cultural and socio-economic backgrounds.
The analysis conducted using the thematic analysis of (Braun, Clark, 2021), which allowed the researcher to find patterns in the data that served the aim of the study. The purpose of this chapter is double - sided: At first, to present the findings objectively and concisely; and other hand, to critically interpret these findings in the context of existing research, theory, and practical implications.
In line with the qualitative approach. The chapter divided into two main sections. 


The outcome section summarizes three main themes that appeared from the interview analysis, supported by representative participant quotes. 
These outcomes reflect (Naureen, 2025) current difficulties and opportunities for inclusion within the UK real estate service experience. The Discussion section than reviews the significance of these findings, considering contribution to a wider understanding of inclusion in the real estate market, and the limitations of the current research. The chapter concludes by summarising the main arguments and moving on to the last section containing recommendations. 


PART A – RESULTS:
Three key prominent themes identified and these are the followings:
1: Gaps in market research to support inclusion
2: Growing demand for flexible housing solutions
3: Service barriers and inequalities in customer experiences
The findings focus on what participants reported and why these findings are important.



[bookmark: _Hlk215166007]4.2 Theme 1: Gaps in Market Research Supporting Inclusion: Deficiencies in Market Research Facilitating Inclusion 
A Significant finding was the absence of structured market research aimed at underprivileged and minority populations. (Community Housing Cymru, 2020) A property agent mostly relied on broad knowledge of "typical" home criteria and acknowledged that they occasionally collect demographic-specific data. For example, a staff member remarked:

“As Real Estate Agents mostly look at what sells fastest… trends are based on the general public, not separate groups.” (Staff 2).

Clients confirmed this perception, expressing feelings of exclusion and invisibility:
“The agents do not try to understand what is important to our culture. Looks like we are just another customer.” (Customer 5).
 Interviewees explained issues tied to family size, accessibility needs, and cultural practices that affect housing decisions — factors often not recognised by present services.
“Why should I have to explain every time that we live with our parents? That is normal for us but strange to agents.” (Customer 1).

[bookmark: _Hlk215166091]4.3: Theme 2: Increasing Demand for Flexible
 Escalating Demand for Adaptable Housing Solutions
Both participant groups identified substantial lifestyle alterations affecting property requirements, including remote (Arundel, Hochstenbach, 2020) work, hybrid employment models, and increasing multigenerational living arrangements. Customers distinctly articulated the necessity for versatile spaces:
 “I need a home office and housing for my son during his visits… company were not able to provide anything nearby.” Customer six
Others emphasised financial issues, which can make impact on conventional tenancy system.

“Renting long-term does not work for me. I want something shorter but still stable.” (Customer 2).



Real estate staff recognised this shift but explained their limited capacity to respond:
“The properties just aren’t there… landlords stick to the same routines.” (Staff 5)
Staff also noted that internal policies lack flexibility to support innovative housing solutions, even if demand is rising.
This theme is extremely important because demonstrates an increasing gap between market availability and customer expectations, which if unaddressed, risks worsening accessibility issues and reducing customer trust.
[bookmark: _Hlk215166338] 4.4 Theme 3: Service Barriers and Inequalities in Customer Experience
Most customers complained about discriminatory behaviour (treated differently than other customers), and (Sue, Nigel,2018) judged based on their appearance or financial status.
“Client described they felt frustration when agents explained their options are limited.”
“They said straight away that this place is too expensive for you… I did not even tell them my budget.” (Customer 3)
Other clients complained about communications barriers:  
“Also, I asked help for translation. Agents said that they did not have time for it.” (Client 7)
Real estate agents admitted their mistake, but attributed them to systemic pressures:
“Real estate agents said they are under pressure for commission and time.” (Employee 4).
“Important to note that, customers expressed that negative experiences influenced their willingness to continue the search:
“After that visit, I decided to give up and stayed where I was.” (Customer 4)
This is a high-impact topic because this highlights how structural constraints and implicit biases force clients into inhumane situations, and impact clients’ access to adequate housing, which is of course a basic social need.
[bookmark: _Hlk215166476]4.5: Summary of Findings:
Across these themes the participant describes a system where inclusion exists internationally but not implemented (ONS, 2023). The findings show the followings: 
· The agencies lack -data driven understanding of divers of property needs.
· The flexible housing expectations do not match with current market conditions.
· Moreover, groups still face with unequal behaviour in the service delivery process.
These findings form the basis for the following discussion, which is connects the findings to broader research and implications.

[bookmark: _Hlk215166595]4.6: PART B: DISCUSSION 

This discussion critically reviews what is the connection between theory, existing literature, and results of practical reveals.
Existing literature consistently highlights that housing markets inadequately represent minority needs. Research suggests that organisations often operate using mainstream assumptions, which exclude those with unfamiliar cultural or family norms. The findings here confirm that without (Wilson, 2020) systematic data collection, agencies cannot provide effective inclusive strategies.
Furthermore, supply new understanding by directly combining the lack of market research to customer dissatisfaction, mistrust, and unmet needs. This reinforces calls for evidence-based marketing and service innovation that reflect the UK’s changing population structure.

4.7 Discussion of Theme 2
Abundant studies have registered the shift towards flexible housing, intensified since the COVID-19 pandemic. This research provides claims that traditional housing models no longer reflect modern lifestyles (RICS,2023). The results shows that property agencies acknowledge this shift but remain constrained by outdated property stocks and rigid internal procedures.
The implication is clear: Agencies must embrace long-term strategic adaptation, including collaboration with developers and landlords to increase the availability of adaptable properties. Failure to do so risks widening inequity and losing market relevance.
4.8: Discussion of Theme 3: Past long-ago research has long documented discrimination in UK housing traditions, especially between ethnic -groups and people whose income extremely low. This study supports those findings by providing recent, lived examples from renters and buyers (Shelter, 2024). This also, expands knowledge by highlighting structural causes such as commission-based work, which incentivises prioritising clients deemed more profitable.
This study shows that addition needs not only for behavioural adjustments but organisation reform. Property agencies should accept fair service rules, cultural ability training, and transparent allocation plan of action to make sure that consistent equality.


[bookmark: _Hlk215167353]

4.9: Significance of Theory and Practice of this Research
This study strengthens the argument that inclusion must embedded into:
• Market research strategies
• Policy development and service design
• Daily client interactions and decision-making
This contributes to theory by reinforcing the need for inclusive urban service models that recognise diversity as central not peripheral to housing provision. To strengthen the theory, need to include urban service models, which can consider diversity as central rather than peripheral (Jones, and Watkins,2021). 1, element of housing provision needs to reinforce. Key practical increasement could include:
· Multilingual communication channels
· Needs assessment tools for minority clients. 
· Housing portfolios designed around flexibility
· Staff training on inclusive behaviours.
Overall, the findings highlight that inclusive services are essential for ethical, legal, and commercial success.
[bookmark: _Hlk215167470]4.10: Limitations: The research limited by different of factors, these are the followings:
Small sample size and geographical focus
- Self-reported experiences, which may be subject to personal bias
- Shortage of direct observation of agency behaviour
-  The results cannot be generalised to all regions or agencies in the UK
However, these limitations do not diminish the value of the information gained – they highlight the importance of further, (Prior,2023) larger-scale research.
[bookmark: _Hlk215167614]4.11: Chapter 4: Conclusion
This chapter has presented the findings of qualitative interviews with staff and clients of UK estate agencies, identifying three themes that represent current challenges to inclusive service delivery. The conversation shows the importance and relevance of these findings to the literature and to real estate practice (CMA, 2023). Overall, agencies are aware of changing market expectations, progress towards full inclusion remains incomplete. There are significant opportunities to strengthen equity, improve client relationships and modernise housing services.
The following chapter develops recommendations for action based on the conclusions and reflects on the research objectives and contributions of the study.


