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Technology is changing exponentially which is 
effectively speeding up time, if you dont change 
now to the new ways of doing business you will 

be left behind.

Orville Wright was still alive when 
Hiroshima and Nagasaki were 

bombed in 1945

Microsoft was foundered 
while Spain was still a fascist 

dictatorship (1975)

Harry Potter and the Deathly 
Hallows was published in the 

sunner of 2007. The same year 
the first Ipone was released

Buffalo Bill Cody was alive at the 
same time as the Germans were 
bombing with Zeppelins (1916)

Below are a few examples of how quickly things change 
that may make you reconsider time itself.
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Introduction
Real Estate Agency Owners - Read on to find out what could be around 
the corner that could impact the way you work and even take away the 
clients you have today.

Change is upon us and the global 
pandemic has only speeded things up. 
Every industry faces its challenges and 
its moment of truth. Real estate agency 
has remained unchanged for a long 
time, agents have relied on personal 
connections and portals to help attract 
enough clients to keep running but real 
estate is now in the eye of tech giants 
and some of the world’s greatest minds 
are looking at how this industry can be 
transformed. 

There is going to be huge change in the coming 
years and this is being driven by five key trends:

1. Tech companies entering the real estate sector
2. Massive investment in Prop-Tech and the following deluge of new apps 

which will be coming soon
3. Companies being Data Rich and Information Poor 
4. Online sales of real estate and changing customer behaviour 
5. The War for talent, winning and keeping the best staff

This report discusses these five trends in detail and provides examples of what will 
happen and solutions that will help ensure quality agency businesses survive. There are 
going to be winners and losers as the industry gets a long overdue shake up. It is very 
likely in the end that there will be many fewer independent agencies and those that 
embrace the new ways of doing business will form together and dominate markets as 

If you don’t think the industry has stagnated, 
have a walk down your local high street and 
look at the real estate agency windows… 
they all look the same, they all have hanging 
pictures of properties, every single one 
of them, like they did 30 years ago… the 
profession is in for the ride of its lifetime 
and when the disruptors come those offices 
that do not have the scale, tech and brand to 
compete will be replaced with a Starbucks.
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has been seen in many other industries.

To find out what could destroy your business in the next couple of years,, even if you 
are currently number one, read on because we are certain, that if not all, the majority 
of these trends are only going to get more traction and will change real estate agency 
for ever.

MOORE'S LAW
Moore's Law is an observation and projection of a historical trend that the number of 
transistors in a dense integrated circuit (IC) doubles about every two years. 

The observation is named after Gordon Moore, the CEO and co-founder of Intel, who in 
1965 posited a doubling every year in the number of components per integrated circuit, 
and projected this rate of growth would continue for at least another decade. In 1975, 
looking forward to the next decade, he revised the forecast to doubling every two years, 
a compound annual growth rate (CAGR) of %40. While Moore did not use empirical 
evidence in forecasting that the historical trend would continue, his prediction has held 
since 1975 and has since become known as a  - Law.
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The Rapid Pace of Change
Technology is improving exponentially and it will impact everything.... 
including how we transact real estate

We live in exceptional times. Technology is progressing at a speed humanity has never 
seen before and in the process, is redefining the nature of competitiveness, giving way 
to new opportunities for wealth creation. It will have a huge impact on the way we 
transact real estate and how you run a real estate agency.

This change will have the biggest impact in countries that embrace technology and 
it will target industries that have large fees and large transaction sizes, which the 
disruptors can take a slice of.

One of the key drivers of this change is the exponential growth in the speed of computer 
processors. Gordon Moore the co-founder of Intel famously stated in 1965 that the 
speed of computer chips would double every year for the next decade - he was right 
and they have continued to, creating exponential growth, the double of the doubling 
of the doubling.In March 2001, futurist Ray Kurzweil published an essay arguing that 
humans found it hard to comprehend their own future. It was clear from history, he 
argued, that technological change is exponential, even though most of us are unable 
to see it and that in a few decades, the world will be unrecognizably different. “We 
won’t experience 100 years’ of progress in the 21st century — it will be more like 20,000 
years of progress (at today’s rate),” he wrote, in ‘The Law of Accelerating Returns’

This pace of change will continue and those who run a real estate business need to 
take heed of what is to come. This change will rewrite how business is done. We can’t 
even comprehend now what it will be as we can’t understand what could be created 
with such huge computing power – all we should be understanding is that change is 
coming and we need to make sure we are along for the ride.

Your desktop computer surpassed the brain power of a mouse in 2015 and will surpass 
the brain power of a human by 2023… most frightening is that by 2045 a desktop PC 
will have computing power equivalent to all of the worlds human brains combined.
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These charts show examples of accelerating 
technologies, more examples are plentiful. These do 
not directly depend on the doubling of transistor counts 
and yet each one moves along its own exponential 
curve just as computer chips do.

By 2045 your laptop 
will be as smart as the 
brainpower of the entire 
human race combined
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So, What’s Going On?
According to the Law of Accelerating Returns, the pace of technological progress, 
especially information technology, speeds up exponentially over time because there is 
a common force driving it forward, as it turns out, is all about evolution.
The evidence, they say, lies in the exponential advances in a suite of enabling technologies 
ranging from computing power to data storage, to the scale and performance of the 
Internet. These advances are creating tipping points — moments at which technologies 
such as robotics, Artificial Intelligence (AI), biology, nanotechnology and 3D printing 
cross a threshold and trigger sudden and significant change. 

“We live in a mind-blowingly different 
world than our grandparents,” says Fei-
Fei Li, Head of the Stanford Artificial 
Intelligence Laboratory in California 
and this will be all the more true for our 
children and grandchildren. If the pace 
of change is exponentially speeding up, 
all the advances in the way real estate 
is transacted could begin to look trivial 
within a few years. Take ‘deep learning’, 
a form of artificial intelligence that uses 
powerful microprocessor chips and algorithms to simulate neural networks that train 
and learn through experience, using massive data sets. These could learn new methods 
themselves for how to find buyers and sell homes, they could predict patterns and know 
someone is about to sell their home even before they do and then create a perfect 
match for them both for price, location and style, many of the subtle traits required 
to be a great real estate agent could be learned by the algorithm which would then 
outperform us mere mortals.

Machine learning suggests that the horizons for powerful technologies may be closer 
than we realize. Some of Ray Kurzweil’s predictions from the last 25 years may have 
seemed a stretch at the time but many were right.

If the pace of change is exponentially 
speeding up, all the advances in the way 
real estate is transacted could begin to 
look trivial within a few years. The subtle 
traits required to be a great real estate 
agent could be learned by the algorithm 
which would then outperform us mere 
mortals
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Like in 1990 when he predicted that a computer would beat a pro chess player by 
1998, which came true in 1997 when Garry Kasparov lost to IBM’s Deep Blue. In 2016, 
a computer mastered the even more complex game Go—an accomplishment not 
expected by some experts for another decade. The global adoption of the internet, 
smartphones, ever-more agile robots and AI that learns, will all have an impact on the 
way real estate is transacted.

