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Why Multifamily Operations Needs More Than
Access Control

For a single gated community, access control is largely a security and convenience question. For a
multifamily operator running a 100- to 1,500-unit portfolio, it's an operations question that touches leasing,
maintenance, package logistics, amenity revenue, and staff efficiency all at once — and treating it as a
standalone security purchase usually leaves most of that value on the table.

The properties that get the most out of a modern access platform aren't the ones that simply swapped fobs
for an app. They're the ones that used the transition to also solve package delivery bottlenecks, tighten up
elevator and floor security, streamline amenity bookings, and give leasing and maintenance staff cleaner,
role-based access — because a well-built platform can do all of this from one system instead of five
disconnected ones.

WHAT THIS PLAYBOOK COVERS

Five operational areas where access control intersects with day-to-day property management —
package delivery, elevator control, amenity management, resident app adoption, and staff workflow —
plus a role-based access framework and a 90-day implementation roadmap for portfolio-scale rollouts.




THE BIGGER PICTURE

The Modern Multifamily Operator's Stack

Many multifamily properties run access control, package management, amenity booking, and resident
communication as separate systems — often from different vendors, each with its own login, its own
resident onboarding, and its own support contract. That fragmentation is the actual operational cost, more

than any single system's price tag.

Function Common Fragmented Approach Consolidated Approach
Entry & access Standalone access control vendor Same platform as everything below
Package management Separate smart locker or logging vendor Integrated into the resident app
Elevator/floor control Building management system, rarely tied to Managed from the same access

access credential
Amenity booking A booking app or paper sign-up sheet Booking tied directly to door/gate

access

Resident Email blasts, a separate community app In-app announcements and notifications

communication

This guide walks through each operational area on the right-hand column — not to suggest every property needs every feature
on day one, but to help you evaluate a platform based on where it can actually take you, not just where you start.



OPERATIONAL AREA 1

Package Delivery — The Volume Problem

Package volume at multifamily properties has grown substantially alongside e-commerce adoption, and
most leasing offices and front desks were never designed around handling the resulting daily inflow. The
operational cost shows up in staff time spent logging, storing, and notifying residents of deliveries — and in
resident complaints when packages go missing or notifications lag.

Two Common Approaches

Smart locker systems — carriers deliver directly to secure, individually-coded lockers, and residents
receive an automated notification with a pickup code. Reduces staff handling but requires dedicated
locker hardware and space.

Direct-to-door with app-based notification — carriers access the building through a delivery-specific
credential, and residents are notified through the same app used for their access credential, without a
separate locker system.

THE INTEGRATION QUESTION TO ASK
Whichever approach you choose, ask whether it integrates with your access platform's credential
system for delivery personnel, or whether it requires a completely separate login and access method
for carriers — the latter usually means a second system for staff to manage.




OPERATIONAL AREA 2

Elevator Control — Access Integration

In mid-rise and high-rise multifamily buildings, the elevator is frequently a bigger security gap than the front
door — once someone is inside the lobby, an unrestricted elevator gives them access to every floor in the
building. Elevator control ties floor access to the same credential used at the entrance, so a resident's app or
fob only calls the elevator to their own floor and any shared amenity floors.

Where This Matters Most

Buildings with shared amenity floors (rooftop, gym, coworking) benefit from elevator control that
opens those floors only during booked or operating hours.

Move-in and move-out logistics often need a service elevator temporarily accessible to moving crews
— a modern platform can issue a time-limited credential for this instead of requiring a staff member to
babysit the elevator.

Vendor and maintenance access can be restricted to specific floors and time windows, rather than an
all-floor master credential that's hard to track.

Not every property needs elevator integration on day one — but confirm any platform you're evaluating supports it, So you're
not locked out of adding it later without replacing the whole system.



Amenity Management — Booking Tied to
Access

Amenities are a meaningful part of what residents pay for and what leasing teams sell on tours, but a paper
sign-up sheet or a disconnected booking app creates two recurring problems: overbooking (or double-
booking) and amenities that stay unlocked and accessible outside their intended hours.

What Integrated Amenity Management Looks Like

Booking and access are the same action. A resident reserves the coworking room or pool for a
specific window, and their credential only opens that space during that window.

No-show and cancellation policies are enforceable, since usage is tied to an actual access event,
not a self-reported booking.

Usage data becomes available to management — which amenities are actually used, at what times,
which supports both staffing decisions and future capital planning.

Guest access to amenities can be issued the same way as guest access to the building, through the
resident's app.



OPERATIONAL AREA 4

Resident App Adoption — The Real Challenge

A platform with every feature imaginable delivers none of that value if residents don't actually download and
use the app. Adoption is consistently the most underestimated part of a multifamily access rollout —
properties plan carefully for the hardware and installation, then treat resident onboarding as an afterthought.

Why Adoption Typically Falls Short

Residents aren't given a clear, in-person walkthrough at move-in — they're handed a QR code or a login
and left to figure it out.

o

The app asks for more setup steps than a resident is willing to complete on day one.

o

There's no reason for a resident who's comfortable with their old fob to switch, if a physical fallback
stays available indefinitely with no encouragement to move on.

(<]

Staff themselves aren't confident using the app, so they can't effectively walk a resident through it.

THE PATTERN THAT WORKS

Properties with the highest adoption rates treat app activation as a required, staff-guided step of the
move-in process — not an optional follow-up email sent after the resident already has a physical key
in hand.