CHAPTER 5: RECOMMENDATION & CONCLUSION
5.1: Introduction
This chapter interprets what the study means for the UK housing agency practice in the property sector worldwide. Rather than repeating the analytical process and focuses directly on the findings of the research purpose:
The purpose of the research is to explore how estate agencies address the diverse needs of clients from different socio-economic (Stirling, Arbaci, 2024) and cultural backgrounds in the UK housing market.
The findings identified three key pressures shaping inclusive service provision.
1. Weak market research focusing on inclusion
2. Growing demand for flexible housing
3. Persistent inequalities in customer experiences
The chapter assess the theoretical and practical implications and offers clear recommendations for practice and future research.
[bookmark: _Hlk215167863][bookmark: _Hlk214739993]5.2 Reporting the findings of this theme.
5.2.1: Objective 1: How do real estate agents can understand the variety of customers’ needs?
The study found that property agencies highly depend on market information and reactive strategies rather than providing customized insights. 
Furthermore, evidence from official data sets (ONS, 2023) showing changing demographics and growing inequalities in access to housing, moreover, most agencies have limited capacity to proactively assess the different priorities of their clients.
What this means:
• Estate agents uninterruptedly concentrate on product (focusing on stock availability) instead of the client.
• Involvement seen as compliance rather than a competitive advantage.
 • Without targeted insights, underserved groups remain invisible in decision-making (CMA, 2023).
This confirms that real estate agencies uncoordinated with the lived realities of tenants and buyers across the entire socio-economic spectrum. 

5.2.2: Objective 2: How are agencies responding to the growth, and   flexibility?
Post Pandemic transactions, hybrid employment, financial constraints, and lifestyle flexibility have increased the need for changeable (Savills, 2023) tenure structures.

Participants expressed:
• clients’ needs for shorter leases   
• need to accommodate pets 
• interest in multi-use living spaces
• preference for furnished ready-to-move-in properties
However, estate agents acknowledged that internal processes and existing housing stock—mostly built pre-2000 cannot accommodate these new social dynamics (MHCLG, 2022).
 This means:
The pace of change in customer needs is faster than the pace of change in:
 • Property development
• Agency systems
• Landlord attitudes
Unfortunately, the real estate agencies face extremely substantial risk of losing relevance if company fail to innovate.
Contribution:
This study emphasize flexibility as a central dimension of inclusion, extending the literature beyond traditional housing access debates.








[bookmark: _Hlk215249519]5.2.3: Objective 3: How do inequalities persist in customer experience? 
Customers from ethnic minorities and lower-income backgrounds reported:  
• stereotyping  
• slower response times  
• additional documentation requests  
• limited transparency about fees and suitability  
These experiences show the ongoing housing inequalities pointed out by X(Shelter,2024) and the UK. 
Agents would like to help, non-conscious prejudices a lack of inclusive training, and business pressures controlled the effectiveness. 
Contribution:
The study indicated that customer experience (Government,2020) inequality is a systemic issue, rather than only consequences of individual behaviour.

[bookmark: _Hlk215249629]5.3: Practical Recommendations:
In parallel, with this topic, these recommendations also address the operational shortcomings of the factory.
[bookmark: _Hlk215249845]5.3.1: Purpose of Market Research
Action                                         Stakeholders:                   Expected Impact
Customer segmentation analytics           Worldwide chains                  To Improve service. 
[bookmark: _Hlk213869633]deployment                                                                                           personalisation 
Collaboration with local governments      Self -Sufficient                   Incorporation of underprivileged 
 and housing associations.                        Agencies                                       group
 Annual diversity needs assessment.       Whole agency                   Supported by Scientific research.





                                                                                                   
5.3.2: Amplifying Flexible Housing Solutions
[bookmark: _Hlk213869828][bookmark: _Hlk213869251] These includes the followings:


Recommendation                                                    Implementation   
[bookmark: _Hlk213871515]                                                                                                        5.3.3: Addressing Disparities in Customer Experience: 
Issue: Stereotyping and inconsistent communication
Fee Opacity
Different accessibility measures:
Solution: Compulsory culturally competent training,
Standardised rules for pricing (Aeron, 2025) transparency.
Web and digital inclusion audits (e.g. WCAG standards.
Agents who actively remove barriers may gain brand trust and competitive advantage.








The aim is to advocate for Build – to -Rent and modular home outcomes, also-Collaborations with developers.
[bookmark: _Hlk213955607][bookmark: _Hlk213955484]  -Graduated lease lengths, break clauses.
The goal is to: Promotes the benefits of Build – to -Rent and modular home outcomes, Collaborations with developers.
-Announcing adaptable tenancy options  
-Encourage landlord incentives                                         


 5.4: Theoretical implications:   

Area	                                             Contribution

Services marketing:   Demonstrates that inclusion is a service quality determinant.
Housing studies:	   Positions flexible living as a form of housing justice.
Consumer behaviour:  Highlights the influence of culture and socio-economic status on agency engagement. 
The research integrates social inclusion theory with real-estate marketing practice, highlighting a change in basic (Carvalho et al., 2023) assumptions from transactional models to relational, human-centred housing services. 

[bookmark: _Hlk215250446][bookmark: _Hlk214741022]5.5: Future Research Directions    
Proposed Region                                           Justification        
- Quantitative studies on the extent of                 Statistically analysis inequality trends
service inequalities.
- Longitudinal research on the introduction of    Monitors Changing preferences after COVID19
 flexible housing solutions.
- Comparative analysis among                  Examines differences in geography in inclusion
UK regions   
- Research from a landlord point of view       Addresses deficiencies in supply -side regulation     

Future study should investigate how AI – driven property may mitigate or aggravate inequities. 



[bookmark: _Hlk215250568]         5.6: Limitations (Contextualised for Findings)
· Small sample size (n = 14) may limit generalisability
· London/South-centric views may not represent the UK entirely.
· Self-reported perspectives may include bias.
· Focus on private rental and buying excludes social housing complexity.
       These limitations justify the (Gusmao, 2021) proposed future research agenda. 

5.7: Conclusion
The findings make clear that:
Estate agencies not yet structured to fully recognise and respond to the UK’s increasingly diverse and flexibility-driven population.
If the agencies would like to be successfully in the future housing landscape, should shift from:
•	property-centric → customer-centric
•	standardisation → adaptability
•	reactive → strategic inclusion
Addressing the needs of diverse customers is not only a social responsibility but a commercial necessity in a competitive (Harward, 2023) and inequitable housing market. 
          
  










 SUMMARY OF CHAPTER 5  
[bookmark: _Hlk214051343]Chapter five highlighted the implications of the study’s findings for the wider field of estate agency practice in the UK. Rather than re-thinking methodological approaches, the chapter emphasised the contributions of the outputs to existing knowledge and professional practice. The findings show that estate agencies are under-equipped which is meet the needs of an increasingly diverse and resilient clientele. 
Lack of market study focusing on inclusion has left consumer segments neglected, while outdated property inventory and inflexible service processes, which cause hampering the industry’s ability to adapt to changing lifestyle trends and affordability issues. Persistent inequalities in customer experience shows that structural and cultural challenges remain, limiting equitable access to housing services.
Based on these findings, the chapter recommend practical suggestion for making market analysis better, adding more flexible housing options and making sure that services treat each other fairly. The research theoretically progresses the discourse by establishing inclusion and flexibility as an essential element of housing service quality, thereby providing consumer-oriented framework for future estate agency practice.
The research accepts the different limitations, specifically the small sample size and regional concentration, offer supplementary work which needed to assess generalisability across the UK. The chapter summarised future study directions, and this include quantitative validation of the findings, regional comparisons and investigating the effects of landlords and technology.
Finally, the chapter concluded that delivering responsive and inclusive customer experiences is no longer optional for estate agencies: This is a commercial necessity and a social obligation. Successfully adapting requires a strategic shift from property-centred operations towards human-centred housing services that recognise the evolving needs of diverse communities within the UK market.


