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How top developers are navigating the MCO

HANNAM RAFEE
clty.country@bizedge.com

RACHEAL LEE

t is an unprecedented time
pandemic. Plans are being
by the guwjr:nh:m_,lrf-‘rting.\ll sectors, includ

The Movement Control Order (MCO),which has now has been extended to
April 14, has resulted in a nationwide shutdown of all non-essential business
neluding property sales galleries. For developers, project launches
1g deferred while sales have suffered.

City & Country contacted top 10 developers in The Edge Malaysia Property Exc el
lence Awards (TEPEA) 2019 that are looking at innovative ways to stay in touch
with homebuyers and investors in the short run. The Edge Malaysia Top Property
Developers' Awards,which anchors TEPEA, ranks the best property developers
in the country based on both qualitative and quantitative attributes, With the
exception of Sunway Property (the property arm of Sunway Bhd), 101 Properties
Group Bhd and UOA Development Bhd, which declined to participate, the top
developers talk about how they have resorted to digital platforms and mobile
apps, with some opting to sell their products online. Below are their takes on

the nation grapples with the Covid-19
are being imposed
y development,

g redra

g prope

ECO WORLD DEVELOPMENT SIME DARBY PROPERTY BHD

and short-term plans for the MCO,

SPSETIABHD

We are leveraging our

digital communication

platforms to keep in

touch with our buyers.
These platforms include telephony, SMS,
emails, websites, mobile apps, social me-
dia and social chat. When the MCO was
announced, we immediately informed all
our buyers that S P Setia ctivated the
work-from-home arrangement and pro
vided them with the key contacts to call
should they require assistance|,

we have also ensured that all of our
product information is made available
on our digital channels. Customers can
view the product details and reach out to
our personnel through the various digital
channels available.

We have also introduced the Setia Com
munity mobile app where buyers at our
key townships can interact with us.Weare
continuously improving our seryices and
adopting new communication ghannels
to engage with our buyers.

IGB BHD

Although our physical
office is closed, our buy-
ers can always reach us
through a phone call,
Whatsapp, Facebook Messenger and email.
we h three call lines, two WhatsApp
lines, a Facebook account (Tan & Tan De-
velopments) and an email account. Our
phone numbers and email are available on
Tan & Tan Developments' Facebook page
as well as our website. 1f potential buyers

are interested in a virtual walkthrough,

our sales consultant will direct them to
the 3D walkthrough on our website.

GROUP BHD

for Malaysia and every
one as we try to flatten
the curve and tackle the

Covid-19 pandemic. Our offices and gal
leries may be closed but our customer en
gagement continues through our digital
platforms,on which we have always been
ive, such as Facebook, Instagram and
WhatsApp. We have the Ecoworld Neigh-
bourhood App where our residents are
kept updated on the happenings in their
own neighbourhood. During this period,
we have also established hotlines for our
residents to reach us more conveniently.
We may not be physically present but we
are just a phone call or a click away. These
platforms of communication are not new
to us and have always been an impertant
ancillary tool for EcoV
with the MCO,our Ecoworld Au
Police team remains on standby
an essential part of how we support our
sidents and community, more so during
this time. And the team has proved time
and again how valuable it is, not only to
us but to the people it 5
Our strong presence on various digital
platforms ensures that our brand is always
visible. We are pleased to share that our
latest homeownership programme, #1n
staYours, is the perfect model for digital
buying. The whole sales process, right down
to loan application,can be done from the
comfort and safety of one’s home.

In view of the MCO, we

have shifted our focus to

online customer engage-

ment. We have been get
ting a steady stream of online enquirtes on
properties and responses have been good.
We are still seeing strong traffic to our
website ... it remains consistent at about
a0 of the traffic we were seeing before the
MCO,Other than our website, we actively
respond to queries on our Facebook and
Instagram pages, We wWant our customers
to remain safe and comfortable at home,
but also be able to fulfil their interest
in property. To enable our customers to
browse and purc! property without
leaving their homes, Sime Darby Prop
erty will be deploying the Online Guided
Sales Experience campaign from March
25 to 31 (the campaign has been extend
ed to April 14).

It is @ one-to-one interactive guided
sales experien s executive
will lead the customer through the prod
ucts on sale, from engquiries
to booking a unit, 3
going toa sales galler
first with The Ridge@ KL East and Senada
Residence @ KLGCC Resort with special
deals and rebates for those who do geta
unit online during the campaign period.
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MAH SING GROUP BHD

The Covid-19 outbreak

has certainly placed the

world on edge, with many

daily routines and lives
disrupted. Our hearts and thoughts go out
to the people and businesses affected by
this unprecedented event. We believe in
doing our part as a responsible corporate
citizen to limit its spread and impact. As
ponsible property developer, we are
g our part,soldiering on with day-to-
day matters.Mah Sing is heavily reliant on
technology — our employees are working
from home using collaboration tools that
have been implemented company-wide
for some time now.

Upon the announcement of the MCO,
we notified our existing purchasers —
through our Facebook closed group and
sent push notification via My Mah Sing
app — that our customer service team re-
mains fully operational and is reachable
via phone, WhatsApp, email, direct mes-
saging through Mah Sing Facebook and
Instagram as well as live chat on My Mah
Sing app.We are using online platforms to
showcase our products to potential buyers

- most of our new projects are available
for viewing via virtual showrooms. Our
property advisers are also available for
video chats with potential buyers, While
we are using this medium to reach out to
buyers during the MCO,we foresee that in-
creased digitalisation is the way forward
for the entire industry. Industry players
need to be alert and play catch-up once
the situation improves.