We sequenced the first human genome in 2004 at a cost of hundreds of millions of 
dollars. Now, machines can sequence 18,000 annually for $1,000 per genome.

These are just a few examples of the Law of Accelerating Returns driving progress 
forward. Because the future is approaching much faster than we realize, it’s critical to 
think now about where we’re headed and how we’ll get there. 

Change is coming whether you like it or not and its coming to a real estate agency near 
you.
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The Prop-Tech Gold Rush 
The development of chat-bots and novel interactive robotic companions continues 
to grow, especially in the healthcare industry. AI researchers are building human 

perspectives into robots, making their human-like capabilities more sophisticated. 
Healthcare companies intend their interactive robots to serve as “companions” who 
have regular conversations with patients as a strategy to increase overall care. Didn’t a 
human use to do this?

Technology has also replaced the need for physicians to be present to review x-ray 
records and make diagnoses. Your medical chart can be sent anywhere around the 
world and analysed by a doctor whom you may never see face-to-face. Doesn’t this 
mean less need for doctors?
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But can this happen to the 
Real Estate Industry?
Where Sales is a much more personal activity 

The answer is yes and it will be coming faster than you think. Real estate has remained 
unchanged for many years while we have watched other industries being disrupted 
by technology. This highly profitable industry that has large transaction prices and 
volumes is now being directly targeted by the tech developers. Prop-Tech is the new 
gold rush and funding for Prop-Tech has sky rocketed in the last few years and these 
billions of dollars being pumped into developing new systems are all about to hit the 
market very soon. If you look at the graph to the right you will see a massive trend 
towards Prop-Tech funding. You need to ensure you are ready to ride the wave of 
new applications and technology that is coming or at minimum stay close enough 

so you are not pushed aside like many others. 
Automation is coming into the field of real estate 
sales, an area many thought was too nuanced or 
emotional to be undertaken by a robot. How can 
a robot know that the colour of the kitchen can 
have so much impact or the emotional decisions 
being made by a client when selling a family 
home. Salesforce and other CRM sales tools are, 
however, replacing the need for as many sales 

people and assistants. Human-run sales teams are been replaced by sophisticated 
digital applications.

If traders on the banking floors can be replaced so can traders of homes and buildings. 
Over the last few decades, trading floors around the world have fallen silent, as people 
are replaced by banks of computers that trade automatically. Digitisation meant that 
trades within, as well as between, stock exchanges could happen faster and faster. 
As trading passed into the hands of machines, it became possible to react almost 
instantaneously. High-Frequency Trading (HFT) algorithms, designed by former physics 
PhD students to take advantage of millisecond advantages, entered the market, and 

There has been a massive 
increase in Prop-Tech funding. 
This will all be coming to the 
market soon. If traders on the 
banking floors can be replaced 
so can traders of homes and 
buildings.
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traders gave them names such as “The Knife”. These algorithms were capable of eking 
out fractions of a cent on every trade and they could do it millions of times a day. The 
human trader could not compete and was moved on.

Is this the fate of the real estate sales person? Following are the 5 main trends we see 
coming that will have a huge impact on every real estate business.
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The 5 Trends 
That Will Change Real 

Estate Forever!
…And how you overcome them or leverage 

them to be a winner

There are 5 key trends that have already started  that will have a huge 
impact on the real estate industry. There has never been a time where 

so much change is all coming at once and owners of real estate agency 
businesses need to take heed and act now to ensure they can prepare their 

business to take advantage rather than be pushed aside by the new boys on 
the block.

The 5 Big Trends are:
Trend 1 | Tech companies entering the real estate sector

Trend 2 | Unlimited investment creating a Prop-Tech jungle

Trend 3 | Agencies becoming Data Rich and Information Poor

Trend 4 | Changing customer behaviour - online sales of real estate 

Trend 5 | Winning and keeping the best staff – The War for Talent

We take a look at each in a lot more depth on the following pages including 
how you can steer your business in a way that will capitalise on the 

advantages they bring.
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Trend 1 |  
How Big Tech Companies 
Are Entering the Real 
Estate Market
With the unstoppable 
growth of big tech 
companies over the past 
two decades, many of 
them are branching out 
into new industries such 
as health, automotive 
and finance. It’s no 
surprise that big tech is 
also setting its sights on 
the real estate industry, 
the single largest asset 
class in the world.

We need to consider the effect these companies will have on the market if they bring their 
full might and data to the table. The global tech players are redefining work, shopping, 
mobility, leisure and the way we live. So what is going to happen when they start 
selling property?

The sheer amount of data that these companies current collect on all of us has been used 
to sway elections and can also be used to help determine when someone will likely move 
house or be looking to change locations and need a rental. Every 60 seconds - 243,000 
photos are uploaded to Facebook, 3.8million searches are made on Google, 400 hours 
of video is uploaded to YouTube and 350,000 tweets are sent – that’s every 60 seconds!
These images and messages share secrets such as, like if someone is about to have 
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a child, has changed jobs or is looking to retire - all key factors that could influence a 
property move. These platforms can then start to target these individuals with ads and 
other tools to seek out more data and start to position themselves as the expert in the 
market. So beware if they do in fact enter a market near you. 

Amazon has done a deal with a major real estate brand in the USA where they are sharing 
data to assist them to make sales and if they do they give the client hundreds of dollars 
of coupons to spend back on Amazon’s home division.

If you can’t beat them you better join them because data is the key to seeking out vendors 
and landlords that are looking to sell or lease their property and social media is now a key 
influencer in getting to these people and positioning your business early in their decision 
making process to be the agent of choice.

Chestertons is offering its offices bespoke tools that not only help find the property 
transactors but then automatically take them down a slow and carefully curated path, 
sharing knowledge and providing assistance early on in their decision making process. 
Designed to help win them over early and become the go to company when they do 
indeed need to transacted. In today’s world of mass media people are bombarded with 
ads and are super sceptical, you need to build trust and recognition before the moment 
you need to make a sale. If you don’t via working under a quality brand and via becoming 
a knowledge leader and trusted advisor you will not be selected.
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Where else is Big Tech looking to make its 
mark?
Big Tech players are expanding their reach into real estate by segmenting the steps of 
the real estate value chain. They are breaking the transaction down into its parts and 
looking at how they can improve, streamline and own that part of the transaction.

Below are a number of key areas that they are already impacting traditional real estate 
agency and dramatically increasing the running costs of real estate agents businesses or 
taking that segment for themselves all together.

Property Search
Property search has already been wrestled away from 
the individual agency firms and is now controlled by a 
few big players that charge huge fees to agents to list 
their stock. Rightmove in the UK and Zillow in the US 
make it easier to find homes and connect to agents. 