                              


   SELF -REFLECTION
  Before I start the level 6 semester, I was getting frustrated, I could not imagine, that I am able to do it. At the same time, I was curious about this whole dissertation.
Finalising my Level 6 estate agency research represented significant academic, professional and personal development. Looking back, I recognize that my industry knowledge, research skills, and ability to learn independently improved. This dissertation challenged me to think critically with this dynamic and complex sector, which showed deeper insights into the structures, issues and opportunities that currently affect real estate companies. 
When I decided that I am choosing the real estate agency I knew that will be extremely interesting topic. First, I was interested how the real estate agencies work in markets, which are becoming more competitive, furthermore how technology, client requirement, and different changes affect the market performance. On the other hand, I did not realize that how big the business of real estate agency, but I quickly learnt how important narrow my focus. I had to make cautious decision, which taught me how to judge the relevance and feasibility of different research angles. I choose a more specific part of how real estate agencies work helped me make a stronger case. During the research process, I became more confident in navigating the literature that had previously extremely daunting. The property sector embraces a mix of business strategy, economic trends, and customer behaviour. Which meant I had to find from multiple disciplines.
In the beginning, I was in extremely challenging situation to find information from such a variety range of sources, but gradually, I developed stronger analytical skills. I learned to analyse patterns in the literature, estimate the strength of different arguments, and recognize gaps in knowledge. This helped me to strengthen my ability to think critically rather than simply copying information. 
Data collection was another stage that challenged me, especially, to understand that which method would be the most effective. Real estate agents very often work in rapidly growing environments, so reaching out participants required perseverance and clear communication. This experience improved my organisational and people skills. Interviews and looking at available data helped me understand the real world of the industry, and getting real insights also helped me to connect theoretical concept with everyday professional practice. 







SELF -REFLECTION
One of the most important skills I learnt during this process was how to manage my time. Doing research, writing, and editing at the same time taught me how to plan and work in a systematic way. Sometimes I was frustrated, especially when the first drafts did not turn out the way I wanted them to. But these problems taught me to be patient, controlled, and open to criticism. Moreover, I learnt how important to critically check my work, find the flaws, and do it clearer and organised.  Finally, this dissertation helped me to be gain more confidence, not just academic capabilities but also my personal confidence. I get to know how to take responsibility for a larger project to bring informed decision and justify my arguments with evidence. Most importantly, working on property agency topic, has deepened my interest in the sector and clarified the skills needed to succeed within it. The process showed me that study is not just about answers, but also about interest, determination, and development. 
[bookmark: _Hlk216111002]PERSONAL DEVELOPMENT PLAN (DPD)
       PDP SECTION                  DETAILS                 SMART OBJECTIVE        TIMESFRAME             
	Initial Feelings and Expectations

	Before starting Level 6, I felt frustrated and unsure whether I could manage the demands. However, I was also curious about the dissertation process and motivated to explore a topic in depth.
	I would like to build confidence, by studying (minimum 15 hours a week) This include research and writing and check my progress in journal.

	1-4 weeks of semester

	
Overall Development
	 I strengthened my industry understanding, research skills, and confidence in independent learning.
	Completing my research provided significant academic, professional, and personal growth. 
Present findings in at least one academic and professional forum, such as (class presentation, seminar, online discussion group).

	By end of semester.

	Reason for Choosing the Topic

	I chose real estate agency operations because I was interested in how agencies function in competitive markets and how technology, client expectations and industry changes influence performance.
	I try to write 2000 words in Literature Review and summarizing at least 7 sources about technology 
and competitiveness in real estate sector.

	Beginning of first 6 weeks.

	Realisation and Focus Narrowing
	At the beginning I could not imagine how large and complex the real estate sector was. I quickly learned the importance of narrowing my focus and selecting a research angle that was relevant and manageable. This improved my ability to judge feasibility and relevance.
	I try to identify three research questions and refine the scope based on feedback from my supervisor.

	By week 3


  PDP SECTION                    DETAILS                   SMART OBJECTIVES        TIMEFRAME

                                                                 
                                                                                                                                                     
	Engaging with Literature
	At first, the academic literature felt overwhelming. Over time, I became more confident in analysing sources from multiple disciplines such as business strategy, economics, and consumer behaviour.
	I try to find 5 different articles every week and explained about it.
	Between 2 -8 weeks.

	Analytical Skill Development
	I learned to identify patterns across literature, evaluate arguments, and recognise gaps in existing knowledge. This helped me move from simple information gathering to deeper critical thinking.
	I try to produce a critical analysis section with at least 3 key gaps in the literature
	By Week 10

	Data Collection Challenges
	Collecting data from real estate agents was challenging due to their fast-paced work. This required persistence, clear communication, and strong organisational skills.
	I conduct 2 interviews on over the phone/ email with real estate agency
	Week 6 -12

	Professional Skill Development
	Conducting interviews and analysing real-world data improved my people skills, communication skills and ability to connect theory with practice.
	I practiced interviews with friends through video call, and I got feedback from them.
	Weeks 5-7 

	Time Management
	Managing research, writing, and editing taught me how to plan effectively and work systematically. 
	. I try to do an early draft helped me develop patience, resilience, and openness to feedback.
	I check my work through the semester.

	Critical Self-Evaluation
	I became more aware of the importance of reviewing my work, identifying weaknesses, and refining ideas for clarity and structure.
	I organised 3 friends -review sessions to get beneficial feedback and recheck efficiently
	Week 8 -12 

	Confidence and Personal Growth
	Completing the dissertation improved not only my academic abilities but also my personal confidence. I learned to take responsibility for a large project, justify arguments with evidence, and make informed decisions.
	I write a reflective journal entry after each important achievement.
	I am still doing it.

	Impact on Career Interests
	Working on property-agency research deepened my interest in the real estate sector and clarified the professional skills needed for success.
	I try to make sure that I attend on at least 1 online webinar to explore the open opportunities. 
	I will attend on live webinar until I will have chance to
start to work to
an agency.

	Overall Learning
	This experience showed me that academic study is not just about finding answers, but also about curiosity, determination, and continuous personal development.
	I have done 1000 words of self -reflection and connecting dissertation learning to carrier goals. 
	Week 13 (End of Semester).




REFERENCES
Aeron, S. (2025) Using Off -Site Construction to Close the Affordable Housing Gap, Harward JCHS blog. Available at: https://www.jchs.harvard.edu/blog/using-site-construction-close-affordable-housing-gap?utm_source (Assessed: 16/11/2025).
Alex, C., Bridget, L., et.al, (2021) Faculty &Research: Corporate Resilience and Response During COVID -19. Available at: https://www.hbs.edu/faculty/Pages/item.aspx?num=61048(Assessed:19/10/2025).
Arundel, R. and Hochstenbach, C. (2020) ‘Divided access and the crisis of housing transitions’, Housing Studies, 35(5), pp. 774–794. (Assessed: 29/10/2025).
[bookmark: _Hlk216465361][bookmark: _Hlk213596633]Anupam, N., Yishuang, X., Fangchen, Z., (2021) How Would the COVID -19 Pandemic reshape retail real estate and high streets through acceleration of E – commerce and digitalization? Available at: https://www.sciencedirect.com/science/article/pii/S2226585621000327 (Assessed: 22/11/2025).
Basheer, AL. H., Haliyana, K., et al., (2025) Digital Transformation in the real estate Industry: Systematic Literature Review of Current Technologies, Benefits, and Challenges. Available at: https://www.sciencedirect.com/science/article/pii/S2667096825000229?utm_source (Assessed:17/11/2025).
Bell, E., Bryman, A. & Harley, B. (2022) Business Research Methods. Sixth edition Oxford: Oxford University Press (Assessed:21/10/2025). 
Braun, V. & Clarke, V. (2021) Thematic analysis: A practical guide. (“Thematic analysis: A practical guide - Melissa Forbes, 2022”) London: SAGE Publications.
Carla, B., Luca, L., (2018) Research Quality Criteria in the Evaluation of Books. Pp 159 –184 Available at: https://link.springer.com/chapter/10.1007/978-3-319-68554-0_7#citeas                                 (Assessed: 19/10/2025). 
Carvalho, R., Liu, T., Zhang, F., et al., (2023) Key Themes of Build to – Rent: Developing a Conceptual Framework for Achieving Successful Developments through a systematic Literature Review’. Buildings, 13(8), 1926. DOI: 10.3390/buildings13081926. Available at: https://www.mdpi.com/2075-5309/13/8/1926?utm_source(Assessed: 16/11/2025).
[bookmark: _Hlk214999152]Creswell, J. W. & Poth, C.N. (2017) Qualitative Inquiry and Research Design: Choosing Among Five Approaches. London: SAGE: (Assessed: 22/10/2025)
CMA (2023) Housebuilding market study: Final report. Competition and Markets Authority. Available at: https://www.gov.uk/cma(Assessed:02/11/2025). 
Community Housing Cymru (2020) Diversity and Inclusion in Housing Services: A Research Summary. Cardiff: CHC. (Assessed:06/11/2025). 
[bookmark: _Int_8jEd3iKs]Denzin, N.K.& Lincoln, Y.S. (2018) The SAGE Handbook of Qualitative Research. Fifth edition Thousand Oaks: SAGE(Assessed:30/10/2025).

