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ABSTRACT

This study looks at the problems that come up when running rental platforms in Tier-2 cities in India, where
housing markets are still mostly disorganized and rely on informal networks. Structured procedures and digital
platforms have made the leasing process easier in Tier-1 cities. However, Tier-2 markets face distinct problems

with data dependability, user trust, operational scalability, and local behavioral dynamics.

The study employs a mixed-method approach, integrating primary data gathered from tenants, landlords, and
platform operators with secondary insights derived from industry reports and academic research. The results
show that problems like unconfirmed listings, uneven communication, reliance on middlemen, a lack of defined
processes, and trouble keeping data accurate cause operational inefficiencies.

The report also finds problems with getting new users on board, keeping the supply-demand balance, settling
conflicts, and keeping people engaged on the site when trust is low. The research suggests an operational
framework centred on verification systems, localized operations, process standardization, and enhancement of
user experience.

The study finds that managing rental platforms well in Tier-2 cities needs a mix of digital infrastructure and
effective operations on the ground. To establish rental ecosystems in new urban markets that are scalable,
efficient, and trustworthy, these operational problems must be fixed.

INTRODUCTION

Digital platforms have grown very quickly,
which has changed rental housing markets
a lot in big cities. However, Tier-2 cities
don't have the same level of efficiency and
organization. As more people move to cities
like Kanpur, Lucknow, Indore, and Patna
for school, work, and commerce, the need
for rental housing is expanding. Even while
demand is going increasing, the
infrastructure that enable these markets are
still broken, informal, and heavily reliant on
offline networks.

Rental platforms in Tier-2 cities have a very
different environment than those in Tier-1
cities. Tier-2 markets have inconsistent
information, no documentation, and a lot of

reliance on personal references and local

middlemen. On the other hand,
metropolitan markets have standardized
data, more digital literacy, and more
structured user behavior. This makes it very
hard for platforms who want to digitize
rental transactions to do so.

One of the biggest problems is making sure
the data is accurate. It's hard for platforms
to keep their information accurate and
trustworthy because property listings are
often unconfirmed, out of current, or
incomplete. There aren't many ways to
check property facts, ownership, or
availability in real time like there are in
structured markets. This causes user
expectations to not match up with what is
really offered, which makes people less

happy and lowers the platform's reputation.
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Also, landlords and tenants have a hard
time communicating and working together,
which makes things much worse. A lot of
landlords aren't active online or don't know
how to use platform-based tools, therefore
they need help with onboarding and
communication. Tenants also want quick
answers and accurate information, which
creates a gap that platforms must always
deal with. The role of middlemen makes
things much more difficult. Local brokers
typically limit who can see property
mformation and affect deals, which makes
it hard for platforms to link landlords and
tenants directly. Brokers help with initial
engagement, but their involvement can
make things less efficient, cost more, and
make things less clear.

Scalability is still a big worry. In Tier-2
cities, early-stage traction is frequently
gained through manual methods including
phone calls, WhatsApp messages, and in-
person checks. But to keep growing, you
need to create standardized workflows,
automated  systems, and effective
operational models. Operators of platforms
face a big difficulty in finding the right
balance between being able to adapt to local
needs and having systems that can grow.
This study seeks to investigate the
operational difficulties associated with
operating rental platforms in Tier-2 cities,
emphasizing real-world limitations and

systemic inefficiencies. The study aims to
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offer practical insights for the creation of
more efficient, reliable, and scalable rental
systems geared to expanding urban markets
by pinpointing critical challenges in data
management, user onboarding,

communication, and scalability.

I. LITERATURE REVIEW

Alot of people have talked about how rental
platforms work in the context of digital
revolution in real estate, especially with the
rise of PropTech solutions. But most of the
research that are already out there only look
at Tier-1 cities, which means we don't know
much about the specific operational
problems in Tier-2 markets.

Knight Frank India (2022) says that using
digital platforms in real estate has made
things more efficient, open, and easy to get
to in big cities. The paper says that
structured data systems and defined
processes have been very important for
making the platform run smoothly. But it
also says that these kinds of systems don't
work as well in smaller places since the data
isn't always accurate and there isn't enough
institutional infrastructure.