Two of the biggest Chinese tech giants — Alibaba and Tencent — are entering the 
property search market in a bid to profit from the surging Chinese real estate industry. In 
2017, Alibaba launched a home rental service through its Alipay app, where customers 
can search and rent properties without any deposit. The service is powered by the Alipay 
credit-scoring algorithm and only allows participants with a certain score to join. Tencent 

Portals have already wrestled 
online listings away from 
agencies
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is entering into this space through big investments into Chinese prop-tech companies, 
most notably with its $1 billion investment into Lianjia, one of China’s largest real estate 
brokerages, and leading an $800 million funding of the online listing platform Beike 
Zhaofang.
Chestertons has automated its websites to feed out to all of the key search platforms 
at a click of a button and then look to drive that traffic back to their site. They also 
undertake extensive global campaigns that attract clients directly. 

Keep an eye out for the platforms in UK and US to build on the Chinese models and 
integrate payments which could take the leasing market away from agency in one swift 
move.

Viewings and Development
New Home and off plan developments depend on tenants and investors imagining 
themselves in a place that doesn’t yet exist. So it comes as no surprise that virtual and 
augmented reality is finding useful applications in the Real estate industry, helping to 
visualize furnished homes and architectural models. In fact, real estate is becoming one 
of the main industries where VR and AR are applied and is expected to turn into a $2.6 

billion market by 2025.

Since most (if not all) of the market-leading VR and 
AR headsets are made by big tech players such as 
Facebook, HTC or Samsung, these companies are 
well-positioned to provide the underlying technology 
for one of the most important digital platforms 
transforming real estate. One of many applications 

in this space is a partnership between Microsoft and enterprise software Altoura as 
part of the ‘Microsoft Mixed Reality Partner’ Program. Clients can use Altoura to create 
a digital simulation of future property and virtually project it into the room during a 
meeting using a Microsoft HoloLens.
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Property and Land Purchase
The two biggest single US real estate 
purchases in recent years were 
made not by a financial services firm 
but by a tech company — Google, 
paying $1billion for a business park 
in Mountain View and $2.5 billion 
for Chelsea Market in NYC, the city’s 
second-largest single-asset sale ever. 
In 2019, Google enlarged its real 
estate portfolio at an even more rapid 
pace, with plans to spend $13 billion 
on land and buildings by the end of the year.

Large real estate acquisitions allow them to diversify away from their core business and 
are turning big tech companies into partial real estate investment firms with experienced 
CRE experts on board. 

To counter act this, major real estate players have formed funds of their own La Salle 
Capital Management, Chestertons Capital Partners and others now are in the fund 
management business so that they can both be transacting real estate but also on the 
other side of the coin, the owners and clients to themselves. Allowing them to support 
their developer clients and drive business to 
their owned and franchises offices. Smaller 
players in the market will struggle to get the 
scale and attract the staff to undertake such 
transactions and will be marginalised by the 
firms that can self-support themselves.

Smart agency firms have created their 
own funds to control the value chain 
and become their own clients, feeding 
their growth and market. dominance
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Ability to influence the Big Tech 
platforms
Big Tech and data are going to become even more powerful as Moore’s Law drives costs 
down and data processing up. It is essential that real estate firm owners begin to look 
now at how they can leverage this data to build their businesses. 

Never before has so much data been available and it has never been easier to put a 
message in a client’s hand. But the battle to get your message to the top of the feed 

or the top of the search list has never been more 
competitive. You need to be with a firm that has 
the scale to influences google rankings and can 
afford a dedicated team of people to drive social 
media with a combination of paid and organics 
listings. Done well, this is a powerful tool to win 
new clients and feed brokers the leads they need 
to make a living.

Chestertons has teams of people assessing new tech that is coming so that they can 
share this with their network and provide early access to their clients, as what is popular 
today is soon overtaken. To stay ahead of the curve and attract the brightest minds to 
work for you, you need to be constantly assessing and evaluating what is on the market. 

We will talk more about this in Trend 2…

Never before has so much data 
been available and it has never 
been easier to put a message 
directly in a client›s hand. But 
equally the battle to get your 
message heard has never been 
more competitive.
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Trend 2 |  
Unlimited Investment 
Creating a Prop-Tech 
Jungle
There are now so many 
Prop-Tech solutions coming 
you need to be part of an 
organisation with the scale to 
dedicate a division to assess 
which one you should use.

It’s clear Prop-Tech is now a 
major new force and with the 
huge amount of investment in 
the sector we will see a plethora 
of new applications and 
companies coming to market in 
the coming years. It has become bewildering to even start to asses which new application 
you should use in your business let alone then understand how this is manned, train staff 
and change the culture to maximise the benefits of the new platform.

The reality for many small businesses is that by the time they have assessed what new 
tech solution to implement, they no longer have the time or energy to properly implement 
it. This results in poor utilisation and eventual abandonment of the tech as a failure… an 
expensive failure.

This is where being part of a larger organisation has its benefits, Chestertons now has 
dedicated groups within its business that assess the many new technology options, 
dismissing the ones that will not provide a return and then comparing and contrasting 
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the finalists. The team then follows up working with 
HR and other parts of the business to determine 
how each new piece of tech is resourced, what new 
job roles are required, and how to implement this 
into the business. This gives a larger organisation 
a huge advantage over smaller shops who simply 
don’t have the time or resources to even start 
thinking about bring in a game changing new 
technology to their business.

Where is Prop-Tech making the most noise?

The report “Prop-Tech 2020” focuses on the emergence of Prop-Tech around the globe. 
The report looks at six global regions taking into account metrics such as number of 
companies in the region and the amount of funding received. It is clear this is a global 
phenomenon and new tech is coming your way.

The report also looks at the growth of the different technology clusters which form the 
global Prop-Tech ecosystem. Data analytics and smart real estate are clearly the biggest 
clusters both in terms of number of companies and total investment. However, there is also 

Small firms will not have 
the time, resources and 
manpower to assess all the 
new tech that is coming let 
alone implement it.
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significant effort going into customer relations and how to better undertake the real 
estate transaction.

One of the most valuable assets any real estate agency owner has is their CRM system, 
which helps them manage customer relations. In the past these systems were fairly 
simple, just recording client details and (if agents bothered) the correspondences and 
interactions with them. However, now a CRM needs to be able to interact with the “big 
data” being provided in the market and provide matching, analysis and assist the agents 
to make proactive communications.
Chestertons has invested heavily in this area and pulls data from all sources in the market, 
government databases, other free information off competitor websites and internal 
activities conducted by their sales people.