References
Divya, S. (2025) What is the Research Methodology? Definition, Types, and Examples. Available at: https://paperpal.com/blog/academic-writing-guides/what-is-research-methodology#penci(Assessed:07/11/2025). 
[bookmark: _Hlk214827475]Jones, C., Watkins, C. (2021) ‘Housing markets and socio-economic inequality’, Housing Studies, 36(7), pp. 945–964 (Assessed:13/11/2025).
HM Revenue & Customs (2020) UK Transactions Statics April 2020.Available at: https://www.gov.uk/government/statistics/uk-house-price-index-summary-april-2020/uk-house-price-index-summary-april-2020 (Assessed:24/10/2025).
Gilman, M.E. (2025) ‘PropTech and consumer data rights in real estate markets’, Georgetown Law Technology Review, 9(2), pp. 112–134(Assessed: 20/11/2025).
Guest, G., Namey, E. & Mitchell, M. (2022) Collecting Qualitative Data: A Field Manual. Google Scholar (Assessed: 24/10/2025).
Goncalves, M., Yiwei, H., Irene, A., et al., (2024) “Neuromarketing algorithms 'consumer privacy and Ethical Considerations: Challenges and Opportunities” Cogent Business & Management. (As Cogent Business & Management. Available at: https://www.tandfonline.com/doi/full/10.1080/23311975.2024.2333063?(Assessed:20/10/2025).
Gusmao, Brissi, S., Debs, L., & Elwakil, E. (2021)’ A Review on The Factors Affecting the Use of Offsite Construction in Multifamily Housing in the United States’ Buildings 11(1), 5. DOI: 10.3390/buildings11010005.Available at: https://www.mdpi.com/2075-5309/11/1/5?utm_source (Assessed:14/11/2025). 
[bookmark: _Hlk214558053]Grybauskas, A., Pilinkienė, V. & Stundžienė, A. (2021) ‘Predictive analytics using Big Data for the real estate market during the COVID-19 pandemic’, Journal of Big Data, 8 (1). Available at: https://journalofbigdata.springeropen.com/articles/10.1186/s40537-021-00476-0?utm_source(Assessed:25/10/2025).
Kaushik, V. & Walsh, C. (2019) ‘Pragmatism as a research paradigm’, International Journal of Social Research Methodology. Available at: https://www.researchgate.net/publication/335662764_Pragmatism_as_a_Research_Paradigm_and_Its_Implications_for_Social_Work (Assessed:28/10/2025).

REFERENCES
[bookmark: _Hlk212352574]Lorainne, C. (2025) Who Regulates Estate Agent? Available at: https://commonslibrary.parliament.uk/who-regulates-estate-agents/#:~:text=Estate%20agents%20.(Assessed :14/10/2025).

 Naureen, A., (2025) Research and Analysis of Research Study. Available at: https://www.linkedin.com/posts/drnaureenaleem_chapter-4-results-and-analysis-41-introduction-activity-7360501466702213120-iSQ3(Assessed: 10/11/2025).

Neil, W. (2023) How Estate Agent Evolved Over the Centuries Available at: https://ensumbrown.com/how-estate-agents-have-evolved-over-the-centuries/(Assessed: 25/10/2025).
[bookmark: _Int_UbzgMcpT]Nida, N., Irfan, A., Abdur, R., N., (2023) Digital Real Estate: A review of the Technologies and Tools Transforming the Industry and society. (“Digital real estate: a review of the technologies and tools ...”) Available at: https://link.springer.com/article/10.1007/s44268-023-00016-0?utm_source=chatgpt.com(Assessed: 26/10/2025).
Oranga, J., Matere, A. (2023) Qualitative Research: Essence, Types and Advantages. Open Access Library Journal, 10, 1-9. Available at: https://www.scirp.org/journal/paperinformation?paperid=129964 (Assessed:22/11/2025).
Prior, A. (2023) ‘Flexible housing and contemporary lifestyles’, Journal of Property Research, 40(2), pp. 179–198. (Assessed:13/11/2025). 
[bookmark: _Int_hPfBIdTH]Petermann, J. (2021) ‘Development of Real Estate Marketing -trends for the Future’ Marketing Science & Inspirations. (“Proposed Digital Marketing Strategy on Property Developer Case Study ...”) Available at: https://msijournal.com/development-real-estate-marketing-trends-future/(Assessed:24/10/2025).
Roark, M.L. & Fox O’Mahony, L. (2023) ‘Real property transactions in the network society: Platform real estate, housing hacktivism, and the re-scaling of public and private power’, Journal of Consumer Policy, 46(3), pp. 445–463(Assessed: 19/11/2025).
Roderick, E. (2019) Country Life: How Estate Agent Came to Run British Property Market. Available at: https://www.countrylife.co.uk/property/curious-tale-estate-agents-came-run-british-property-market-193085 (Assessed:19/10/2025).
REFERENCES
Re/Max, E. (2024) The Curious tale of how estate agents came to run the British Property mark. Available at: https://www.countrylife.co.uk/property/curious-tale-estate-agents-came-run-british-property-market-193085 (Assessed:14/10/2025).
Menard, S. (2020) ‘Longitudinal research and its alternatives’, Annual Review of Sociology, 46, pp. 55–78. (Assessed:08/11/2025). 
Mike, D., (2023) Emerging Models in Residential Real Estate or “How to lose Billion Dollars in Real Estate Tech” Available at: https://www.jchs.harvard.edu/sites/default/files/research/files/harvard_jchs_digitalization_panel2_delprete_2023.pdf (Assessed: 28/11/2025).
Saura, José Ramón; Škare, Vatroslav; Ozretić Došen, Đurđana. (2024) “Is AI-based digital marketing ethical? Assessing a new data privacy paradox” Journal of Innovation & Knowledge 9. Available at: https://www.econstor.eu/bitstream/10419/327499/1/S2444569X24001367.pdf?utm(Assessed:22/10/2025).
Saunders, M., Lewis, P. & Tornhill, A. (2019) Research Method for Business Students. Eighth edition (Assessed:29/10/2025).
Slomo, A. et.al. (2023) Urban Expansion: Theory, Evidence and Practice. Available at: https://journal-buildingscities.org/articles/10.5334/bc.348#B4 (Assessed: 10/14/2025).
Stirling, P. and Arbaci, S. (2024) National report on housing inequalities – United Kingdom, Deliverable 2.1, ReHousIn project, UCL.
This UCL‐led analysis documents persistent and deepening housing inequalities across the UK, linked to demographic shifts. Available at: https://www.gov.uk/government/statistics/english-housing-survey-2023-to-2024-experiences-of-the-housing-crisis/english-housing-survey-2023-to-2024-experiences(Assessed: 09/12/2025).
  Sue, L., Nigel, N., Nissa, F. (2018) Slippery Discrimination: A review of the Drivers of Migrant and Minority Housing Disadvantage. Available at: https://www.tandfonline.com/doi/full/10.1080/1369183X.2018.1480996(Assessed: 23/11/2025).
Thomas, D.R. (2006) ‘ A general inductive approach for analysing qualitative evaluation data’, American Journal of Evaluation (Assessed: 20/10/2025).
Tagliaro, C., Pomè, A.P., Migliore, A. & Danivska, V. (2025) ‘Technology “like a fork”: How PropTech shapes real estate innovation’, Journal of European Real Estate Research, 18(1), pp. 4–26. Available at: Google Scholar / Emerald Publishing (Assessed: 28 November 2025).
[bookmark: _Toc214741403][bookmark: _Toc214741463][bookmark: _Toc214741721][bookmark: _Toc214741740][bookmark: _Toc214743008][bookmark: _Toc214743144][bookmark: _Toc215251495]Vaida, P., Alina, S., et al., (2021) Predictive analytics using Big Data for the real estate market during the COVID-19 pandemic. Available at: https://journalofbigdata.springeropen.com/articles/10.1186/s40537-021-00476-0?utm.(Assessed: 26/10/2025).
[bookmark: _Hlk216465321]Xu, W., & Zammit, K. (2020). Applying thematic analysis to education: A hybrid approach to interpreting data in practitioner research. International Journal of Qualitative Methods, 19, 1–9. Available at: https://journals.sagepub.com/doi/10.1177/1609406920918810 (Assessed:22/10/2025).
Wilson, P. & Seavers, A. (2020) ‘Digital transformation in UK estate agencies’, Property Management, 38(5), pp. 674–690. (Assessed: 15/11/2025).
Williams, G., (2016) Research Quality Criteria in the Evaluation of Books. Available at: https://books.google.co.uk/books?hl=hu&lr=&id=bqVFDwAAQBAJ&oi=fnd&pg=PA159&dq=Research+Quality+Criteria+in+the+Evaluation+of+Books.+&ots (Assessed:20/11/2025).


