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Eric Bryn is a principal consultant to BoomTown, and a skilled developer of digital solutions, 

services, and products that increase brand equity and loyalty. Eric also serves as principal 

consultant to the European Real Estate Network and adjunct professor on social media 

and digital marketing analytics at Loyola University, Chicago. He has travelled the world 

speaking on digital, social, mobile, and web strategies, and was named one of the Most 

Influential Leader in Real Estate Technology by Inman News. Eric loves talking all things in 

the digital innovation world, so connect with him on Twitter® (@ericbryn) or LinkedIn® and 

join the conversation. 
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INTRODUCTION

The real estate industry has seen an immense increase in technology usage among agents in 

the last 10 or even just the last 5 years. From the rise of social media networks where agents can 

connect with clients and market themselves via an online portal, like Zillow® and Trulia®, we can 

all agree that keeping up with technology is critical to successes in this highly competitive industry.  

But there’s more to it than just purchasing and implementing every buzz-generating solution, 

application, or tool that hits the digital market. In fact, adopting technologies too early can be 

risky and costly for your business, while adopting them too late can result in missed opportunities 

and lost market share.

Technology can only improve your business if agents are using it and using it well. With so many 

new technologies, how do you know which one is worth the investment? And how do you get your 

agents on board with using it? In this white paper, we’ll discuss and answer these critical questions 

related to technology adoption. After reading, you’ll better understand the challenges inhibiting 

agents from adopting new technologies, and we’ll share seven proven strategies for overcoming 

those challenges to ensure that you always get the most out of your technology investments. 
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Invest in the Right Technology at the Right Time

With the advent of new technology come two challenges for businesses: (1) Choosing technology 

that’s neither too early nor too late in marketplace acceptance and utilization, and (2) Choosing 

technology that your agents are willing and able to use. 

Due to the stress and financial risk associated with both these challenges, it’s natural for a business 

to decide to avoid new technologies altogether. But choosing not to evolve with technology 

has consequences of its own—often far graver than that of investing too early or struggling with 

implementation. 

It’s an evolve-or-get-left-behind world. And technology is pushing the evolutionary wheel faster 

than ever before. So whether or not to invest in new technology is no longer a question. The 

question is when is the right time to invest?
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Thankfully, real estate professionals aren’t the only ones pondering the question of when to invest 

in technology to achieve maximum return on investment. There are entire businesses devoted to 

studying and analyzing technology cycles, like Gartner, the creator of the Gartner Hype Cycle. 

According to Gartner.com, “Gartner Hype Cycles provide a graphic representation of the maturity 

and adoption of technologies and applications, and how they are potentially relevant to solving 

real business problems and exploiting new opportunities. Gartner Hype Cycle methodology gives 

you a view of how a technology or application will evolve over time, providing a sound source of 

insight to manage its deployment within the context of your specific business goals.” 

Technology Trigger: This is when a new technology breaks through and starts getting attention. It’s generating 

plenty of buzz but generally only used by early adopters at this point. 

Peak of Inflated Expectations: Success stories start to mount for the new technology. Early adopters and 

pundits are singing its praises, resulting in others giving it a try, which in turn amplifies the hype.

Trough of Disillusionment: Interest wanes as the technology fails to live up to the hype. At this point, 

investment only continues if the technology developers continuously improve the product to meet satisfaction 

of the early adopters. 

Slope of Enlightenment: The technology begins to solidify its true benefits to the user. More businesses 

begin to invest. Nevertheless, some conservative companies hold back.

Plateau of Productivity: Technology is clearly paying off, resulting in full-blown mainstream adoption. Some 

of those who wait this long to invest will miss out of the full pay off of the technology.

Gartner Hype Cycle

The Gartner Hype Cycle breaks technology’s life cycle down into five key phases:

To put the cycle in context, Facebook® first started in 2004. That was the Technology Trigger. As its 

user-base expanded from college students only to anyone over 13 years old, expectations began to 

build. Once the social media network paved the way for businesses with brand pages and ads, tech 

gurus and early adopters began suggesting that Facebook would eliminate the need for any other 

kind of marketing and advertising; the Peak of Inflated Expectations hits. As more users join, they 

realize Facebook® isn’t quite what it was made out to be, resulting in the Trough of Disillusionment. 

http://Gartner.com
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Facebook® continues to make adjustments to meet consumer demand, driving it to the Slope of 

Enlightenment. Mainstream adoption takes place, only the most conservative companies hold 

back. Finally, the Plateau of Productivity Hits, meaning your grandma is now on Facebook®. For 

agents, this means we’ve figured out how to use it effectively and productively, although it may not 

be the end-all, be-all, as some once thought.

