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Building Rewarding Relationships 
in a Competitive Market

The real estate industry is often referred to as a ‘game’ 
and the rules are constantly changing. Each province 
has its own set of challenges that affect the Canadian 
market and even the best provincial forecasts come with 
no guarantees. Starting in 2018, new mortgage rules 
prevent first-time home buyers from qualifying for the 
same price bracket as before – 20 per cent less, in fact.1  
This comes as an added challenge for many Millennials 
who are delaying the purchase of their first home when 
compared to previous generations. The Canadian Real 
Estate Association reports that sales dropped 5.4 per 
cent during 2017 and predicts an additional drop of 2.3 
per cent for 2018.2 With these and many other obstacles 
to consider, the challenge for agents and brokerages 
will be to stay responsive to these market shifts while 
sharpening their competitive edge.

Relationship building is essential in most sales roles but it is paramount in the real estate industry. In 2017, 87 
per cent of all buyers purchased their home through an agent and 39 per cent of home buyers relied on 
recommendations from friends, neighbours, or relatives to find their real estate agent.4 Word-of-mouth 
recommendations are effective because people trust their friends and family 
to give them sound advice. Research has shown that the typical seller has 
recommended their agent twice since selling their home and 33 per cent of 
homeowners recommended their agent three or more times after selling their 
home.3 For sellers who are between 37 to 51 years of age, that number jumps 
to 37 per cent.3
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of recent sellers used a 
referral or the same real 

estate agent they had worked 
with in the past.3

64%
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Building strong relationships may sound easy but it takes a conscious and consistent effort by the agent. It is 
important to get to know your clients on a personal level and try and see the situation through their eyes - find out 
why they are listing their homes and be empathetic to their needs. The process of buying or selling a house might 

be routine for an agent but to an individual 
it is often a huge life change with many 
emotional implications.

First time home buyers are taking a 
huge leap into a new level of financial 
responsibility, while an experienced buyer 
might be looking for more space. Empty 
nesters as well as the elderly will also 
have very different needs and emotions 
surrounding their own specific buying 
and selling process. A great agent will be 
sensitive to all situations and understand 
the unique transition that each client is 
going through.

All home buyers and sellers want reliable 
real estate professionals they can trust with 

such an incredibly important transaction. Being inaccessible or vague when addressing questions will not win 
an agent more clients; however, if you place a high value on customer service, know your market well, and are 
always transparent and honest with your recommendations, it will put your client at ease, building trust within your 
network and enhancing your reputation. Greeting cards to say, “Thank you”, or “Congratulations on your new home”, 
are a great touch and will surely bring a smile to the face of your clients. A quick email or call just to touch base, 
even when there’s been no movement on a deal is also a great gesture that shows you care and puts clients at ease 
when they are anxiously awaiting news.

Agents and brokers are always looking for ways to get new leads and gain the attention of their market without 
breaking the bank. The decision to invest in advertising during tough economic times is a difficult one for all 
industries, and equally true in real estate. While we know that advertising stimulates customer interest and lets 
potential clients know that your business exists, there’s no guarantee that the money spent will generate new 
business. Rewarding a customer after a purchase, sale or referral is a marketing initiative that comes with a little 
more control over your marketing investment than a newspaper or radio ad.
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Given the upcoming real estate forecast, now is the time to differentiate  
yourself from the competition and having a reward program is an easy way 
to distinguish your business while boosting referrals. Investing in rewards 
will improve relationships, generate more leads, stimulate repeat business, 
increase customer advocacy as well as create a greater competitive 
advantage for your business. Rewards can be used to attract potential buyers 
to an open house, encourage seasonal promotions, or as an incentive for an appraisal or home evaluation. Rewards 
could even be used within a company as a bonus for top performing sales agents. Agents and brokerages can 
use rewards to gain a competitive advantage in a crowded market because when all other factors are 
equal, potential buyers will seek an agent relationship that has a little something extra in it for them.

said that they would recommend 
their agent for future services.3

85%
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Twenty Years of Helping Home 
Owners Take to the Skies

In a referral based business, establishing trust from the first interaction is essential. For Tomas Sample, building 
his real estate business at Century 21 B.J. Roth Realty Ltd. in Barrie, Ontario has been about building personal 
relationships, but also understanding what people making life changing decisions appreciate.

“We see every client relationship as life-long,” expresses Sample. “We stay current in their lives even after the work 
is done.” While hosting Family Day skating parties and sending Christmas wreaths and care packages allow Tomas 
to keep in touch with past and present clients, catching the attention of prospective clients in a very competitive 
agent market is tricky. That is where AIR MILES has been an invaluable addition to his offering.

Over twenty years ago, B.J. Roth Realty signed on with the AIR MILES Reward Program, giving its agents a competitive 
edge like no other agency in the area. “When an agent sits down with a prospective client to sign a listing, and one 
of the first questions is ‘Do you collect AIR MILES Reward Miles?’- that has power to establish instant trust and seal 
a deal,” says Ron O’Neil, Training and Recruiting Manager for the brokerage.

Agents advertise their AIR MILES offering on their lawn signs, in print advertising, social media and on their personal 
websites. They also leverage AIR MILES at community events, such as in raffle draws at trade shows, creating an 
opportunity for future touch points.

“We stay current in their lives even after the work is done”
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For most people making one of the biggest purchases of their lives, travel is not in the budget for some time. “Our 
competitive edge makes that possible,” says O’Neil. “The people who collect Miles are huge advocates; they are 
people who go out of their way to make it part of a transaction.”

Sample reflects on one of his favourite stories about a client selling their home to move to the East Coast. “The 
parents were leaving, but the children were staying local,” he explains. “Because they could get Miles with the sale 
of their home, they were able to fly their kids to the Coast for Thanksgiving that year. Getting Miles is a closing gift 
that’s hard to top,” says Sample. “I really do love giving back to my clients, and giving Miles is the perfect way to say 
thank you.”

“The people who collect Miles are huge advocates; they are people who go 
out of their way to make it part of a transaction.”
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The Breakdown

Emerging Trends in Real Estate® 
- Canada and United States 2018

64% 7/10

93%33%

of sellers who used a real estate agent found their 
agents through a referral by friends or family.

buyers interviewed only one real estate agent 
during their home search.

of buyers 36 years and younger frequently used the 
internet during their home search process.

of sellers recommended their agent three or more 
times.

Competitive forces are causing owners, developers, and 
investors to rebalance their portfolios with the right deals, 
rethink how they grow in a high-price environment, and reinvent 
how they do business amid technological disruption and 
increasing regulation. Housing affordability concerns continue to 
reshape where and how Canadians live. They’re driving people 
to smaller cities in search of a less costly lifestyle and causing 
those who stay to rethink home ownership.   

Read More...
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Top 5 Ways Agents Can Use 
Reward Points/Miles

1
2
3
4
5

To Attract New Customers 
and Get Leads

To Stand Out from 
Other Agents

To Energize Open Houses 
and Trade Shows

To Draw Attention to 
Your Properties

To Get More Referrals 
and Repeat Business

If you don’t take care of your client, 
your competitor will. 
~ Bob Hooey
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