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Peer at a smartphone screen. Hire a dog-sitter. Make restaurant reservations. Post to Facebook. 
Collide with pedestrian. Repeat. 

Sound familiar? Digital technologies create conveniences that can free up time and improve quality 
of life, but they can also keep users so affixed to their smartphones that they seem unaware of 
real life. The need to balance digital and human experiences presents an opportunity that many 
Commercial Real Estate (CRE) companies are buying into. Increasingly, they understand that people 
want digital experiences that are humanized and enriching. That’s why businesses are shifting their 
focus from commercial tenants to connecting with the person sitting at a desk or walking through 
a shopping mall, as well as, connecting them to each other. As they do, companies are starting to 
evolve from the traditional B2B and B2C, to a C2C and even C2B focus.
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Space occupancy has traditionally been the primary benchmark to 
measure CRE performance. But as physical facilities morph into digital 
assets, the metrics are also evolving. Recently, space utilization—why 
people enter a building and how they use it—supplanted occupancy 
as the metric that matters. Now, CRE firms are beginning to harness 
data analytics to evaluate the experience of the space. This information 
helps them create office facilities that inspire human interaction with 
amenities like comfy sofas, communal workspaces, on-site exercise 
classes, and refreshment counters. It’s the human experience – factors 
such as convenience, consumer satisfaction, and exclusivity – that’s 
important, rather than occupancy rates or how the real estate is used. 
This shift of perspective, now aimed at attracting new customers and 
creating brand loyalty, is likely to alter how CRE companies build and 
measure success, as well as, how they are valuated.
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For better or worse, work and life have never been so intractably intertwined. 
Technology connects our personal and professional lives, allowing us to work from 
anywhere, at any time, as well as, keep tabs on families and homes. Smart buildings 
and intelligent homes employ an array of sensor-based technologies that enable us 
to manage energy consumption, automate equipment, and help enrich our lives. 
Connected devices can also help improve safety: A pool alarm that sounds when a 
child jumps into a swimming pool unsupervised or location connectors that help 
firefighters navigate burning buildings. When connected to IoT, intelligent buildings 
and homes can generate huge volumes of data that can be used to better control our 
personal and professional lives. Businesses can better understand customer behavior 
and preferences, and consumers can equip their homes with Jetsonian conveniences.
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True disruption lies beyond innovative technology. Self-driving automobiles, airborne 
drones, and household robots are so yesterday. Today, the relationship between people 
and machines is more embedded—often in human bodies. Implanted medical devices such 
as pacemakers and glucose monitors, as well as, bionic technologies like brain-controlled 
prosthetics, are making people a little less human—and raising questions about what it 
means to be Homo sapiens and to “think.” 

Externally, artificial intelligence and machine learning are helping narrow the chasm 
between people and machines. So too is IoT, which allows billions of connected devices to 
communicate and act without human intervention. Up next? Robotic process automation, 
robotics, and augmented reality tools that enable humans to efficiently work side by side 
with digital bots and physical robots.
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DATA, ANALYTICS & CONNECTIVITY
What does data privacy mean today? Mobile connectivity and social media can provide rich insights 
into just about anyone’s personal life. As social listening and IoT proliferate, B2C businesses are 
investing in technologies that can deliver knowledge to target buyers and better serve clients. 

It’s no different in the world of Commercial Real Estate. CRE companies are using data analytics to 
tap into intimate information about how we live, work, and play. As CRE begins to parse sensitive 
data to deliver the experiences that space occupiers of tomorrow will demand, they will need to 
protect the personal information collected throughout the course of business. To do so, they must 
understand complex contractual and legal issues that regulate data ownership, access, and use. 
Even if the business does not own the data it processes, it must take measures to protect it. A slightly 
more oblique requirement is the ethical use of data, particularly information derived from AI systems. 
Organizations that combine several sources of data run the risk of unwittingly violating data-privacy 
regulations or creating discriminatory results.
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