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COVID-19 STRAINS CUSTOMER SERVICE

As 2021 roars on, watch for property management to become an integral component of sustained tenancy 
for the foreseeable future. Wood Partners anticipates the effective staffing of properties to be a constant 
difficulty for most of the industry throughout 2021. Colony Hills Capital expects delinquencies to be an 
ongoing problem for much of the multifamily industry due to the financial stress on residents caused by the 
pandemic. MG Properties Group will target existing markets in the West Coast where the company expects 
strong growth.

Previous pushes for top talent from companies such as Bell Partners, Morgan Properties and Sunrise 
Management, via internships and leadership programs, among others, will continue. However, the strain 
of the pandemic will shift more responsibility and expectations onto staff as tenants will expect properties 
to maintain safety standards and guidelines, which could drive or impact current or potential tenants if 
handled poorly.

Managers will be required to balance maintaining social distance guidelines while meeting customer needs. 
Though property managers are optimistic that the rollout of vaccines will alleviate the need for social 
distancing guidelines, this process will likely be long and arduous, and as such, property managers will have 
to approach what may be frustrating stopgaps for tenants with care and patience as the situation evolves.

Amenities and general service will also require a new focus, as more virtual events and socially distanced 
activities have proven to be in demand. Wood Partners alleviated some of this tension by increasing virtual 
events and offering gift baskets to tenants. The company predicts that the types of amenities offered will stay 
the same, but size and layouts will likely change, with more focus on individual spaces. Tenants may be more 
apt to want to relocate if they feel that service or amenities were subpar as a result of social distance guidelines 
or if staff poorly maintained and handled the implementation of such guidelines.

Delinquencies and collections will be a key focus for most companies. Colony Hills is keen to ensure that 
managers are helpful to residents that require assistance, maintaining constant communication on both sides. 
Colony Hills employs regional management companies and will continue to focus on customer service as a 
key asset. The company will expand its portfolio this year with closings scheduled in Atlanta and Houston, 
noting the importance of asset management and customer service in the Class B and C spaces as ways to set 
communities apart from the competition.

Wood Partners predicts bad debt clean up to also be a constant problem, which vary greatly in difficulty 
based on local city, county and state ordinances regarding evictions. The company expects this problem to 
persist throughout most of 2021. Wood Partners anticipates some of the difficulties faced in 2020 — such as 
staffing issues and changing regulations in cities — to abate throughout the year, though it notes that Class A 
businesses were not hit as hard regarding collections as Class B and C assets. The company solved staffing 
issues by employing A and B teams, splitting employees up in remote and onsite groups, and Wood Partners 
will likely continue that trend going forward. The company will maintain its presence in Northern and 
Southern California along with Texas, Georgia and Florida among other states, expanding its properties, with 
the potential to add another property in the Midwest later this year.

MG Properties continues to see strong demand from residents for unit upgrades, attributed primarily to the 
increased time inside units because of the pandemic, and expects this trend to continue. The company will be 
flexible regarding repositioning and upgrade plans, and though budgets will vary, it will often trend towards a 
range of $5K to $20K per unit.
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Elie Rieder, Founder/CEO — Castle Lanterra Properties

Q: What are your general predictions for the multifamily market in 2021?

A: We expect the national eviction moratorium will cease sometime during 2021, leading 
to a wave of evictions and large amounts of bad debt that will be booked on financial 
statements. As a result, CLP tends to underwrite 2021 with elevated vacancy, concessions 
and bad debt, regardless of how well the property has performed to date.

Q: What will be the biggest changes to the market because of the pandemic?
 
A: We expect to see minimal upgrades by owners versus a "heads-in-beds" strategy that prioritizes occupancy over rent 
growth. This trend will likely continue into 2022 as tenants focus on stabilizing their finances before upgrading their living 
experience. We believe that buyers will have more of a focus on urban infill locations as companies return to their offices 
and retail and recreational spaces re-open. While we expect interest rates to remain low for the foreseeable future, the 
rates may by impacted by the passing of a stimulus package. Depending on the size and comprehensiveness of any such 
stimulus package, spreads may rise and therefore further impact interest rates which, in turn, would ultimately impact 
cap rates.
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Andre Soroudi, Director of Acquisitions/Development — CGI Strategies

Q: What are your general predictions for the multifamily market in 2021?

A: I believe 2021 will see two trends:  The emergence of strong suburban markets and the 
re-stabilization of Class A markets. Strong suburban markets will outperform as a significant 
number of employees find themselves with permanent hybrid work models, which allow 
them to live further away from offices. The suburban cities that offer strong school districts, 
increased affordability and space, while maintaining some of the amenities common to cities 
such as dining and retail will become an attractive alternative for these people and thus see 

an influx in both the rental and for-sale space. I also see a return to true A Class locations towards the middle and later 
parts of the year as a vaccine becomes widely available. These locations often have huge supply/demand imbalances and 
long-term attractions that will see people return to them first. The urban Class B space I believe will continue to struggle 
with occupancy and concessions throughout the year.
 
