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INTRODUCTION 

The real estate sector increasingly depends on 

Customer Relationship Management (CRM) systems 

to manage customer interactions and lead generation. 

However, traditional CRM systems rely on static 

databases and manual processes, which limit their 

ability to handle real-time engagement and 

personalized communication in a rapidly evolving 

digital environment. As customer expectations shift 

toward instant responses and tailored services, these 

limitations reduce overall efficiency and lead 

conversion rates. 

The key issues and proposed solutions are outlined as 

follows: 

• Limitation of Traditional CRM: Conventional 

systems struggle with handling 24/7 customer 

inquiries and lack dynamic personalization 

capabilities. 

• Need for Automation: Growing digital demand 

requires intelligent systems capable of real-time 

interaction and continuous availability. 

• Role of AI Chatbots: AI-powered chatbots enable 

automated communication, providing instant 

responses and improving customer engagement. 

• Lead Qualification: Chatbots can analyze customer 

inputs such as budget and preferences to effectively 

qualify and prioritize leads. 

• System Integration: Integration with CRM platforms 

(e.g., Salesforce) ensures seamless data 

synchronization and efficient lead management. 

• Indian Market Relevance: In India, where real estate 

sales reach approximately 3 lakh units per quarter, 

scalable and efficient CRM solutions are critical. 

• Efficiency Improvement: AI-enabled CRM systems 

have the potential to improve operational efficiency 

by up to 35%. 

Motivated by these factors, this paper proposes a 

result-oriented framework for integrating AI chatbots 

into CRM systems. The framework is developed 

based on existing adoption studies and aims to 

enhance customer interaction, streamline lead 
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management, and improve overall business 

performance in the real estate domain. 

HELPFUL HINTS 

Recent studies highlight the growing importance of 

Artificial Intelligence (AI) chatbots in enhancing 

Customer Relationship Management (CRM) systems 

within the real estate domain. The key findings from 

existing literature are organized as follows: 

A) AI Chatbots in CRM Enhancement 

Research indicates that AI chatbots significantly 

improve CRM performance through predictive 

analytics and real-time customer engagement. These 

systems enable faster query resolution, continuous 

availability, and enhanced customer interaction, 

leading to improved service delivery. 

B) Systematic Reviews and Technological Integration 

A 2025 systematic literature review on AI integration 

in property management CRM emphasizes that 

chatbot adoption leads to approximately 60% 

improvement in response time, increased customer 

satisfaction, and higher operational efficiency. The 

study also highlights the integration of AI with 

emerging technologies such as IoT and blockchain to 

further enhance CRM capabilities. 

C) Impact on Service Quality (RSERVQUAL Model) 

A recent 2025 study evaluates the effect of AI 

chatbots on real estate service quality using the 

RSERVQUAL model. The findings demonstrate 

significant improvements in personalized 

communication, reliability, and responsiveness, 

contributing to better overall customer experience. 

D) Case Study Evidence on Lead Conversion 

Multiple industry case studies report that AI chatbot 

implementation can increase lead conversion rates by 

up to 40%. This improvement is primarily attributed 

to efficient lead capture, automated follow-ups, and 

intelligent qualification mechanisms. 

E) Challenges in AI Chatbot Adoption 

Despite the benefits, several challenges persist, 

including data privacy concerns, model training 

complexity, and integration issues. These challenges 

can be addressed through the adoption of explainable 

AI techniques, robust data governance policies, and 

continuous system optimization. 

F) Research Gaps 

Existing literature reveals a lack of comprehensive 

and integrated AI-CRM frameworks specifically 

tailored for the real estate sector in emerging markets 

such as India. This gap highlights the need for 

scalable, domain-specific solutions. 

METHODOLOGY 

This section explains how the AI chatbot is integrated 

into the CRM system in a simple and structured way. 

A) System Overview 

The proposed system connects an AI chatbot with a 

CRM platform using APIs. The chatbot uses Natural 

Language Processing (NLP) to understand user 

queries and respond automatically. The backend is 

developed using Java and Spring Boot, and customer 

data is stored in an SQL database. 

B) Chatbot Integration Process 

The chatbot is integrated into the CRM system 

through the following steps: 

• The user sends a query (e.g., property details, price, 

location). 

• The chatbot processes the query using NLP 

techniques. 

• The system sends and receives data through APIs 

connected CRM. 

• The chatbot provides an instant response to the user. 