Buyers are also able to stay connected
to our social media platforms for more
details on our projects and all things Mah
Sing via Facebook, Instagram, YouTube
and LinkedIn.
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GAMUDA LAND BHD

Digitisation of our busi-
ness to create a seamless
customer experience has
always been an ongoing
effort in Gamuda Land. Prior to the MCO,
we had already been communicating with
our customers digitally either through
our Gamuda Land mobile app, our social
media pages or our website. These chan-
nels will continue to be open to the pub-
lic and our community. We have a strong
and enthusiastic team that is agile and
able to respond quickly and strategically
in every situation. Our mobile app, with
strong GL Friends followers, was launched
last year,enabling residents in our devel
opments to get in touch instantly with
our township management team for any
assistance they might require.This is es
pecially useful during this period where
people need to stay home. Our township
management team is also on standby to
assist residents on the ground. Our team
had been working ceaselessly on Gamuda
Land’s online property deals prior to the
MCO and we have decided to launch this
campaign to spread some good news to
genuine homebuyers.Our team has worked
hard to provide potential purchasers with
more value with exclusive deals, extra
savings and additional rewards.
Customers can browse all ongoing and
new developments and experience vir
tual show unit tours online but 1 highly
recommend genuine buyers to reach out
to our relationship managers. We have
more than 70 relationship managers to
assist customers daily. We hope they do
take advantage of the online deals that
are available for a limited period of time
only, from March 24 to April 24,
Recently, Gamuda Land entered into a
partnership with online shopping platform
Shopee to allow customers to browse and

_purchase certain Gamuda Land properties

ugh its platform,anytime and anywhere,

Full Color
25,910
77,730
1923 cm?
RM 33,110
RM 99,330

SECEY TZWWAN MK SAEANTHE LT

1JM LAND BHD

All 1JM Land sales galler
iesand offices nationwide
are temporarily closed.
Our sales advisers are
working from home and remain acces-
sible for any assistance through multi
ple platforms including mobile phone,
WhatsApp,SMS,email and website. While
we are limiting in-person interaction with
staff as much as possible, they are pre-
pared to continue serving customers in
a safe way and responding via email and
phone. Additionally, we are accelerating
the use of our digital platforms to mar-
ket our properties safely. These platforms
allow our sales advisers access to project
information at any time, from home, the
office or anywhere. Sales advisers can also
complete their sales bookings, perform
credit checks for buyers ... up to bank fi-
nancing through these platforms.

LM Land will also provide property
updates and details of upcoming launches
and developments on our website and all
social media channels. We are ramping
up efforts to market our properties and
connect with buyers. We have lined up
property ads and videos as well as online
registration to enable buyers to register
their interest with us. They can submit
their details to us digitally. Through this
effort, we are able to keep in touch with
buyers to provide supporting information
and updates. We are also using technology
and online marketing,such as e-brochures,
providing 360° virtual show house walk-
throughs and curating relevant content
for social media. Our sales advisers can
have a live walkthrough with the buyers,
allowing them to view the show units
from the comfort of their homes. We be-
lieve these are the right steps to take to
maintain essential access without risk or
personal contact and, at the same time,
help contain the spread of the virus and
ensure the safety of our buyers, employees
and communities.

UEM SUNRISE BHD

We continue to engage

our customers through

relevant and timely con

tent, especially on social
media, tying our brand taglin 1d Your
Happy', to the current situation. We em-
pathise with everyone but we would like
to remind our customers to remain op
timistic despite this time of uncertainty
and adversity. The concept of our new
branding direction, which we launched
late last year, is to show that happiness can
be found in any circumstance [if we make
the best of it]. Likewise,we have also been
sharing with our followers what they can
do to get through the MCO period, includ-
ing tips for staying healthy and working
from home. With our sales galleries closed
and face-to-face interaction unavailable,
communicating with our customers digi-
tally and the traditional method of phone
calls are the only options. Though we are
in partial lockdown, people will have the
time to consume more media and respond
immediately should our messages hit the
mark and pique their interest. For thar, we
focus on channels such as radio, social
media and online news platforms to com
municate our marketing campaigns and
to reach out to prospects using exciting
promotions with attractive rebates, prizes
and facilitating easy entry.

Despite the closure of all our offices, we
are still committed to engaging with our
customers. Our toll-free number is still
operational, although calls are re-routed
to our staff's mobile numbers, and our
customer care consultants are still re
sponding to emails as they always do.We
have also ramped up our digital customer
experiential efforts such as virtual walk-
through of our projects and video confer-
ences. While we are cognisant of other
tools such as chatbots, our discerning and
sophisticated customers expect more be-
spoke responses from us. In June last year,
we hit a digital transformation milestone,
launching our digital customer interac-
tive experience,a mobile app available on
both iPhone 108 and Android Play Store
called hub. Developed to cater for UEM
Sunrise’s loyal customers, or ‘“Trésorians’,
and future homebuyers, it is a tool and a
digital one-stop centre to help customers
keep track of the products that they buy,
their billing progress, make appointment
bookings of crucial collection and joint
inspection, make submissions and track
defects, [gain| Trésor status to see the latest
promotions from participating merchants
and [keep updated on]| upcoming events
and new project launches.
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