JLL India (2023) talks about how PropTech
can make real estate operations easier by
using things like digitized documents,
automated workflows, and verified listings.
The research shows that these technologies

have made organized marketplaces work
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better, but they are having trouble being
used in Tier-2 cities because of how people
act, how well they know how to use digital
tools, and how much they trust them.
KPMG India (2022) looks at how
technology affects real estate operations
and says that data management, user
onboarding, and standardizing processes
are important for making platforms more
scalable. The paper says that operational
inefficiencies happen when platforms
depend too much on manual processes,
especially in marketplaces that aren't well-
structured.

The Ministry of Housing and Urban Affairs
(2021) did a study that showed that the
rental housing market in India is still mostly
informal, especially in Tier-2 and Tier-3
cities. Without rules and regular forms, it is
hard to manage listings, check users, and
settle disputes.
Parker, Van Alstyne, and Choudary (2016)
did research on how digital platforms work.
They found that network effects, data
accuracy, and trust mechanisms are all
important for making platforms that can
grow. Their research shows that for a
business to be successful, it needs to
balance supply and demand while also
making sure that the information it provides
is accurate and reliable.

Statista (2023-2024) says that more people
in Tier-2 cities are using the internet and

smartphones, which means that digital
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platforms are becoming more popular. The
paper also points out that operational
problems, such users not behaving
consistently and not trusting the platform,
still make it less efficient.

Even if there is more and more study on
PropTech and digital platforms, not much
has been said about how hard it is to run
rental platforms in Tier-2 cities. Most of the
research that are already out there focus on
technological progress. However, practical
problems like data reliability, user
onboarding, communication gaps, and
reliance on middlemen are still not well
understood.

This study seeks to fill this gap by
concentrating on the operational difficulties
encountered in Tier-2 rental markets and
examining how platforms might formulate
more effective, localized operational
strategies to guarantee scalability and

efficiency.

II. RESEARCH METHODOLOGY

This research utilizes a mixed-method
approach to examine the operational
difficulties associated with maintaining
rental platforms in Tier-2 cities. The
method wuses both quantitative and
qualitative data to get a full picture of both
measurable  trends and  real-world
operational problems.

For primary data, Structured surveys and
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direct encounters with stakeholders
mvolved in rental transactions, such as
tenants, landlords, and people who manage
or support rental listings, were used to
collect primary data. The poll was sent out
using digital channels like WhatsApp and
Google Forms to people living in Tier-2
cities, including Kanpur and Lucknow. We
got between 110 and 120 legitimate
responses. Along with survey data, we got
qualitative insights via casual conversations
and watching how rental processes work on
a daily basis. These included exchanges
about listing properties, answering tenant
questions, talking to stakeholders, and
solving problems. The study also looks at
real-world operational experiences, like
dealing with unconfirmed ads, setting user
expectations, coordinating between
landlords and tenants.

For secondary data, Industry reports,
government publications, and academic
studies on PropTech, digital platform
management, and real estate operations
were used to gather secondary data. These
sources were used to back up and put the
main data findings in context. We used
percentage and frequency distribution
approaches to look at quantitative data and
find prevalent operational problems.
Thematic analysis was used to look at
qualitative data and find patterns that kept
coming up, like data inaccuracy, gaps in

communication, reliance on middlemen,
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and problems with growing operations. The
study recognizes specific limitations, such
as dependence on self-reported data and a
sample size confined to selected Tier-2
cities. Also, operational observations
depend on the state of the market, which
can be different in different areas.

