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Embrace tradition and modernity:
The equally important customer
relationship and modern skills
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igital marketing has become more popular nowadays as mobile

devices have become a necessity in our daily lives. In addition, due
to the impact of COVID-19 pandemic, not only our daily lives but also
our businesses are becoming more engaged in the digital world. The
estate agency trade inevitably has to evolve and advance with new
digital skills too as consumer behaviour changes. Nevertheless, we
should not forget that the estate agency business is customer-oriented
and one of the fundamental attributes of a successful estate agent is
to foster a long-term relationship with his/her clients. In this issue of
Horizons, we will revisit the traditional elements that help keep a good
customer relationship and also take a look into the modern skills that
could facilitate estate agents to build their business.
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The good tradition: Build a good customer
relationship

For all customer-oriented businesses, reputation is crucial. In order to
sustain the business in the long run and develop a successful career,
estate agency practitioners must not be short-sighted. Do not take any
shortcuts to close a deal but damage your brand. Always provide a
quality service to clients and leave them with a good impression.

Be a good listener, show empathy and understand the needs of clients.
Put yourself in your client’s shoes and provide useful advice.

With good word-of-mouth, clients may refer other potential clients to
the estate agent, assign them to resale, to lease their properties or even
purchase new properties in the future.

The modern skills: Advances in the digital world

After talking about the traditional ways of keeping clients, we need to
move on to explore the modern skills. In the digital world, there are
certain modern skills that an “advanced” estate agents should possess:

¢ Videography

It is common for estate agents to post property listings on different
online platforms. In order to successfully showcase the property
and attract potential clients, traditional photographs may not be
eye-catching enough, estate agents should equip themselves with
more advanced skills such as video shooting, editing, and other post-
production skills.

e Search Engine Marketing (SEM) and Search Engine
Optimisation (SEO)

It is important for estate agents to learn how to identify their target
audience on the Internet (e.g. by understanding their interests and
habits) so their listings or advertisements can be seen by them.
Secondly, in managing their websites and social media, estate agents
should thoroughly consider what content and design would attract
the target audience and how to enhance the click rates of the posts.

In this regard, estate agents should learn more about Search Engine
Marketing (SEM) and Search Engine Optimisation (SEO), which can
assist web pages in getting higher click-through rates in search
engines. It is also important to learn social media advertising skills
in order to gain a higher number of “likes”. Nevertheless, the most
important thing is to keep reviewing the web pages regularly and
make sure the information and listings are correct and up-to-date.
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* Customer database management

As strengthening customer relationships is essential for business in
the long run, practitioners should adopt new Customer Relationship
Management (“CRM") software to manage their customer database.
A good CRM software can help reduce time resources and prompt
timely reminders to your operation (e.g. your client’s birthday or his/
her lease will expire soon). Having said that, licensees are reminded
to be always careful in protecting the personal data of clients and
using them legally.

Conclusion

The traditional ways of doing business (especially neighbourhood
business) show how estate agents can build a close relationship with
clients and sustain their businesses. Facing new era and new generation,
the modern skills can help practitioners stand out and explore more
business opportunities. Combining the tradition with modernity is a
good move and can help estate agents become a better “5A" agent,
i.e. with “Adherence”, "Ability”, "Accountability”, “Advancement”
and “Affinity”.

To help licensees “advance” and equip themselves with modern skills,
the EAA offers various Continuing Professional Development (“CPD")
activities for licensees to join. One of our recent CPD courses, namely
“Video Production for Estate Agency Trade Using Smartphone”, is
exactly what licensees should not miss.