 















POSTER


[image: ]




[image: ]

APPLICATION FOR ETHICAL APPROVAL

	RESEARCH STUDENTS
This form is to be completed by the student within SIX months for full-time students and TWELVE months for part time students, after the commencement of the research degree or following progression to Part Two of your course. 

Once complete, submit this form via the MyTSD Doctoral College Portal at (https://mytsd.uwtsd.ac.uk).

This document is also available in Welsh.


	RESEARCH STAFF ONLY
All communications relating to this application during its processing must be in writing and emailed to pgresearch@uwtsd.ac.uk , with the title ‘Ethical Approval’ followed by your name.


	STUDENTS ON UNDERGRADUATE OR TAUGHT MASTERS PROGRAMMES should submit this form (and receive the outcome) via systems explained to you by the supervisor/module leader.





In order for research to result in benefit and minimise risk of harm, it must be conducted ethically. A researcher may not be covered by the University’s insurance if ethical approval has not been obtained prior to commencement.

The University follows the OECD Frascati manual definition of research activity: “creative work undertaken on a systematic basis in order to increase the stock of knowledge, including knowledge of man, culture and society, and the use of this stock of knowledge to devise new applications”. As such this covers activities undertaken by members of staff, postgraduate research students, and both taught postgraduate and undergraduate students working on dissertations/projects.

The individual undertaking the research activity is known as the “principal researcher”.

Ethical approval is not required for routine audits, performance reviews, quality assurance studies, testing within normal educational requirements, and literary or artistic criticism.

Please read the notes for guidance before completing ALL sections of the form.

This form must be completed and approved prior to undertaking any research activity. Please see Checklist for details of process for different categories of application.  

· [bookmark: _Hlk212353883]





SECTION A: About You (Principal Researcher)
	1
	Full Name:
	Adrienn Ungvari

	2
	Tick all boxes that apply:
	Member of staff:
	☐
	Honorary research fellow:
	☐

	
	Undergraduate Student
	☒	Taught Postgraduate Student
	☐	Postgraduate Research Student
	☐


	3
	Institute/Academic Discipline/Centre:
	
IICL

	4
	Campus:
	
London

	5
	E-mail address:
	
2233139@student.uwtsd.ac.uk

	6
	Contact Telephone Number:
	07426313804


	
	For students:





	7
	Student Number:
	2233139

	8
	Programme of Study:
	Ba (Hons) Leadership and Management Skills for the Workplace

	9
	Director of Studies/Supervisor:
	Nishi Ramsurrun





SECTION B: Approval for Research Activity
	1
	Has the research activity received approval in principle?
(please check the Guidance Notes as to the appropriate approval process for different levels of research by different categories of individual)
	YES
	☒	NO
	☐
	
	
	Date

	2
	If yes, please indicate source of approval (and date where known): Approval in principle must be obtained from the relevant source prior to seeking ethical approval
	Research Degrees Committee
	☐	

	
	
	Institute Research Committee
	☐	

	
	
	Other (write in)

	☒	







SECTION C:  Internal and External Ethical Guidance Materials
	
	Please list the core ethical guidance documents that have been referred to during the completion of this form (including any discipline-specific codes of research ethics, location-specific codes of research ethics, and any specific ethical guidance relating to the proposed methodology).  Please tick to confirm that your research proposal adheres to these codes and guidelines. You may add rows to this table if needed.

	1
	UWTSD Research Ethics & Integrity Code of Practice
	☒
	2
	UWTSD Research Data Management Policy
	☒

	3
	[List any other relevant documents here]
	☐



SECTION D: External Collaborative Research Activity
If there are external collaborators then you should gain consent from the contact persons to share their personal data with the university. If there are no external collaborators then leave this section blank and continue to section E.

	1
	Institution
	


	2
	Contact person name
	


	3
	Contact person e-mail address

	

	4
	Is your research externally funded?
	YES
	☐
	NO
	☐

	5
	Are you in receipt of a KESS scholarship?
	YES
	☐
	NO
	☐

	6
	Are you specifically employed to undertake this research in either a paid or voluntary capacity?
	Voluntary
	YES
	☐
	NO
	☐

	7
	
	Employed
	YES
	☐
	NO
	☐

	8
	Is the research being undertaken within an existing UWTSD Athrofa Professional Learning Partnership (APLP)?
	If YES, then the permission question below does not need to be answered.
	YES
	☐
	NO
	☐




	9
	Has permission to undertake the research has been provided by the partner organisation?
	(If YES attach copy)
If NO the application cannot continue
	YES
	☐
	NO
	☐




Where research activity is carried out in collaboration with an external organisation
	10
	Does this organisation have its own ethics approval system?
	YES
	☐
	NO
	☐

	
	
If yes, please attach a copy of any final approval (or interim approval) from the organisation (this may be a copy of an email if appropriate).




SECTION E: Details of Research Activity
	1
	Indicative title:
	Real Estate Agency in the COVID Period, and Present

	2
	Proposed start date:
	06/10/2025
	Proposed end date:
	

	
	Introduction to the Research (maximum 300 words per section)
Ensure that you write for a Non-Specialist Audience when outlining your response to the points below:
· Purpose of Research Activity
· Proposed Research Question
· Aims of Research Activity
· Objectives of Research Activity
Demonstrate, briefly, how Existing Research has informed the proposed activity and explain
· What the research activity will add to the body of knowledge 
· How it addresses an area of importance. 

	3
	Purpose of Research Activity

The aim of this study is to looks at how study and ethical practices can impact decision-making, marketing, and customer engagement in real estate broking. The aim is to understand how agents collect and use market data for example, home sales, pricing, and investment advice. Also, what difficulties had to face to the Real Estate Agency, at COVID 19 Period. Furthermore, will examine what are the Research gaps at property market. The study will assess the importance of ethical behaviour, transparency, and client trust in promoting profitable business growth and maintaining a professional reputation in the real estate market.


(this box should expand as you type)



	4
	Research Question

The Research question is the following: How can marketing strategies and customer relationship management influence the performance and client satisfaction of property agencies?

 This study aims to assess how digital marketing, branding, and customer engagement, strategies are for real estate agents. The objective is to analyse the best method to increase sales, retain clients and enhance the agency’s reputation in a competitive housing market that constantly evolves due to new technology and shifting costumer behaviour. 





(this box should expand as you type)



	[bookmark: _Hlk214775447]4
	

	5
	Aims of Research Activity

The aim of this research activity is to identify how effective marketing approaches, technology adoption, and customer relationship management impact the success of real estate agencies. It seeks to evaluate the connection between these factors and overall business performance, including customer satisfaction and sales growth. Additionally, the study aims to identify best practices and challenges faced by agencies in adapting to digital transformation, helping them improve service delivery, competitiveness, and sustainable growth in the modern real estate market.




(this box should expand as you type)




	6
	Objectives of Research Activity

The primary goal of the research initiative is to find a gap in the real estate sector, that another researcher did not find. Other hand, to explore consumer preferences and competitive factors influencing the real estate market.