The methodology aims to deliver a genuine,
experience-driven comprehension of the
operational difficulties encountered by
rental  platforms, emphasizing the
identification of practical limitations and

inefficiencies within Tier-2 environments.
III. FINDINGS

The examination of primary and secondary
data indicates that overseeing rental
platforms in Tier-2 cities presents numerous
operational issues that are interrelated and
challenging to standardize. These problems
come from more than just technology; they
also come from how people act, how the
market is set up, and how things work in
that area. One of the most important things
we learned is that data isn't always reliable
or consistent. It's hard for platforms to keep
accurate information because property
listings are often missing, out of current, or
wrong. There is no standardized way to
check property data in unstructured
marketplaces, which means that the
circumstances  advertised and  the
conditions that actually exist often don't

match. Another big problem is that
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operations need a lot of manual work. It's
generally not possible to fully automate
tasks like checking postings, coordinating
with landlords and tenants, and keeping
track of property availability. This makes
the workload for operations bigger and
makes it harder to grow, since growth
depends on people instead of the system.

The research also shows that there are big
gaps In  communication  amongst
stakeholders. Landlords could take a long
time to respond or give vague information,
while  tenants want  quick and
straightforward answers. Platforms often
have to operate as middlemen, balancing
the needs of both sides, which makes things
more complicated. Relying on local brokers
become a big problem for business. Brokers
generally regulate who can see property
information and have a say in rental
selections, which makes it hard for
platforms to connect directly. They help
with  initial engagement, but their
involvement makes things less efficient,
less clear, and more expensive. Another
operational problem is user onboarding,
especially for landlords who may not be
very tech-savvy. Platforms need to spend
more time and energy teaching users,
getting the right information, and making
sure that listings are made correctly. This
makes the onboarding process take longer

and slows down the growth of the platform.
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The results also show that a lack of trust has
a direct effect on operations. Users are
afraid to fully trust digital platforms,
therefore they keep asking for verification,
confirming things offline, and are hesitant
to finish transactions online. This makes
things more difficult and less efficient.
Scalability becomes a significant issue. You
can handle beginning tasks by hand, such
making calls and sending messages. But to
keep growing, you need defined procedures
and automation. But the fact that people and
markets in Tier-2 cities act differently
makes it hard to set up systems that work

the same way for everyone.

Lastly, the study shows that Tier-2 rental
platforms need a mix of digital technology
and people on the ground to work well.
Digital-only models have a hard time
dealing with local idiosyncrasies, while
purely manual systems don't work well at
all.

Overall, the results show that problems with
Tier-2 rental platforms are not only
problems for those platforms, but part of a
bigger ecosystem problem that needs
solutions that are flexible, interconnected,

and tailored to each location.

IV.  CONCLUSION

This study finds that running rental
platforms in Tier-2 cities is mostly an

operational problem caused by market
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conditions that aren't clear, data that isn't
always reliable, and inefficiencies that
come from how people act. In Tier-1
markets, standardized systems and digital
adoption make things run more smoothly.
In Tier-2 markets, on the other hand,
operations need constant intervention,
flexibility, and local knowledge. The results
show that major operational problems, like
incorrect property data, a heavy reliance on
manual processes, communication gaps,
and reliance on middlemen, are all linked to
one another. These problems not only make
it harder for users to use rental platforms,
but they also make them less scalable and
efficient.

The study also shows that trust and
operations are very strongly related.
Operational inefficiencies like old listings
or slow communication make users less
confident, and a lack of trust makes things
harder to run because of repetitive
validations and offline encounters. So,
making operations more efficient is not
only a challenge for the process, but also a
way to establish trust. Scalability is still a
big worry. In the beginning, platforms can
run their businesses by hand, but to grow in
the long term, they need to create
standardized workflows, automate tasks,
and use resources more efficiently. But
these systems need to be able to change to
fit how people act and the state of the

market in different places.
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In the end, rental platforms in Tier-2 cities
will only be successful if they can find a
balance between structure and flexibility.
Platforms that combine reliable data
systems, localized operational strategies,
and user-centered processes will be better
able to deal with the problems they already
have. Fixing these operational problems is
necessary to create rental ecosystems in
new urban markets that are dependable,
scalable, and efficient. This research
underscores that operational excellence,
rather than mere technology innovation, is
the principal catalyst for the transformation
of rental platforms in Tier-2 cities.
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