Resident App Adoption — Best Practices
Checklist

Make app activation part of the move-in appointment, not a separate step — have the resident
download and activate the app while a staff member is physically present to help.

Give staff a script and a demo device so every team member can walk a resident through activation
consistently, not just the one person who happens to be comfortable with the app.

Set a sunset date for legacy credentials if you're transitioning from fobs, rather than letting both
systems run indefinitely in parallel — a clear deadline drives adoption.

Use the app for something residents want, not just entry. Package notifications, amenity booking,
and maintenance requests give residents a reason to open the app regularly, which reinforces the habit
of using it for access too.

Track activation rates by unit, and follow up personally with residents who haven't activated within the
first two weeks, rather than assuming it will resolve itself.



OPERATIONAL AREA 5

Staff Workflow — Leasing, Maintenance, and
Turnover

Access control decisions are often made with residents in mind and staff workflow treated as an afterthought
— but leasing tours, maintenance visits, and unit turnover are exactly the moments where a poorly designed
access system creates daily friction for your own team.

Leasing

Prospective residents touring a vacant unit shouldn't require a staff member to manually unlock every door
along the way. A leasing-specific credential that opens model units and vacant units on a schedule reduces
staff time spent walking keys back and forth.

Maintenance

Maintenance technicians typically need broad access across many units, but rarely need it permanently or
without a record. Time-limited, work-order-linked access — where a technician's credential is valid only for
the units and windows tied to their active tickets — is both more secure and easier to audit than a master
key.

Turnover

Between move-out and move-in, a unit typically needs access for cleaning crews, painters, and inspectors,
none of whom should retain access once the unit is leased again. A modern platform issues and expires this
access automatically as part of the turnover workflow, rather than relying on staff to remember to deactivate
a temporary key.



OPERATIONAL AREA 5, CONTINUED

A Role-Based Access Framework

Role

Resident

Leasing agent

Maintenance technician

Turnover crew (cleaning,

painting)

Delivery / carrier

Guest (resident-invited)

Typical Access Scope

Own unit, building common areas, booked
amenities

Model units, vacant units, leasing office

Units tied to active work orders only

Specific vacant unit, for the turnover
window only

Package areas or lockers, main entrance
only

Specific entry point, time-limited

Recommended Credential Type

Standing mobile credential

Standing staff credential, scheduled

hours

Time-limited, ticket-linked credential

Time-limited credential, auto-expiring

Delivery-specific access, no unit-level

entry

QR code or app-issued guest pass

The common thread across every non-resident role is the same principle: access should be scoped to exactly what the task

requires, for exactly as long as it's needed, and should expire automatically rather than depending on someone remembering

to revoke it.



SCALING

Scaling Across a Portfolio — 100 to 1,500+
Units

What works cleanly at a single 150-unit property can become unmanageable at a five-property, 1,200-unit
portfolio if the underlying platform wasn't built for multi-property administration from the start.

Centralized, multi-property dashboard. Regional and corporate staff should be able to see access
activity and manage credentials across every property from a single login, not one dashboard per site.

Standardized role templates. Define the role-based access framework from page 10 once, at the
portfolio level, and apply it consistently across every property rather than reinventing it site by site.

Portfolio-level reporting. Ask whether the platform can produce a consolidated report across all
properties for ownership or investor reporting, not just property-by-property exports that someone has to
manually combine.

Consistent resident experience across properties, which matters for operators managing residents
who move between properties in the same portfolio, or brand consistency across a company's
marketing.

Staff training that scales, since a platform that requires extensive training per site becomes a real cost
as the portfolio grows — favor a system simple enough that a regional trainer can onboard a new site's
team in a single visit.



IMPLEMENTATION

A 90-Day Implementation Roadmap

Timeframe Focus

Days 1-15 Define scope: which operational areas (package, elevator, amenities) launch with core access control

vs. phase 2
Days 16— Define the role-based access framework for your specific properties and staff roles
30
Days 31— Hardware installation and platform configuration at pilot property or properties
45
Days 46— Staff training, with a specific focus on move-in activation workflow
60
Days 61— Resident rollout at pilot property, with legacy credential sunset date announced
75
Days 76— Review adoption rates and operational feedback, then plan portfolio-wide rollout
90

Piloting at one or two properties before a full portfolio rollout surfaces workflow issues while they're still cheap to fix — treat the
pilot's first 90 days as a learning phase, not a full launch.



CONCLUSION

Key Takeaways

Access control at multifamily scale is an operations decision, not just a security one — evaluate
platforms on how they handle package delivery, elevator control, amenities, and staff workflow, not entry
alone.

o

Resident app adoption is the most commonly underestimated part of a rollout — build it into the move-in
process, not an afterthought email.

(<]

Design access around roles (resident, leasing, maintenance, turnover crew, delivery, guest), not around
a single master-key mentality.

(<]

Confirm any platform supports centralized, multi-property administration before you scale beyond a
single site.

Pilot at one or two properties for 90 days before a full portfolio rollout.

Pair this playbook with our RFP Template to formalize technical requirements across these operational areas
when evaluating vendors at scale.



VIVO CONTROL

One Platform for Access,
Amenities, and Operations

Vivo Control runs access, package coordination, amenity booking, and
staff workflows from a single portfolio-ready dashboard — built to
scale from a single property to a multi-market portfolio.

Book a Free Demo -

www.vivocontrol.com/en/demo/ - hello@vivocontrol.com - This guide is for general
informational and planning purposes and does not constitute operational or legal advice for
your specific portfolio.
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