The aim is to manage pricing strategies, marketing techniques and client relationships and assess their impact on agency performance. The point of the study is to identify the impact of digital tools and online platforms and client interactions. Furthermore, is to convey practical information that can help real estate companies enhance their marketing effectiveness and drive business growth.
Research Questions: 
1: How does market research influence the development and effectiveness of marketing strategies within real estate agencies?
2: In what ways do real estate agencies use market research to understand customer preferences and improve client satisfaction?
 3: How does the use of market research help real estate agencies identify competitive advantages and respond to market trends?










(this box should expand as you type)

	
	Proposed methods (maximum 600 words)
Provide a brief summary of all the methods that may be used in the research activity, making it clear what specific techniques may be used. If methods other than those listed in this section are deemed appropriate later, additional ethical approval for those methods will be needed. You do not need to justify the methods here but should instead describe how you intend to collect the data necessary for you to complete your project.



	7
	
This research will follow the mixed-methods approach, combining qualitative and quantitative techniques to reach a deep knowledge of how research activities facilitate ethical and strategic decision-making in a real estate business. The research will focus on collecting data from agency personnel and public ally accessible market information.
1. Methods of Data Collection: Methods of Data Collection

2. The principal data gathering methods will include of semi-structured interviews, questionnaires, and document analysis. These tactics will allow to provide support to researcher to obtain both extensive insights and concrete data which is relevant the study's objectives.




Semi-Structured Interviews: 
 As a researcher will talk with managers, and administrative personnel to study about their experiences, attitudes, and understanding of how research done inside the agency. Each interview will take 30 to 45 minutes. The meeting will occur either in person or over a secure video platform online. The question will embrace subjects such as market analysis methodologies, ethical conflict, customer communication, and data management. Upon obtaining the participants' consent. The interview will record and transcribe for analytical purposes.


Surveys: As a researcher, must send out an efficient online survey to a larger group of employees within the company.  This approach will be able to collect data on the quantity of research activities, the instruments used, and how the outcomes influence business decisions. The survey will consist of open-ended enquiries and rating-scale items to ensure uniform responses and enable statistical analysis. This approach not only refine the data-researching process but also encourages participants to share their insights in a structured manner. By identifying the results, the aims are to explore trends that could inform future research tactics and straightened overall organisational performance.
The research will analyse the corporate policy documents, marketing reports, and publicly accessible information, also including market trend analyses and property value indices. This will furnish context for the source data and enable us to juxtapose findings.
 Sampling and Participants
A purposive sampling technique will be used to select participants with relevant knowledge and experience in real estate operations. Approximately 6–8 participants will take part in interviews, while 15–20 will be invited to complete the questionnaire. Participation will be entirely voluntary, and all participants will receive a detailed information sheet and consent form before taking part.
3: Data Analysis
As a researcher, thematic exploration conducted through qualitative data from interviews to uncover prevailing patterns, ethical considerations, and perceptions about research practice. Descriptive statistics used to examine trends and frequencies in quantitative questionnaire data.
  4: Ethical Considerations
As a researcher, my goal is to always maintain confidentiality and anonymity. All collected data stored securely, on password-protected devices, and used exclusively for academic purposes. No personal or commercially sensitive information released. Participants can withdraw from the study at any time without consequences.
This combination of methods will enable a balanced understanding of how research conducted and ethically managed within real estate agencies.







(this box should expand as you type)



	

	Location of research activity
Identify all locations where research activity will take place.

	8
	London, Uk

(this box should expand as you type)

	
	Research activity outside of the UK.
If research activity will take place overseas, you are responsible for ensuring that local ethical considerations are complied with and that the relevant permissions are sought. Specify any local guidelines (e.g. from local professional associations/learned societies/universities) that exist and whether these involve any ethical stipulations beyond those usual in the UK (provide details of any licenses or permissions required). Also specify whether there are any specific ethical issues raised by the local context in which the research activity is taking place, for example, particular cultural and/or legal sensitivities or vulnerabilities of participants. If you live in the country where you will do the research, then please state this.

	9
	N/A


(this box should expand as you type)



	10
	Use of documentation not in the public domain: Are any documents NOT publicly available? 

	NO
	☒

	
	
	YES
	☐

	11
	If yes, please provide details here of how you will gain access to specific documentation that is not in the public domain and that this is in accordance with the current data protection law of the country in question and that of England and Wales.



(this box should expand as you type)



	
	Does your research relate to one or more of the seven aims of the Well-being of Future Generations (Wales) Act 2015?
	
YES
	
NO

	12
	A prosperous Wales
	☐
	☒

	13
	A resilient Wales
	☐
	☒

	14
	A healthier Wales
	☐
	☒



	
	
	
	

	15
	A more equal Wales
	☐
	☒

	16
	A Wales of cohesive communities
	☐
	☒

	17
	A Wales of vibrant culture and thriving Welsh language
	☐
	☒

	18
	A globally responsible Wales
	☐
	☒

	19
	If YES to any of the above, please give details:

	
	


(this box should expand as you type)








SECTION F: Scope of Research Activity
	
	Will the research activity include:
	YES
	NO

	1
	Use of a questionnaire or similar research instrument?
	☒
	☐

	2
	Use of interviews?
	☒
	☐

	3
	Use of focus groups?
	☐
	☒

	4
	Use of participant diaries? 
	☐
	☒

	5
	Use of video or audio recording?
	☐
	☒

	6
	Use of computer-generated log files?
	☐
	☒

	7
	Participant observation with their knowledge?
	☐
	☒

	8
	Participant observation without their knowledge?
	☐
	☒

	9
	Access to personal or confidential information without the participants’ specific consent?
	☐
	☒

	10
	Administration of any questions, test stimuli, presentation that may be experienced as physically, mentally or emotionally harmful / offensive?
	☐
	☒

	11
	Performance of any acts which may cause embarrassment or affect self-esteem?
	☐
	☒

	12
	Investigation of participants involved in illegal activities?
	☐
	☒

	13
	Use of procedures that involve deception?
	☐
	☒

	14
	Administration of any substance, agent or placebo?
	☐
	☒

	15
	Working with live vertebrate animals?
	☐
	☒

	16
	Procedures that may have a negative impact on the environment?
	☐
	☒

	17
	Other primary data collection methods. Please indicate the type of data collection method(s) below.
	☐
	☒

	
	Details of any other primary data collection method:



(this box should expand as you type)
	
	


If NO to every question, then the research activity is (ethically) low risk and may be exempt from some of the following sections (please refer to Guidance Notes).







If YES to any question, then no research activity should be undertaken until full ethical approval has been obtained. 

SECTION G: Intended Participants
If there are no participants then do not complete this section, but go directly to section H.

	
	Who are the intended participants:
	
YES
	
NO

	1
	Students or staff at the University?
	☐
	☒

	2
	Adults (over the age of 18 and competent to give consent)?
	☒
	☐

	3
	Vulnerable adults?
	☐
	☒

	4
	Children and Young People under the age of 18? (Consent from Parent, Carer or Guardian will be required)
	☐
	☒

	5
	Prisoners?
	☐
	☒

	6
	Young offenders?
	☐
	☒

	7
	Those who could be considered to have a particularly dependent relationship with the investigator or a gatekeeper?
	☐
	☒

	8
	People engaged in illegal activities?
	☐
	☒

	9
	Others. Please indicate the participants below, and specifically any group who may be unable to give consent.

	☐
	☒

	
	Details of any other participant groups:



(this box should expand as you type)
	
	



	
	Participant numbers and source
Provide an estimate of the expected number of participants. How will you identify participants and how will they be recruited? 