C) Main Features of the Chatbot 

The chatbot performs important CRM tasks 

automatically: 

• Inquiry Handling: Answers customer questions 24/7 

without human support. 

• Lead Scoring: Evaluates leads based on budget, 

preferred location, and requirements. 

• Tour Scheduling: Automatically books property 

visits and updates the CRM system. 

D) Data Collection and Case Study 
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Data is collected from 5 real estate case studies (e.g., 

PTL Properties). These cases help compare system 

performance before and after using AI chatbots. 

E) System Development Tools 

The system is developed using the following 

technologies: 

• Java + Spring Boot: For backend development and 

API creation. 

• NLP: To understand and process user queries. 

• SQL Database: To store customer and property data. 

• (Optional Prototype Tools: Python/Streamlit or Softr 

for testing and MVP if needed.) 

F) Performance Evaluation (KPIs) 

The system performance is measured using key 

metrics: 

• Containment Rate: How many queries are handled 

by the chatbot without human help. 

• Conversion Rate: Number of leads converted into 

customers. 

• ROI (Return on Investment): Cost savings and 

efficiency improvement. 

G) Comparison (Before vs After AI) 

The results from case studies and simulations are 

compared: 

• Before AI: Manual work, slow response, low 

efficiency. 

• After AI: Faster responses, better lead handling, 

improved performance. 

 Table I. Before vs Ater AI 

Metric Before AI Before AI 

Response Time High Low 

Conversion 

Rate 

20% 40% 

Query 

Handling 

40% 85% 

Cost High Reduced 

RESULTS AND DISCUSSIONS 

The performance of the proposed AI chatbot-

integrated CRM system is evaluated using both 

simulated data and real-world case studies. The 

results indicate significant improvements across 

multiple performance metrics compared to traditional 

CRM systems. 

A) Performance Evaluation 

The key performance metrics are summarized in 

Table I 

Table II: Performance Metrics Comparison 

Metric Traditional 

CRM 

AI Chatbot 

CRM 

Response Time (s) 120 10 

Lead Conversion 

(%) 

15 35 

Cost Savings (%) 0 45 

Customer 

Satisfaction (%) 

65 95 

The results clearly demonstrate that the AI chatbot-

based CRM system significantly reduces response 

time and improves both lead conversion and customer 

satisfaction. The reduction in response time from 120 

seconds to 10 seconds highlights the efficiency of 

real-time automated interactions. 

B) Key Findings 

• The system achieves approximately 80% self-

service query resolution, reducing dependency on 

human agents. 

• Lead conversion rates more than double, indicating 

improved lead qualification and engagement. 

• Operational costs are reduced by up to 45%, 

improving overall return on investment (ROI). 

• In the Indian real estate context, brokerages can 

potentially save ₹5–10 lakh annually per agent 

through automation and efficiency gains. 

C) Discussion 

The findings confirm that AI chatbot integration 

enhances CRM performance by enabling faster 

responses, intelligent lead handling, and continuous 

customer engagement. The system is highly scalable, 

as cloud-based deployment allows it to handle large 

volumes of customer interactions efficiently. 

However, certain limitations exist. The chatbot may 

face challenges in accurately processing regional 

languages and accents, particularly in Hindi and other 

Indian languages. This can impact user experience 



Dipanjali Shipne, Int. J. Sci. R. Tech., 2026 3(4), 771-776 |Research 

                 

              INTERNATIONAL JOURNAL OF SCIENTIFIC RESEARCH AND TECHNOLOGY                                                              774 | P a g e  

and requires further improvement through advanced 

NLP models and multilingual training. 

D)System Sceenshot : 

Fig 1: User Interface 

 

Fig 2: Dashboard 

 

Fig 3: Add Customer 
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Fig 4: Support & Queries of Custome 

 

Fig 5: Report 

 

CONCLUSION 

AI-powered chatbots are transforming real estate 

CRM systems by significantly enhancing operational 

efficiency, customer engagement, and sales 

performance. Compared to traditional CRM 

approaches, chatbot integration delivers measurable 

improvements in response time, lead conversion rates, 

cost savings, and customer satisfaction. 

This framework provides a practical and scalable 

blueprint for implementing AI chatbot solutions in 

real estate businesses. By automating routine 

interactions and enabling 24/7 customer support, 

organizations can streamline workflows and improve 

decision-making. 

Looking ahead, future advancements such as Voice 

AI and blockchain-based smart contracts have the 

potential to further revolutionize the industry by 

enabling more secure, transparent, and seamless 

transactions. 
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