Smart real estate is also impacting the Property Management and Facility Management 
teams, providing real time data on what needs to be undertaken to look after tenants 
and building functionality. This data can be feed back to the teams running the portfolios 
to significantly save their operational costs and provide superior customer service at the 
same time. These abilities allow you to undercut your competition while also driving 
a higher profit margin on each project. Companies that don’t utilise this new tech will 
simply be priced out of the market.

Data Analytics
 
Data analytics companies have received the most investment, rising to $3.3 billion in 
2019. This should come as no surprise as data analytics will most likely provide the most 
impact on real estate’s digital transformation. 
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It is not only the fuel which allows many other technologies to function, it will  enable real 
estate brokers to have greater transparency over business and portfolio performance, 

thus make more informed, less risky, and 
ultimately more profitable decisions. 
The agencies that will soon dominate the 
markets are the ones that can utilise this 
new flood of data and integrate it with their 
CRM and operational systems to run at a 
lower cost while providing a higher level of 
service. 

To continually win new clients you need to exceed expectations. This can only be done by 
embracing the data in the market and allowing it to aid your decisions and interactions. 
Those that know their clients the best will win the battle for new clients. If you know, even 
only a few hours, ahead of your competitors of a client’s need to sell their house or find a 
new tenant you can be the first on the phone to them and thus take the instruction and 
win the listing. Your proactive, informed approach will mean they will not even consider 
others in the market and you will have the listing before slower outdated business know 
what’s happened. This is in fact a key part of Chestertons’ technology platform. This 
proprietary tech allowed them to act faster than any of their competitors over the recent 
COVID-19 lock down and they did more transactions than any other in the market and 
emerged the number one agency in London. 

This huge amount of new data and how it is handled leads us nicely onto our next trend 
… being data rich and information poor.

The agencies that will soon dominate 
the markets are the ones that can utilise 
this new flood of data and through the 
use of dashboards and other visualisation 
tools allow there management and staff 
to easily utilise the data to better serve 
clients.
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Trend 3 | 
Agencies becoming Data 
Rich and Information Poor
The phrase Data Rich and Information 
Poor (DRIP) was first used in the 1983 
book, In Search of Excellence, to describe 
organizations rich in data but lacking 
the processes to utilise it to create a 
competitive advantage. 

Even 5 years ago the mantra of all IT 
people and managers was that we need 
to get more data. We need more data to 
understand the market better so we can 
outperform the competition. 

Now we are swamped in data, there is data 
coming at us, left right and centre, feed by 
the Prop-Tech mentioned early and the 
endless array of application and systems 
that we can plug our CRM and business 
management tools into. The problem now 
is that we are data rich but information 
poor as management simply do not have the time or the inclination to wade through 
reams of spreadsheets and lists to find the information that they can use to move the 
dial in their business.

This is where data analytics and algorithms come into their own, automatically wading 
through that data endlessly looking for matches and making sense of the streams of 
figures.

Even 5 years ago everyone wanted more 
data, now business are swamped in data 
to the point that they cannot utilise it and 
it's bogged them down. 

Without the help of dashboards and data 
consolidation the flood of data is almost 
rendered useless.
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Chestertons has built its own custom dashboards that sit over the top of their CRM which 
not only pull data from the CRM but also from other data sources that are scraping the 
internet for useful data points. They are also pulling information from internal systems 
that monitor who agents are calling, for how long and if they are being successful. This 
data can then be used to help agents that are working hard but need some extra training 
to really shine.

Without the help of the algorithm and the automatic consolidation of data the flood 
of digits and statistics are almost rendered useless. With it, however, heat maps can be 
projected showing market share at a glance, allowing decisions of where to target the 
next mail drop or marketing campaign to be made quickly and based on huge amounts 
of data.

Once data can be displayed in a simple manner then infographics and colours can be 
used to even more quickly scan a page for areas that need attention, you can begin 
to manage by exception allowing areas that “the system” has validated as going well, 
shown in green, to simply be left to keep running as they are and allowing management 
time to focus on the “red” boxes on the dashboard that have highlighted an issue or an 
area that an opportunity exists.

All parts of the business can benefit from this approach, from the laborious task of 
approving expenses to spotting the gap in the market that competitors have left open to 
be exploited. Rather than having to check everyone’s expenses one by one an algorithm 
can review them and look for anything out of the ordinary, an expense that is outside 
set parameters. If all appears in order they can automatically be approved and you only 
need to look at the exceptions, the $800 lunch for two staff at the pub. 
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Six Sigma business philosophy tells us that an agency cannot function without some kind 
of indicators of current performance and future performances and you need good data 
to do this:

 – If you can’t measure something, you really don’t know much about it
 – If you don’t know much about it, you can’t control it
 – If you can’t control it, you are at the mercy of chance

This sums up the importance of measurement, and how measured data translates into 
information, which finally morphs into knowledge.

Our prediction is that real estate agencies will continue to gather more data 
via an array of means and without clever user friendly dashboards and ways to 
pull out the relevant information and display it in such a manner that it can 
quickly be used for decision making they will be swamped.

Successful agencies in the future will have dashboards and tools to assist 
management decisions and help staff make the right next move. 

Data is still king but it must be controlled and corralled before it becomes the 
boss and you are its slave.
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Trend 4 | 
Changing Customer 
Behaviour and Online 
Sales of Real Estate
Consumer behaviour is always changing and in the face of COVID19- that 
change has become dramatic. If you don’t plan for the future today, you 
may find tomorrow’s too late.

While the immediate response to COVID-19 
has taken our focus we need to consider how 
this will accelerate a change in consumer 
behaviour and what we need to do to stay 
ahead.

Real estate businesses that could quickly 
move to virtual viewings succeeded during 
the lockdowns while others floundered. 
Having a management system and the 
ability to be agile and move quickly is 

required to succeed as customer behaviour changes. The Chestertons’ London business 
came out of the lockdowns gaining market share from their competitors because the 
way they managed their teams and their ability to implement new solutions quickly gave 
them the jump on the market.

We must now focus on the next phase, readying ourselves for the new normal and the 
need to accelerate digital transformation, and what we must do “beyond” COVID-19 to 
be in a position to create value for the longer term.

Add to this mix a host of other changes that were coming anyway, from greater working 
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from home, accelerating e-commerce and shifting attitudes to digital privacy and the 
priority is clear. Leaders of real estate agencies need to quickly re-think how they will 
manage changing consumer behaviour to ensure they position their brand correctly, 
build foundations for lasting relationships, and use data and technology to optimise their 
business. 

But it’s not only digital - behaviour is changing 
in the way we think, who we support and 
want to do business with. 62% of consumers 
say they’re more likely to buy products 
from companies they feel are doing good 
for society and 29% are prepared to pay a 
premium for brands that contribute to the 
community. COVID-19 is a reminder of how 
quickly the ground can shift beneath your 
feet and it demands equally rapid and agile 
capabilities in messaging to customers and employees.