	10
	How many participants are expected?

	
20

(this box should expand as you type)

	11
	Who will the participants be?

	
Staff Member, Management and external customers who is contacted with the Real Estate Agency

(this box should expand as you type)

	12
	How will you identify the participants?
	Who is directly involved in the workplace Managers and staff members.


(this box should expand as you type)




	
	Information for participants:
	
YES
	NO
	
N/A

	13
	Will you describe the main research procedures to participants in advance, so that they are informed about what to expect?
	☒
	☐
	☐

	14
	Will you tell participants that their participation is voluntary?
	☒
	☐
	☐

	15
	Will you obtain written consent for participation?
	☒
	☐
	☐



	16
	Will you explain to participants that refusal to participate in the research will not affect their treatment or education (if relevant)?
	☒
	☐
	☐

	17
	If the research is observational, will you ask participants for their consent to being observed?
	☐
	☐
	☒

	18
	Will you tell participants that they may withdraw from the research at any time and for any reason?
	☒
	☐
	☐

	19
	With questionnaires, will you give participants the option of omitting questions they do not want to answer?
	☒
	☐
	☐

	20
	Will you tell participants that their data will be treated with full confidentiality and that, if published, it will not be identifiable as theirs?
	☒
	☐
	☐

	21
	Will you debrief participants at the end of their participation, in a way appropriate to the type of research undertaken?
	☒
	☐
	☐

	22
	If NO to any of above questions, please give an explanation 

	
	

	


(this box should expand as you type)



	
	Information for participants:
	
YES
	NO
	
N/A

	24
	Will participants be paid?
	☐
	☒
	☐

	25
	Is specialist electrical or other equipment to be used with participants?
	☐
	☒
	☐

	26
	Are there any financial or other interests to the investigator or University arising from this study?
	☐
	☒
	☐

	27
	Will the research activity involve deliberately misleading participants in any way, or the partial or full concealment of the specific study aims?
	☐
	☒
	☐

	28
	If YES to any question, please provide full details 

	
	


(this box should expand as you type)






SECTION H: Anticipated Risks

	
	[bookmark: _Toc215251496]
Outline any anticipated risks that may adversely affect any of the participants, the researchers and/or the University, and the steps that will be taken to address them. 

If you have completed a full risk assessment (for example as required by a laboratory, or external research collaborator) you may append that to this form.  

	[bookmark: _Toc215251497]1
	[bookmark: _Toc215251498]Full risk assessment completed and appended? 
	[bookmark: _Toc215251499]Yes 
	☒

	
	
	[bookmark: _Toc215251501]No
	☐

	2
	Risks to participants
For example: sector-specific health & safety, emotional distress, financial disclosure, physical harm, transfer of personal data, sensitive organisational information

	
	Risk to participants: 
Risk to participants probably cause:
-Stress
-Anxiety or depression by questions or interventions


(this box should expand as you type)
	How you will mitigate the risk to participants:
-The risk is very low
-Obtain informed consent
-Ensure confidentiality
-Avoid or carefully handle sensitive topics.

(this box should expand as you type)

	3
	If research activity may include sensitive, embarrassing or upsetting topics (e.g. sexual activity, drug use) or issues likely to disclose information requiring further action (e.g. criminal activity), give details of the procedures to deal with these issues, including any support/advice (e.g. helpline numbers) to be offered to participants. Note that where applicable, consent procedures should make it clear that if something potentially or actually illegal is discovered in the course of a project, it may need to be disclosed to the proper authorities



	
N/A

(this box should expand as you type)

	Risks to the investigator
For example: personal health & safety, physical harm, emotional distress, risk of accusation of harm/impropriety, conflict of interest

	Risk to the investigator:

Allegation of Research Misconduct

(this box should expand as you type)
	How you will mitigate the risk to the investigator:
Always must stay up to date research policies and principles.


(this box should expand as you type)

	University/institutional risks
For example: adverse publicity, financial loss, data protection

	Risk to the University:

Face legal consequences

(this box should expand as you type)
	How you will mitigate the risk to the University:
Needs to make sure that ethical guidelines are followed.


(this box should expand as you type)

	Environmental risks
For example: accidental spillage of pollutants, damage to local ecosystems

	Risk to the environment:

N/A

(this box should expand as you type)
	How you will mitigate the risk to environment:

N/A

(this box should expand as you type)



	
	Disclosure and Barring Service

	
	If the research activity involves children or vulnerable adults, a Disclosure and Barring Service (DBS) certificate must be obtained before any contact with such participants.
	YES

	NO

	N/A


	7
	Does your research require you to hold a current DBS Certificate?
	☐
	☒
	☐

	8
	If YES, please give the certificate number. If the certificate number is not available, please write “Pending”; in this case any ethical approval will be subject to providing the appropriate certificate number.
	



SECTION I: Feedback, Consent and Confidentiality

	1
	Feedback
What de-briefing and feedback will be provided to participants, how will this be done and when? 

	
	
Participants will receive feedback after the participation of the interview. This will include the purpose of the research, also how their participation will provide support, and furthermore how they can achieve the research goals.

(this box should expand as you type)

	2
	Informed consent
Describe the arrangements to inform potential participants, before providing consent, of what is involved in participating. Describe the arrangements for participants to provide full consent before data collection begins. If gaining consent in this way is inappropriate, explain how consent will be obtained and recorded in accordance with prevailing data protection legislation.



	
	
Before participants are asked, as a researcher needs to provide comprehend and accessible information about the purpose of the study, and risk, and objectives. 
How participants data will be used, protect and shared.

(this box should expand as you type)

	3
	Confidentiality / Anonymity
Set out how anonymity of participants and confidentiality will be ensured in any outputs. If anonymity is not being offered, explain why this is the case. 

	
	
All the information’s will used under anonymously. As a researcher will not use personal name and age.

(this box should expand as you type)





SECTION J: Data Protection and Storage

	
	Does the research activity involve personal data (as defined by the General Data Protection Regulation 2016 “GDPR” and the Data Protection Act 2018 “DPA”)?
	YES
	NO

	1
	“Personal data” means any information relating to an identified or identifiable natural person (‘data subject’). An identifiable natural person is one who can be identified, directly or indirectly, in particular by reference to an identifier such as a name, an identification number, location data, an online identifier or to one or more factors specific to the physical, physiological, genetic, mental, economic, cultural or social identity of that natural person. Any video or audio recordings of participants is considered to be personal data.
	☐
	X

	
	If YES, provide a description of the data and explain why this data needs to be collected:

	2
	


(this box should expand as you type)



	
	Does it involve special category data (as defined by the GDPR)?
	YES
	NO

	3
	“Special category data” means sensitive personal data consisting of information as to the data subjects –
(a) racial or ethnic origin,
(b) political opinions,
(c) religious beliefs or other beliefs of a similar nature,
(d) membership of a trade union (within the meaning of the Trade Union and Labour Relations (Consolidation) Act 1992),
(e) physical or mental health or condition,
(f) sexual life,
(g) genetics,
(h) biometric data (as used for ID purposes),
	☐
	X

	
	If YES, provide a description of the special category data and explain why this data needs to be collected:

	4
	


(this box should expand as you type)



	
	
Will data from the research activity (collected data, drafts of the thesis, or materials for publication) be stored in any of the following ways?
	YES
	NO

	5
	Manual files (i.e. in paper form)?
	☒
	☐

	6
	University computers?
	☒
	☐

	7
	Private company computers?
	☐
	☒

	8
	Home or other personal computers?
	☒
	☐

	9
	Laptop computers/ CDs/ Portable disk-drives/ memory sticks?
	☒
	☐

	10
	“Cloud” storage or websites?
	☒
	☐

	11
	Other – specify:

	☐
	☒

	12
	For all stored data, explain the measures in place to ensure the security of the data collected, data confidentiality, including details of backup procedures, password protection, encryption, anonymisation and pseudonymisation:

	
	

(this box should expand as you type)




	
	Data Protection

	
	Will the research activity involve any of the following activities:
	YES
	NO

	13
	Electronic transfer of data in any form?
	☒
	☐

	14
	Sharing of data with others at the University outside of the immediate research team?
	☐
	☒

	15
	Sharing of data with other organisations?
	☐
	☒

	16
	Export of data outside the UK or importing of data from outside the UK?
	☐
	☒

	17
	Use of personal addresses, postcodes, faxes, emails or telephone numbers?
	☐
	☒

	18
	Publication of data that might allow identification of individuals?
	☐
	☒

	19
	Use of data management system?
	☐
	☒

	20
	Data archiving?
	☐
	☒

	21
	If YES to any question, please provide full details, explaining how this will be conducted in accordance with the GDPR and Data Protection Act (2018) (and any international equivalents, where appropriate):

	
	


(this box should expand as you type)

	22
	List all who will have access to the data generated by the research activity:

	
	The researcher and supervisor


(this box should expand as you type)

	23
	List who will have control of, and act as custodian(s) for, data generated by the research activity:

	
	The researcher


(this box should expand as you type)

	24
	Give details of data storage arrangements, including security measures in place to protect the data, where data will be stored, how long for, and in what form. Will data be archived – if so how and if not why.  