So where along this cycle should you invest in new technology? Too early and technology isn’t 

proven. Too late and it isn’t profitable. It’s a matter of balancing the risk vs. the reward.

The classic Technology Adoption Lifecycle follows the Rogers’ bell curve. Innovators (technology 

enthusiasts) come first, followed by early adopters (visionaries), the early majority (pragmatists), 

the late majority (conservatives), and lastly, the laggards (skeptics). 

In his book Crossing the Chasm: Marketing and Selling High-Tech Products to Mainstream 

Customers, Geoffrey Moore observes a chasm exists between the earliest groups—innovators and 

visionaries—and the rest. That gap is created when all the visionaries have latched on, but the 

pragmatists are still not ready to get on board. 

Risk vs. Reward in Tech. Adoption
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The chasm is exactly what you are looking for with new technology because the early majority 

is ideal for adoption. By adopting at this point in the cycle, you’re able to implement the new 

technology on the Slope of Enlightenment, allowing for minimum investment risk and maximum 

return. 

Finding this balance between risk and reward is critical for real estate agents. If you invest in 

technology before it’s proven, you’re playing around, wasting your agents’ time. The result is 

agent frustration and lack of focus. 

When you hit technology on the Slope, however, your agents will reap the rewards. As the 

technology is accelerating into the Productivity curve, your team will already be on board. Other 

more conservative businesses will be trying to get their agents up to speed on the new technology 

while yours are already taking off, resulting in increased efficiency, improved effectiveness, and 

ultimately, market share gains.

But investing in technology at the right point in the lifecycle is only half the battle. The second hurdle 

is getting your agents to use it. In the next section, we’ll walk through seven recommendations to 

increase agent technology adoption. 
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Real estate agents pose a unique challenge when it comes to technology adoption. And it’s not 

because of stereotypical concepts like they’re too old or some modern version of technosaurus 

rex. Agents today are tweeting, texting, DocuSign-ing, Dotloop-ing, blogging, and more. They live 

and breathe technology; they’re not averse to it by any means.

What they are averse to is adding one more thing to their repertoire of responsibilities, one more 

thing they have to do to get to the top or to stay on top. The fact of the matter is, many are simply 

too busy—especially right now. Today’s market is a sellers’ market, meaning agents have little 

bandwidth to learn something new. Not to mention they’re already juggling emails, Facebook®, text 

messages, Twitter®, LinkedIn®, videos, Tumblr®, Flickr®, phone calls (yes, some people still make 

phone calls), Pinterest®, blogs, and more—and they feel that they need to respond to everyone, 

everywhere within five minutes or less.

That makes it all the more critical to identify the right technology before adding it onto your agents’ 

already full plates. But once you’ve done so, it’s also your job as business leaders and information 

technology managers to help demonstrate the technology’s value and provide training to maximize 

adoption. Here are seven recommendations to help you do just that. 

1. Create Innovation Teams

So who’s your target audience for adopting new technology? Ideally, all agents. But being realistic, 

it’s better to narrow your focus at the beginning to where you’re likely to have the most success. 

And that will depend on where they fall on the Technology Adoption Lifecycle graph. So let’s take 

a look at where your Tier I, II, and III agents—the ones actually doing deals—land.

Tier I – Tier I agents are your all-stars. Clearly what they’re doing today is already working 

for them, making them less likely to feel compelled to shake things up or bring in new 

technologies. For this reason, Tier I agents tend to fall in the Late Majority adoption group 

(although there are obvious exceptions to this, such as real estate rock stars like Ben Kinney). 

SEVEN TIPS TO DRIVE ADOPTION OF NEW TECHNOLOGY
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Tier II – These agents are doing great, but they’re on the cusp of achieving top producer status—

and they want to. They’re busy, of course, but competitive and willing to do what it takes to get an 

edge. This group tends to fall in the Early Majority category. 

Tier III – Your Tier III agents are the least busy of the three tiers. They have more time to study and 

learn new technologies, as well as incentive to move up to Tier I or II. These agents are likely to be 

very early majority or even early adopters.

Using these groupings, create tier-based innovation teams. Before going to technology conferences 

or meeting with tech sales reps, first meet with each of your teams. Ask them the right questions 

to arm yourself with the information you need to make smart technology investments, including:

• What would you look for in new technology?
• How would it work?

• How would it help you?

Follow the benefit through not just to the agent but also to the buyer/seller and broker. Will the 

technology improve the experience for the client? Will it drive sales overall? Will it improve your 

brokerage’s acquisition, retention, and recruiting? Use your innovation teams to consider all these 

angles before making a decision.

2. Appreciate the Importance of 
Good Design

A key reason agents struggle to adopt 

new technology is the technology itself is 

complicated. We’ve already established 

that agents are way too busy, so choosing 

technology with an intuitive, user-friendly 

design is critical for adoption. 