Home buyers are fast embracing the digital way of life. They now can gain access to 
all kinds of information with just the touch of their fingertips. More and more property 
searches are now happening on smartphones than desktops. Mobile devices are being 
extensively used to search for listings, locate a house, seek more information, call or 
e-mail agents directly, or watch videos during the search for homes.

A recent study suggests the following trends-
 – With the convenience of user-friendly apps and responsive website designs; property 

search through mobile has grown three times faster than desktop
 – 60 per cent of the property searches on the desktop are done during office hours (9 

am to 5 pm) while property searches on mobile devices are consistent throughout the 
day, with after office hours contributing significantly

 – More women are searching for property on mobile and spending longer time on their 
phone in the process

Online platforms have provided 
users with more options, quicker and 
easier. They are now becoming more 
comfortable buying on line and it may 
not be long before more significant 
transactions are done without the 
need for a human broker.
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The Importance of the Sales Person
However don’t think the sales person is gone just yet. Consumer behaviour studies, which 
examine how emotions, attitudes and preferences affect buying behaviour, are clearly 
indicating that when it comes to success in the real estate business, relationships still 
matter the most.

As computer software has evolved in a bid to help 
companies enhance the customer service experience, 
many have learned the importance of sharing. This 
means sharing the need of your clients with others 
in the business and allowing the customer access to 
what he/she is looking for.
This shift in consumer needs and behaviour has 
resulted in some real estate agents realising that the 
relationships they failed to build with their clients by 

not having a holistic approach, cost them dearly. Before the year 2000, every real estate 
agent operated as if the customer belonged to them, ignoring the fact that the customer 
will keep on shopping around until they find what they want. These estate agents held 
onto the customer and shared his/her needs with no one else in the company, even if 
they could not deliver what the client wanted.

In modern agency businesses with the new technology capabilities and good 
management means now once the customer enters the company, the entire team can 
operate together - servicing each and every need of the customer. The entire team must 
assist the buyer/seller/landlord/tenant as one person simply does not have the time to 
respond that quickly and be available at all times.

The building of customer relationships has now also blurred between what we knew in 
the past and the online world. Social gatherings created around sponsorships, events and 
other ways to physically get in front of our clients will always be valuable and they will come 
back when COVID-19 settles down however, now you also need to build a relationship 
within the social media world. Social media is having more and more influence as people 
lose faith in print media and other forms of advertising. Social media is now what people 
trust and must be carefully orchestrated to exude your brand values and reach out to 

Sales agents are not gone just 
yet, as research shows people 
still want a trusted relationship 
from a company that does good 
for society and contributes to 
the community.
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your audience. However, as with everything, social media, like traditional media is for sale 
and highly influenceable if you have the time, resources and money. This is where larger 
brands that have the clout to dedicate teams to social media have already begun to have 
the loudest share of voice.

Add to this new tech that allows you to 
automate the interaction you have with 
clients via social media and the incredible 
data that Facebook and others have that 
allow you to target your customers and you 
can build very intricate tools to mine these 
social media sites for new customers and take 
them down a pre-defined path to build trust 
through engagement to slowly win them 
over. This needs to be done even before they 
think of undertaking a transaction, before 
they decide they want to sell their house or 
look to rent a new place to live. As nurturing a client takes time and the companies that 
can invest in doing this will have the client hooked and ready to sell to when the time 
comes.

Those that are just trying to fire out ads on Facebook and buy key words to win a client 
that is already in “buy now” phase will be throwing their ad dollars into bloodied waters 
fierce with competition and wondering why they are no longer working. 

Chestertons has built a dedicated Social Media system that can be deployed by anyone 
that joins their brand, which actively reaches out into the market seeking buyers, sellers, 
landlords, tenants and then slowly wins them over. This system actually drives them 
along a nurturing sequence until they are ready to take action and then gets the client to 
book an appointment themselves directly into the calendars of the agents. The system 
can see into set calendars and add the appointment at times predefined by the agent, 
feeding a stream of warm leads and new relationships into the business where they can 
then be looked after through good old fashioned real world social activities.

Customer relationships are now blurred 
between the online and the real world. 
Agencies need to ensure that they 
develop both and utilise the latest 
methods to nurture clients early on in 
the discovery process, before they even 
make the decision to sell or move. Those 
that have built trust early will win the 
business. when it comes.
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So as customer behaviour changes real estate agencies need to prioritize their 
digital journeys and find new ways to engage and provide positive experiences.

In the past consumers tended to stick stubbornly to their habits, resulting in 
very slow adoption (if any) of new innovations that require behavioural change. 
Now, the COVID19- crisis has caused consumers everywhere to change their 
behaviours rapidly and in large numbers. Companies will need to respond and 
look at quickly implementing what the new consumer wants.

Behavioural science tells us that identifying consumers’ new beliefs and habits is 
central to driving behavioural change and those that do will win the hearts and 
minds (and wallets) of the market.

To succeed in the future agencies will need to share data, allocate the best 
person to the roll and utilise a continuing array of changing tools to better 
interact with their clients. To be able to do this you will need to be part of a 
larger organisation that can assess these and be able to bring new ways of doing 
business quickly to your market. You can no longer take your time, first mover 
advantage is becoming stronger and those that don’t adapt quickly will soon be 
left wondering what went wrong.
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Trend 5 | 
Winning and keeping the 
best staff – The War for 
Talent
The war for talent… this phrase was coined 
by McKinsey in 1997 and the battle has 
only become harder fought. Staff comply 
with the 80:20 rule, your top 20% of brokers 
will have 80% of the impact, not only doing 
the most deals but also helping others and 
attracting other great people.

Real estate is a people game and although 
the majority of this report has banged 
on about technology, people still play the 
largest role. But unlike in the past the best 
people now want the best technology as 
they know it can super charge their performance and fee earning ability. They want to 
work for an agency that can feed them leads. 

But it’s not only technology when it comes to people, they also want to work for a company 
that they can be proud of and looks after them both financially and emotionally, providing 
training, building their esteem and rewarding them appropriately for a job well done.

The agencies with the best people will eventually own the market, as Real estate is a 
service business and at the end of the day even with the best tech and systems in place 
if the person is terrible, all of that is blown. Also the best people are simply hugely more 
productive. It’s remarkable how much of a productivity kicker an organization gets from 
top talent. A recent study of more than 600,000 researchers, entertainers, politicians, 
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and athletes found that high performers are 400 percent more productive than average 
ones. Studies of businesses not only show similar results but also reveal that the gap 
rises with a job’s complexity. In highly complex occupations—such as real estate, where 
interpersonal skills and matching data with clients is required—high performers are an 
astounding 800 percent more productive. 

That means that if you have a team of B and C players and your competitor has a smaller 
team of A players they not only will be more efficient they will get to market faster, win 
more mandates and earn way more fees.