Q: What will be the biggest changes to the market because of the pandemic?

A: I believe we will see certain design and operation changes become more prevalent to apartments. Office/work spaces 
in apartments will become a top in-unit amenity. Automation technology will become more widely adopted in buildings 
especially when it comes to package delivery. Increased cleaning practices in common areas will become normal and 
expected long after the pandemic ends.

On a macro front, cheaper debt prices and increased capital brought by improved market visibility will see cap rate 
compression throughout the year in well-performing submarkets.

BOARD OF ADVISORS
We asked these industry executives about their predictions for 2021 

and the biggest changes to the market due to COVID-19.

Continued on Page 3

For use of original recipient only. It is illegal to forw
ard or otherw

ise distribute w
ithout perm

ission.



Quotation not permitted. Material may not be reproduced in whole or in part in any form whatsoever. Copyright © 2021 Crittenden Research, Inc.

Page 3         Crittenden Multifamily Report™

Cliff Booth, Principal/Founder/CEO — Westmount Realty Capital

Q: What are your general predictions for the multifamily market in 2021?

A: Predictions are generally upbeat. It will stay very competitive on the buy side while 
choppiness remains on the collection side in the lower demographics. Collection issues 
continue as many evictions are still halted to help families.

Q: What will be the biggest changes to the market because of the pandemic?
 
A: The pandemic continues to change the industry, keeping us all on our toes. Institutional and personal investors are 
putting a lot more capital toward multifamily and industrial since capital has been pulled away from retail, hotels and 
office buildings. Returns are also getting compressed because of low interest rates and more competition overall.

BOARD OF ADVISORS
Continued from Page 2

ACQUISITION OF THE WEEK
Property: LIV Bel-Red Apartments (renamed Vue 
  22 Apartments), a 451-unit property in 
  Bellevue, Wash.
Buyer:   MG Properties Group (MGPG)
Seller:   Kennedy Wilson Fund V
Price:   $191M

The COVID-19 crisis created a variety of operational 
and logistical challenges for MGPG while closing this 
transaction, but the company worked closely with the 
seller to design a due diligence process that enabled 
safe access to the property with minimal disruption 
for the residents. The buyer plans to invest in further 
improving common area amenities to make them more 
functional and attractive for residents in the current 
remote-working environment, including installing smart-home technology packages. MG Property Group worked 
closely with their lender to define the operational impacts of COVID-19 and build projections for 2021.

LIV Bel-Red Apartments, which was renamed Vue 22 Apartments, appealed to MGPG because the property has 
an exceptional set of common area amenities available to residents. These features include large rooftop decks, a 
multi-level gym, co-working spaces, a large resident lounge with a demonstration kitchen, a pet wash/grooming 
station, wine storage, a community garden, open green spaces and onsite storage. The buyer felt that because 
residents are spending more time in their communities due to COVID-19, this strong set of amenities will be an 
important differentiator and competitive advantage for gaining and keeping tenants, especially the property’s many 
spaces that that can be used for remote working.

MGPG was also encouraged by Bellevue’s strong business-friendly environment that continues to show exceptional 
job growth, particularly in the technology sector, and the fact that major companies and startups are both expanding 
and moving to the city from other locations. Bellevue recently announced office expansions in the submarket, which 
MGPG sees as a leading indicator of further employment growth. The hold period for the 350,000-s.f. property is 
seven to 10 years, and the property is a long-term yield oriented core-plus investment for MGPG. 

MG Properties Group: 10505 Sorrento Valley Road, Suite 300, San Diego, CA 92121. Paul Kaseburg, Chief 
Investment Officer, (858) 366-6534. pkaseburg@mgproperties.com

Image provided by Greystar Real Estate Partners, c/o Kennedy Wilson Fund V
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MIXED-USE DEVELOPMENT TRENDS FOR 2021

Many multifamily and retail owners’ renovation plans for 2021 are focused on adding open green space 
and more outdoor communal areas that serve as a solace to coronavirus concerns. Mixed-use developments 
are also trending, especially taking over demolished vacant big-box mall space. Much of this development 
is occurring outside of major metropolitan hubs, as the pandemic has caused people to leave downtown 
urban CBDs.

Promoting the Great Outdoors

A retail/mixed-use project in the Northwest that is benefitting from an influx of urban transplants, especially 
from Boston, is Rock Row in Westbrook, Maine, developed by Waterstone Properties. The development 
anticipates up to 700 residential units to be built by late 2023 and the targeted demographics are expected to 
be both empty nesters and the 21- to 34-year-old crowd. The two million-s.f. project is being built alongside 
a 26-acre quarry lake and will include 70 miles of nature trails for walking, running and biking. The lake will 
also feature a boardwalk and evening light shows. In November, two retail tenants signed leases to be a part 
of the 20,000-s.f. building that is expected to be complete in the summer: Big Fin Poke will take up 2,200 s.f. 
and Firehouse Subs will utilize a 1,800-s.f. space. A freestanding pad will see a 3,200-s.f. Chase Bank, which 
should be complete by mid-2021, and by late 2021 a drive-thru Chick-fil-A is expected to be up and running. An 
upcoming Starbucks unit is also in the works. The Rock Row development already has an 80,000-s.f. Market 
Basket grocery, The Paper Store specialty gift shop and the Maine Savings Pavilion, an outdoor waterfront 
concert amphitheater that can accommodate 8,200 people.