	
	
The data will be stored in a safe OneDrive. Only the researcher able to access.

(this box should expand as you type)

	25
	Please indicate if your data will be stored in the UWTSD Research Data Repository (see https://researchdata.uwtsd.ac.uk/ ).   If so, please explain. (Most relevant to academic staff) 

	
	
No

(this box should expand as you type)


	26
	Confirm that you have read the UWTSD guidance on data management (see https://www.uwtsd.ac.uk/library/research-data-management/)
	YES
	☒

	27
	Confirm that you are aware that you need to keep all data until after your research has completed or the end of your funding
	YES
	☒




SECTION K: Declaration
	
	The information which I have provided is correct and complete to the best of my knowledge. I have attempted to identify any risks and issues related to the research activity and acknowledge my obligations and the rights of the participants.

In submitting this application I hereby confirm that I undertake to ensure that the above named research activity will meet the University’s Research Ethics and Integrity Code of Practice which is published on the website: https://www.uwtsd.ac.uk/research/research-ethics/ 

	1
	Signature of applicant:
	Adrienn Ungvari
	Date:




For STUDENT Submissions:
	2
	Director of Studies/Supervisor:
	Nishi Ramsurrun 
	Date:25/10/2025

	3
	Signature:
	
NRamsurrun
	



For STAFF Submissions:
	4
	Academic Director/ Assistant Dean:
	
	Date:

	5
	Signature:
	

	



Checklist: Please complete the checklist below to ensure that you have completed the form according to the guidelines and attached any required documentation:







	☒
	I have read the guidance notes supplied before completing the form.

	☒
	I have completed ALL RELEVANT sections of the form in full.

	☒
	I confirm that the research activity has received approval in principle

	☐
	I have attached a copy of final/interim approval from external organisation (where appropriate)

	☐
	I have attached a full risk assessment (where appropriate) ONLY TICK IF YOU HAVE ATTACHED A FULL RISK ASSESSMENT

	☒
	I understand that it is my responsibility to ensure that the above-named research activity will meet the University’s Research Ethics and Integrity Code of Practice.

	☒
	I understand that before commencing data collection all documents aimed at respondents (including information sheets, consent forms, questionnaires, interview schedules etc.) must be confirmed by the DoS/Supervisor, module tutor or Academic Director.



	RESEARCH STUDENTS ONLY
Once complete, submit this form via the MyTSD Doctoral College Portal at (https://mytsd.uwtsd.ac.uk).


	RESEARCH STAFF ONLY
All communications relating to this application during its processing must be in writing and emailed to pgresearch@uwtsd.ac.uk , with the title ‘Ethical Approval’ followed by your name.


	STUDENTS ON UNDERGRADUATE OR TAUGHT MASTERS PROGRAMMES should submit this form (and receive the outcome) via systems explained to you by the supervisor/module leader.















APPENDIX 

As a researcher, spoken with the one of the Agent at Dwelling Solution property agency, and I asked my questions about the company. The lady who helped me through this question, couldn’t print out the official letter, but she answered throughout the E -mail. 
























CONSENT LETTER/ E-MAIL

Dear Adrienn
 
Thank you for your email. It is exciting that you are doing this dissertation and thank you for approaching us
 
Please see below the answers
 
1: How does market research influence the development and effectiveness of marketing strategies within real estate agencies?
Market research influences real estate marketing strategies by helping agencies understand their target audience, market trends, and competitors. It enables accurate property positioning, effective pricing, and tailored messaging. By identifying the most effective marketing channels and measuring campaign performance, market research improves targeting, reduces risk, and increases the overall effectiveness of marketing efforts
 
As you can appreciate, we feel that market research is key as we have been in the industry for 18 years and have seen many changes and through these key research, we have been able to keep up with vital industry changes and position ourselves in the market effectively
 
2: In what ways do real estate agencies use market research to understand customer preferences and improve client satisfaction?
We use market research to understand customer needs, preferences, and behaviour through data analysis and client feedback. This helps us personalise property recommendations, improve communication, offer better market advice, and enhance overall service quality, leading to higher client satisfaction.
 
However, it is not always possible to spend a lot of time in doing these and small real estates that are family owned have limited resources and therefore have to use faster and quick methods
 
 3: How does market research help to real estate agencies find competitive advantages and respond to market trends?
Market research helps real estate agencies gain competitive advantages by identifying market gaps, differentiating their services, and understanding competitors. It also enables us to track market trends and adapt pricing, marketing, and offerings to stay competitive and responsive to change.
 
I hope the above helps




With regard to the letter, I am not able to print and sign
 
So can I send an email confirming that I agree with the letter??
 
Any problems please call me on 07956133263 as I will be in the office until 5pm
 
Good lick
 
Kind Regards
 
Preeti Bath
Dwelling Solutions Limited
859 High Road
Goodmayes
IG3 8TG
T: 0208 597 9176
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                                                                                                                                                                                                                                   Chapter1:Introduction : The property agency is an expert agent who is connected with buyers, sellers, Landlords, and finally tenants in the housing market. The key goal is to do transactions fluently and safely by giving professional advice, precise market information, provide help in arrangement. Agencies accomplish things such as ; Listing properties, preparing examination, making paperwork ready, also supporting clients with legal and financial substance. Agencies help reduce risk and ensure clients can make informed decisions by understanding their diverse needs. As property markets become more complex, agents role has become (Roderick, 2019) increasingly important. To achieve good results, specialist knowledge and professional representation are required . Chapter 2: Literature Review : According to researcher, agencies perform important functions such as price estimations, marketing plan development, regulatory compliance, and negotiations. Studies examines that client satisfaction is extremely affected by transparency, agent proficiency, and the quality of communication. Present studies investigate the impact of digitalization, how (Gilman,2025 )agencies execute virtual tours, internet listings, and automated appraisal systems attract a greater number of clients. Furthermore, the literature examine that professionalism and ethical practices essential to building trust and influencing the competitive dynamics and operations of agencies in emerging real estate marketplace. Chapter 3: Methodology : Mix methodology technic was employed to achieve through comprehension of the functioning of property agencies. Structured questionnaires were given to customer to collect quantitative data how client were satisfied, furthermore quality of communication, and impact of the service. Qualitative data were collected from depth interviews with re al estate agents, also were used to look at issues, market trends and professionals' experiences. For numerical answers descri pti ve statistics were used and for qualitative themes, thematic coding was used (Denzin & Lincoln, 2018).This method ensure that th e results were correct, valid and correctly considered. Implementing both methods, altogether helped to agents better unde rst and how well agency were doing. That showed to the agents not only the tangible metrics , but also why clients felt the way cust ome rs felt .
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                                                                                                                                                                                                                                   Chapter 4 Findings, Results & Discussion : This chapter delineates the outcomes of interviews with staff and customers of UK estate agencies, disclosing three key topic for instance; limited market research on diverse groups, growing demand for flexible housing, and persistent service imbalance. Moreover, participants spoke of cultural misunderstandings, unsatisfied housing needs and discriminatory treatment, emphasizing structural pressures within agencies. The discussion connects with these findings to the existing literature, showing that outdated practices and inadequate inclusion strategies reduce trust and exacerbate inequalities. The chapter highlights the need for inclusive service models, flexible housing options and organisational reform. (CMA, 2023) Although, limited in scope and sample size, the results provide precious insights and contribute to future recommendations. Chapter 5 Recommendation & Conclusion: According to the studies, the researcher advised real estate agencies to strengthen their online presence, improve their communication processes, and invest in ongoing staff training to increase professionalism. Agencies should implement transparent processes, communicate market news frequently, and tailor their services to individual client needs. The strong relationships and adhering to ethical standards can help increases client tru st. In conclusion, real estate agencies are essential in enabling effective property purchases. The agency efficiency depends on agent’s expertise, adaptability, furthermore, focusing on customers (Government, 2020). By accepting innovation and prioritizing service quality, agencies can ensure sustainable growth and long - term success in a competitive real estate market environment.


image1.jpg
Prifysgol Cymru
Y Drindod Dewi Sant

University of Wales
Trinity Saint David