The late Steve Jobs of Apple summed up talent’s importance with this advice: “Go after 
the cream of the cream. A small team of A+ players can run circles around a giant 

team of B and C players.” Management 
guru Jim Collins concurred: “… the single 
biggest constraint on the success of my 
organization is the ability to get and to 
hang on to enough of the right people.”
So winning and keeping the best people 
is key to any agency’s success and to do 
that you need to make your agency “the 
only place to work”. You will need to be 

offering them not only the best place to work but also the best tools to work with, a place 

An A Team will out perform a team twice 
the size made up of B and C players. So 
winning and retaining the best staff is 
key. Great staff will also be attracted 
to companies that not only look after 
them financially but also look after them 
emotionally and that they can be proud of.
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where agents can both make more money than they could under any other brand while 
also being proud of their employer and having a fun time.

Don’t disregard either fun or respect in the agency business. A good real estate agent in 
many cases is a type A personality. They want to work hard and play hard and when they 
win they want everyone to know about it … even if some don’t say so :).

I have worked in business where we were the number one agency in town and the focus 
of management was to win and retain the best staff to maintain that position. A large 
part of senior management meeting time was spent assessing if any half decent person 
had been employed by our opposition and if so who would approach them to poach 
them to work for us. This tactic both destabilised the opposition, either they had to pay 
more to keep the staff member, pushing up their costs or they lost them and had to 
spend a huge amount of time recruiting and re-training a new person. Brokers would 
move to our firm on a lower commission because they knew they would have access to 
bigger deals and have a greater chance of winning them. A smaller slice of a much bigger 
pie was attractive. They also knew that they would have a lot more fun and be working 
for a much more highly respected brand.

To achieve this the company also focused resources on ensuring staff were looked after. 
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This is not just financial, as we mentioned earlier people are more likely to buy from a 
brand that looks after its community, equally staff are more likely to stay working for 
a company that sponsors events and sports they like and commits time and effort to 
charitable causes. We had days dedicated to charity where 100% of staff stopped work 
and went out into the community to do planned charitable events, selected by a survey 
of our clients. We entered the best places to work competitions in every city we had an 
office and formed teams of young staff members to help make the changes necessary in 
the business to win. In many instances, it took a number of years to actually get to first 
place but we did it and along the way built huge loyalty and had a great time with our 
staff.
McKinsey talk about the “Employee Value Proposition” or EVP, what employees get for 
what they give. “Gives” come in many flavours—time, effort, experience, ideas. “Gets” 
include tangible rewards, the experience of working in a company and the way its 
leadership helps employees. If your EVP is truly stronger than the competition’s, you will 
attract and retain the best talent. 

As technology and better work environments attract staff to move, the best people will, 
as they did in the firm we ran, congregate together and one business will become the 
dominant number one.
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Chestertons knows this and has built into its 
brand DNA, charity works, sponsorship of the arts, 
sports sponsorship that reflect the brand, such 
as Polo and rewards events and programs that 
create friendly competition and build esteem. 
It’s not only that the annual ski trip in Europe, for 
the year’s top performers is a fantastic time, it’s 
about being invited and spending time with your 
peers that are all exceeding expectations. To be able to fund and organise such events 
you need a certain scale – the end of year awards night costs tens of thousands of dollars 
but has over 300 people from all the offices together to celebrate the success of the year.

These things build company culture, a culture of respect, success, energy, fun and 
built around people. The war for talent will only get worse, if you don’t start to build 
a culture and company that is ready for the battle you will lose your top performers 
which will not only impact your bottom line it will also negatively impact your culture 
and ability to attract other high performers. 

In real estate agency success breeds success, the best staff want to work for the best 
companies and equally they happily leave the losers. This both builds a spiral of success 
for those that are doing it right and a death spiral for those that are not.

The companies that are the best place to work – both financially and emotionally will 
win the best talent and will eventually win the game. They will run the smaller players 
out of town and only a few brands will remain. This has already been seen in many of 
the more sophisticated markets and its coming to all markets soon.

So what is needed to stay ahead of the curve
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If you are in agreement about the 5 big 
trends that will impact every real estate 
agency in the coming years, you need to 
know what can be done to stay ahead of 

the curve and ready your business for the 
inevitable. 

There are countless stories of companies that failed to either see what was coming  or 
failed to act quickly enough that they could keep up with the changing environment. If 
you don’t start to take action before it’s an issue you will likely be playing catch up and be 
overrun before you can reengineer your business for the new normal.

It’s crazy to think that 88% of the Fortune 500 firms that existed in 1955 are gone. These 
companies have either gone bankrupt, merged, or still exist but have fallen from the top 
Fortune 500. Most of the companies on the list in 1955 are unrecognizable, forgotten 
companies today. As the life expectancies of companies continue to shrink, organisations 
must be more vigilant than ever in remaining innovative and future-proofing their 
businesses. 

There are countless examples of business that very quickly saw their fortunes change 
when the market pivoted in a new direction.

Take BLOCKBUSTER Video, the home movie rental giant, which was founded in 1985 and 
became arguably one of the most iconic brands in the video rental space.  At its peak in 
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2004, Blockbuster employed 84,300 people worldwide and had 9,094 stores. Unable to 
transition towards a digital model, Blockbuster filed for bankruptcy in 2010.

In 2000, Netflix approached Blockbuster with an offer to sell their company to Blockbuster 
for US$50 million. The Blockbuster CEO, was not interested in the offer because he 
thought it was a “very small niche business” and it was losing money at the time. Only 17 
years later, Netflix had 103.95 million subscribers worldwide and a revenue of US$8.8bn.
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What can an owner of a successful real estate 
business do to ready themselves for the future 
and position their business to take advantage 

of what’s to come?

You Need:
Scale, a Globally Recognised Brand and Tech.

Scale  
The normal benefits of economies of scale 
are still there but as technology increases 
in speed and the need for a strong online 
presence becomes more important scale 
also adds a few other huge advantages. 

First of all, it provides the cashflow and 
profitability to have dedicated internal 
resources within the company that can 
focus on what new technology platforms 
should be utilised and how to get the most 
out of them. Smaller agencies with one or two offices will simply not have the resources 
to dedicate teams to do nothing else but assess the next great gadget. As an owner I’m 
sure you will already be inundated with emails and sales people trying to sell you the 
next greatest CRM, virtual tour software or wing ding. To even have the time to talk with 
these sales people to eliminate the poor ideas is time consuming enough but when you 
actually find something that you feel could move the needle, many will simple not have 
the time to actively peruse the opportunity. 
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As referred to earlier, technology is great but it still needs to be used and activated by 
people. As a small business it is a huge cost and risk to take on a new piece of technology 
as you then need to learn how you will integrate that into your business. What extra 
staff you may need to employ, what job descriptions they should have and what bonus 
scheme they should be on to measure their success. Then comes the training, the trial 
and error and the move of company culture to really benefit from the investment in the 
technology.