The Zona Rosa Town Center, an open-air lifestyle center in Kansas City, Mo., just completed the demolition 
of a 34,569-s.f. structure near its Dillard's store that had previously housed 13 retail tenants. The site will be 
transformed into a new green space area that will be called “North Park,” which will be used for outdoor 
seating and lawn activities. The developer, Trademark Property Company, is also constructing a pedestrian 
bridge that will feature landscaping and local public art. Trademark also plans to build a new splash park, a 
new exterior children’s play area and construct a stage for live performances. The developer’s future plans 
also include multifamily properties, adding additional restaurants, a hotel and office space. The mall site, 
which already has two residential apartment buildings onsite with a total of 73 units, is aiming for a 
community hub feel. 

The Montclair Place indoor mall in Montclair, Calif., received city approval last October to transform the 
shopping center into an outdoor shopping destination that will include a pedestrian-friendly, tree-lined street 
called The Rambla, which will be surrounded by restaurants and specialty retail tenants. The goal is to 
duplicate the ambience of a street in Barcelona, Spain. The project, developed by the CIM Group, will also 
consist of residential towers housing about 6,000 units, freestanding retail buildings totaling about 512,000 s.f., 
as well as office buildings and a 100- to 200-room hotel. The project is expected to take 20 years to complete. 
Last year, The Montclair Place opened The Canyon, a 17,500-s.f. live music and restaurant venue that can 
accommodate 1,300 people. 

The Clearview City Center indoor regional mall in Metairie, La., broke ground last summer on its $100M 
redevelopment plans, which includes transforming a Sears building into two separate smaller buildings, with an 
open-air pedestrian walkway separating the length of the mall. The majority of the mall’s interior will also be 
rebuilt to accommodate this open-air walkway concept. The development expects to become a live-work-play 
site and is within a 20-minute drive from New Orleans’ French Quarter neighborhood. Overseen by Richards 
Clearview, LLC, plans also call for a 14,000-s.f. green space that will feature outdoor concerts, as well as the 
construction of a new six-story, 150-room hotel that will be placed in the center of the new mall configuration. 
There will also be more rooftop-access open-air restaurants, 260 luxury apartments on an unused back lot and 
potentially 100,000 s.f. of commercial office space. Richards Clearview, LLC hopes for the majority of the 
renovations to be complete by late 2023/early 2024.

Unicorp National Developments Inc. had its groundbreaking in August for its $1B, 4.32-acre O-Town West 
mixed-use development project in southwest Orlando, Fla., which is in close proximity to Walt Disney World 
and Universal Orlando. 

Continued on Page 5
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Four luxury residential developments — totaling 1,904 units — are in the works, along with jogging trails, a 
lagoon for water activities, a boardwalk, a dog park, a two-story entertainment center and 150,000 s.f. of Class 
A office space.

The project will also house the Marriott Vacations Worldwide headquarters. Retail and restaurant tenants signed 
on include Publix, Taco Bell, Wawa, Jeremiah’s Italian Ice, Wendy’s, Dunkin’, Planet Smoothie, Panera Bread, 
Portillo’s, Flippers Pizzeria, Action Gator Tire and Renaissance Med Spa. A White Castle broke ground in 
November for its largest unit, a standalone 4,567-s.f. restaurant that will feature two drive-thru lanes, indoor and 
outdoor dining, due to be complete by mid-2021. 

Unicorp also hopes to finalize its plans to purchase the Orlando Fashion Square from The Bancorp Inc.’s 
TBB Orlando LLC. Once finalized, Unicorp is expected to submit plans to the city of Orlando for a $1B 
project that will redevelop the space with new landscaping, water features and garden areas. Unicorp would also 
like to add high rise apartments along with tenants such as a fitness center and a pet resort, in addition to a hotel.

Owners of furniture retailer, the Northwest-based Safavieh, recently purchased a Class A mall, the Stamford 
Town Center in Stanford, Conn., from Taubman Properties for $20.15M. Safavieh plans to add more 
youth-oriented, trendy restaurants and shops to cater to the boom of 25 to 34 year olds that have made the 
exodus away from New York City’s coronavirus lockdown restrictions and transplanted themselves into 
Stamford’s many multifamily housing options. One of these options, the 465-unit Stamford Urby apartments 
developed by Brookfield Property Group in partnership with Urby, is within walking distance of the 
Stamford Town Center. The new owners will open their own Safavieh brand rug/furniture showroom within 
the mall, making it the brand’s 14th U.S. showroom and its first mall unit.

MIXED-USE DEVELOPMENT TRENDS FOR 2021...
Continued from Page 4
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