Airbnb drove adoption of a new form of travel 
with a sleek interface that’s both beautiful and 
user-friendly. (Image source: Airbnb.com)
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Look for modern interfaces that require little to no explanation to understand. Both the front-

end and back-end need to be beautiful to drive user adoption. The Gmail® mobile app has done 

a terrific job of developing an easy-to-understand and easy-to-use platform. Similarly, Airbnb’s 

website—jam packed with large, striking images—makes for an excellent user experience and 

increased adoption among travelers.

3. Gamify Activities Like Lead Notification & Response

Gamification can be loosely defined as the use of competition and game mechanics to engage 

users in solving problems and increase users’ participation in typically non-competitive activities. 

A little friendly competition never hurt anyone, but in this case, it could actually help in agent 

technology adoption.

Create leaderboards to track technology adoption metrics among your agents. For example, 

Hoopla is a sales acceleration gaming platform that lets you set these up quickly with no hassle. 

Track adoption KPIs, including logins, core components completed, modules used, conversations, 

client activities, tasks, and sales—if possible. Use sales success to demonstrate that the technology 

is working to those who are skeptical or slow to adopt. 

4. Push for Agent Sweat Equity

You’ve worked hard to identify the best technology that will help your agents. You’ve built a case 

for it. And you’ve made the investment. That’s a lot work! It’s time for the agents to put in some 

effort of their own.

Try to stay away from the concierge mentality: I’m going to do it all for my agents and make it so 

easy on them. Agents will learn by doing, by putting in the time and effort, and sometimes, by 

struggling through at the beginning.

So how can you help? Follow the 80/20 or 90/10 rules. What is the 20% or 10% of effort that will 

help your agents understand 80% or 90% of the system? Determine that, and then push for your 

agents to learn that 20% or 10% on their own. 

https://www.airbnb.com/
https://www.airbnb.com/
https://www.hoopla.net/
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5. Find Proven Technology

This goes back to the Slope of Enlightenment we talked about earlier. You want technology that is 

just getting on the slope, so you can reap the full benefits of the curve followed by the Plateau of 

Productivity.

But it’s not just up to you. Look to trusted software development companies to lead the way, 

businesses that continuously offer software that’s on the slope. Trust insight from industry leaders, 

such as LeadingRE. And look to brokerage firms that have demonstrated a history of adopting the 

right technologies at the right time. Don’t be too proud to copy their strategies. After all, imitation 

is the highest form of flattery. 

Additionally, investing in a technology that also invests in the success of their customers is 

paramount. Does the technology provider have a strong support team, strong client base, and 

dedicated people to help anyone at your company learn and adopt their technology? If they do, 

it’s likely that they’ve helped other customers adopt the technology and can do the same for you.

6. Train Effectively

This goes without saying, right? But when I say “effectively,” I mean in a way that engages, interests, 

and boosts retention. Try repetition with constant variation. And by all means, keep it fun! 

Break the training up into levels, such as Growth, Achievement, and Mastery. Include steps or 

learnings that must be reached at each level before advancing to the next one. Reward agents for 

completing levels—especially Mastery. 

7. Focus on the Agent’s Personal Brand

If there’s one thing that’s typically more important to your agents than money, it’s this: their personal 

brands. When the economy tanked in 2007, the companies—and agents and agent teams—that 

were able to hold their heads above water weren’t the ones that could offer the largest discounts 

or even the ones that could most dramatically cut costs. They were the ones with the strongest 

brands. 

www.leadingre.com


12

Whether you’re looking to roll out a new enterprise-wide CRM solution or push an emerging social 

media platform, we hope this white paper has given you the information and strategies you need 

to adopt the right technology at the right time with the highest success rate, allowing for maximum 

return on investment.  

Strong brands endure. And your agents know this. When implementing new technology, focus on 

your agents’ brands: how the technology can help them, how it will strengthen their brands, and 

how it will benefit them personally. When they benefit, your brokerage brand benefits too.
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BoomTown is a sales and marketing platform that helps you manage your 

team, close more deals & grow your business. Our software makes it easy 

to attract the right prospects, build relationships, and take the guesswork 

out of data. We’re more than just software though. We’re here at every 

step with tailored training, a stellar support crew, and teams of marketing 

strategists, data scientists, success managers, and engineers to handle all 

your business needs.

We’ve focused solely on real estate since the beginning and know it’s a 

rapidly changing industry. We like the challenge of staying ahead of the 

curve and are passionate about providing tools and know-how to help 

you tackle your weaknesses and show off your strengths. Our clients love 

helping people find their way home and we love helping them do it.

To learn more about BoomTown and how we can help you drive your 

business, visit www.boomtownroi.com
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