We see over and over again smaller business taking on a new piece of technology but 
without the right resources and training in place it actually distracts from daily business, 
sucks up a huge amount of time and ultimately ends up as a failure because it has not 
been implemented properly and the business has not brought into using it.

If, however, you have a large organisation you can have dedicated teams assessing the 
many options and then you can run pilot implementations, iron out the bugs, tweak the 
system to suit your company culture and 
the way your staff do things and then put 
in place training, HR policies and rewards 
and recognition to entice people to use 
it. More importantly you can prove it 
works in one part of the business before 
asking others to use it. People are much 
more likely to get behind what they have already seen has been successful in another 
office and have been assured by their peers that it’s worth the effort. Without scale 
implementing new technology is risky, expensive and much, much more difficult.

Scale also allows a business to gain significantly more dominance of social media and 
Google searches. First of all, they will have the resources to undertake paid advertising 
in these mediums. Do not be under the illusion that Google does not favour its paying 
clients when it comes to search ranking. Also the way that algorithms work - they prefer 
brands that have scale as they make more noise and have more people actively searching 
for them. If you are a small agency hoping that someone will find your site when they 
type property for sale in XX location you will be in for a battle as the larger brands will 

Without scale you cannot access cutting 
edge technologies, you cannot influence 
social media, you need the resources scale 
brings to assess and evolve….
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dominate the top search listings and it is unlikely anyone will even see the very expensive 
website you have built. 

We have already seen this with the portals who came in and consolidated the listings 
from many agencies into one site and dominated the search traffic to a point that we 
now all have to pay them huge amounts of money to show our listings. Here again scale 
has its benefits as all of the portals offer significant discounts to the companies that have 
a large amount of listings and spend the most money with them, these discounts can be 
so significant that they can cover the costs of joining a bigger brand.

Scale also allows you to benefit from the wider organisations successes and learnings. If 
you are looking to start a new division or business line, to react to needs in the market, 
it is a whole lot easier if you can pull all the materials and resources you need out of a 
corporate intranet rather than starting with a blank piece of paper. Don’t make the same 

mistakes that you can be warned about by 
your partner offices. The benefit of sharing 
new ideas not only helps new business lines 
but can significantly reduce the costs of 
your service lines such as HR, accounting 
and marketing. Group ad campaigns can be 

developed and new marketing tactics and ideas can be shared. This allows you to much 
more quickly implement these and always stay fresh and relevant to your clients.

Then there is the elephant in the room… compliance … a word that now sends shudders 
down back of most real estate agency owners. Due to a combination of greater compliance 
in the business community in general and the fact that real estate has such a large asset 
value it has been used for money laundering and crooked deals. All of these quite rightly 
are being stamped out by governments around the world but a lot of the new regulations 
to thwart these issues have been put firmly on the shoulders of the real estate industry 
with huge fines imposed for non-compliance. These anti-money laundering laws added 
with data security and misrepresentation legislation make running an agency ever more 
onerous. Larger organisations can again dedicate teams to keep up with the legislation, 
provide training programs to staff and implement all important company policies and 

“All is connected… No one thing can 
change by itself”
Paul Hawken
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procedures. Chestertons has a company intranet called the “Chestertons Way Library” 
that contains literally hundreds of policies, procedures, job descriptions, manuals and 
training tools. These are continuously updated as laws evolve and new training modules 
added to the online training centre to ensure staff have been informed and understand 
what to do.

By being part of a bigger organisation small Real estate Businesses can free 
up their Managing Director›s time to do what they do best, build client 
relationships, find great staff and build the business rather than being bogged 
down in compliance and administration work. This freedom to again build the 
business and do what you enjoy will rub off on employees as you can build a 
better culture and quite frankly have a whole lot more fun.
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You Need Brand.
Like scale, a well-recognised brand 
has a huge impact on a real estate 
business and will allow it to dominate 
its market. For most people their 
house will be their most important 
asset and the biggest transaction 
that they will personally undertake. 
Also for the person the CEO chooses 
to oversee their new office lease, it 
could be a job limiting project – as 
statistics show over 50% of managers 
responsible for an office move, leave 
the job shortly after the move.  

The sale or purchase of property is obviously a major decision for clients and they will do 
anything they can to mitigate risk. 

Brands do exactly that - they mitigate risk in the minds of the consumer.

Effectively marketing a real estate agency 
involves building confidence and reducing the 
perceived risk to the client. Consumers of services 
may have different degrees of risk tolerance. 
Other than a few blessed “risk takers” and early 
adopters, most want to make a buying decision 
that is safe, substantiated and practical.

When I was climbing the ranks during my career, the adage was “Nobody ever got fired 
for buying IBM” (remember them?). Although they often didn’t have the best product, 
IBM was the market leader in terms of brand awareness, market presence and sales.

Market leaders are deemed to be safer bets than smaller players and start-ups. The 

“If you want to go fast, go alone. If 
you want to go far, go together””

African Proverb
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smaller the market share and revenue, the larger the perceived risk of purchase. Sales 
teams in companies with a weak brand have to make two sales. The first to sell the 
company as a viable, committed partner. The second, sell themselves and their abilities 
to undertake the sale. Conversely, agents working under a strong brand have the luxury 
of making a single sale: the product/service.

If you don’t happen to be one of the 
“Top 3” market leaders (yet), it’s the 
job of your marketer to mitigate the 
perceived (and real) risk in the eyes of 
the purchaser. There are many simple 
tools that the agent can use, including 
checklists and documentation to show 
that they have done this many times 
before and will not leave a stone unturned. A company with scale will have a library of 
these for you to choose from.

Becoming part of the Top 3 agencies in any market will also give your business a huge 
boost. Not only are you already sitting in a trusted and risk mitigating position you also 
now get to go to the pitch. This effect is particularly strong in commercial property where 
more often than not companies will get 3 companies to come in and pitch. Three seems 
to be the magic number, four is too many and two not enough. Even if you have the 
best offering if you cannot get to the table to pitch you cannot win. Being part of a 
recognised international brand can immediately put you in the mix and give your team 
the opportunity to pitch and win the business. This may not be as prevalent in residential 
real estate but it also plays a part.

Brand can also carry on its shoulders the mantel of community care, responsibility, 
expertise and experience. People implicitly believe that someone working for a major 
brand will automatically gain the knowledge and skills represented by the brands 
marketing, they will be more trusted and more respected. Brand can also carry heritage, 
Chestertons is one of the oldest real estate brands in the world, it brings with it that 
history and respectability and these attributes are passed to our partner offices.

You need to stand out - People are risk 
averse and will go with the brand that puts 
them at ease. A trusted, global, historical, 
recognised brand wins hearts and minds.
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Amongst the many benefits a strong brand brings is another highly valued in real estate 
and that is esteem and prestige. Chestertons grew out of the wealthy areas of London 
and still to this day represents High Net Worth clients and their properties in Kensington, 
Knightsbridge and Mayfair. The brand represents the upper end of the market and real 
estate is aspirational. If you have a very expensive home you do not want a low end 
brand placing its brand on your home, they don’t want a Remax or Purple Bricks sign on 
the front wall. They want a brand that also reflects their property and personal brand 
values in terms of prestige and value. It is very hard to penetrate the upper end of the 
market with a low end brand but this does not apply the other way around. Since real 
estate is aspirational, people will happily go with an upper end brand for middle market 
stock. If you want to open the doors to high value homes you need to go in with a higher 
value brand. As in most cases it is just as hard and time consuming to sell an expensive 
house as it is to sell a cheap one, however the fee for doing this can sometimes be vastly 
different. With the same number of agents and sales a higher end brand will always 
make more money. 

Finally there is 
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TECH
Much of this report has covered how 
the effects of new technology and 
methodologies will revolutionise the 
industry. So it is clear, going forward, 
you need to embrace technology to 
mitigate the risk of extinction. You also 
need to be working with a group of 
people that can help you not only select 
the best technology but also seamlessly 
implement it into your business.

I think this report has already made the case for tech so rather than repeating ourselves 
following are some examples of how this tech is already being used to win more business 
and how this tech is not all about the algorithms and computers but how the business 
embraces them and uses them to improve the experience for the client.

Chestertons builds its business around three key 
pillars – Brand, People and Platform. They look 
to improve the business around these three core 
areas to ensure they provide a client centric 
experience and better service the customer. They 
have embraced technology in each of these 
three key areas.

As an example they have a new piece of tech called “Chestertons-First” which provides 
off plan stock to all their key distributors simultaneously and “first”. In the old days, 
developments were segmented off and different units given to different teams so that 
there was not double selling of a unit. But now using a tech platform they can market 
the whole development day one to the entire world. The platform does not only allow 
them to feed the stock out to their selected distributors it also allows those distributors 
to link to their selected local partners and control that part of the relationship, even 
allowing them to set different commissions at the lower level. In this way through a deep 
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network of connections, what the company 
calls its Spider Web, they can reach out with 
a highly curated experience and total control 
to a very wide network. Partner offices also 
have access to the tech and can build their 
own instance and run their own master 
agencies. If a project is deemed suitable for 
international distribution with the click of a 
button the global head of Sales can release 
it to the full Spider Web.

With a global network of offices Chestertons also encourages referrals between the offices 
through a combination of tech and methodology. They have proven that an agent is 
more likely to refer business to someone that they know and trust within the network. No 
one wants to refer a great client to a muppet who will destroy their relationship, so team 
meetings, company get-togethers and the ability to share experiences is very important. 
Secondly, the referrer needs some comfort that there is a shared understanding of what 
the referral fee will be, so the company 
guidelines for teamwork clearly spells 
out each different scenario and what a 
recommended fee spilt should be. This 
guide has been endorsed by all of the 
office MDs and stands as the backstop 
if there is a dispute, it does however say 
that all deals are different and agents 
can agree any mutual fee share if they 
desire. The final piece of the puzzle is the 
security that the fee will get paid when 
the deal is eventually done, more often than not months later. This is where a bit of 
tech comes in, the company Referral Vault allows the referring agent to send the agreed 
terms to the other office along with some details and have the receiving agent confirm 
the terms. The system then monitors the deal through to completion and triggers an 
email to ensure the correct referral fee is paid when the deal is done. This combination 
of People and Tech can drive intercompany referrals and feed business throughout the 
network.
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Perhaps the most powerful technology is the company dashboard, this sits over the CRM 
system and helps make managers both data rich and knowledge rich as 

it simplifies the maddening amount of data into simple easy to understand charts and 
heat maps. These dashboards don’t only look at sales figures and market activity they 
also monitor the staff’s performance and allow managers to hone in on a weakness and 
provide the correct training to really take that agent to the next level. As an example, 
the company uses IP phones that track which clients are being called and how long 
each call takes. The dashboard feeds the sales people warm leads every morning and 
through a companywide methodology all agents come into the offices in the morning 
and do their warm calls (no longer are they cold calling). The manager can then bring 
up a dashboard that shows their team on a 3D graph which positions each agent based 

on how many calls they have made, how many appointments that they got and finally 
how many pitches they won. These ratios are measured and the company knows exactly 
where the sweet spot is and can quickly see staff that are falling outside the golden 
ratio. This is often not for want of trying - they may be making the calls and getting the 
appointments but simply are not closing, this stands out clearly on the 3D render and 
the manager can then provide the right training to help that person. There are endless 
success stories of agents that once having undertaken the training and knowing where 
they were going wrong, are soon storming up the leader boards and being invited to the 
annual ski rewards trip. As more often than not it’s just a little tip or better understanding 
an issue that can make all the difference. The company does not see this system as a tool 
to punish weak performance but rather to identify where help is needed to help make its 
staff more successful and make more money.
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Chestertons has called the system of how its manages tech, methodology and people 
together the “Chestertons Way’ and is now sharing this globally for the very first time in 
its 200 plus year history as it knows that for it to succeed it needs to build scale and is 
seeking the very best players in each market to join it on its journey to transform the way 
we transact real estate.

If you are a successful real estate agency 
owner that believes these trends are 
true and want to be part of the next 

generation of agents you should make 
contact with Chestertons to hear more 

about their offer. 
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The business is only looking for companies that are operating in the middle to 
upper end of the market as this aligns with their brand and they know that this 
sector will remain stronger in the face of automated agency. 
They are seeking owners that want to join a group of the best of the best and 
share their knowledge and receive the support and knowledge of the group. 

Unlike many other brands that have franchised, Chestertons is not about telling 
their partner offices exactly what they have to do, instead they are seeking 
people that are already local experts and then offering them an array of tools, 
technology and methodology that they can pick and choose from. Allowing each 
location to utilise what will have the most impact and will work in their market. 

There will obviously be some mandated uses of the brand to ensure brand value 
is enhanced for all but the underlying drive is to build scale, share technology and 
bring together the best minds in real estate agency globally to ensure everyone 
in the group is ahead of the curve and are the ones transforming the way real 
estate is transacted.
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Star Was came out the same year 
as the last guillotine execution in 

France (1977)

NASA was exploring space by the 
time scientists could agree on plate 

tectonics (1967)

Oxford University existed for 
hundreds of years before the Aztec 

Empire was founded (1428)

Charlie Chaplin died in 1977, the 
same year apple was incorporated

Harriet the Tortoise , who died in 
2006 , had seen Charles Darwin in 

person 

Time relentlessly marches on, now is the time to make a 
positve change to be ready for what is to come.



www.chestertons.com


