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Authenticity Is More Important Than Ever

48%

Only 48% of the general US population trusts businesses

20%

Consumers report that only 20% of brands have had a
positive impact on their lives
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Don’t Panic!

Consumers have expectations- we O
just need to meet them. 7 6 /O R————

76% of consumers expect companies to understand their
needs and expectations

State of the Connected Consumer Report, Salesforce

63% of customers expect companies to provide new
products/services more frequently than ever before.

State of the Connected Consumer Report, Salesforce
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A Homeowner’s Journey

From tracking your home
and browsing homes for

sale...

...to selling your home
directly



Our Agen da 1. Build the foundation- an authentic
relationship with the customer
2. Reinforce the foundation- strengthen
trust through transparency
3. Move on together- Tie new products back

to your core mission









What do Your Users Want? Ask Them!



Set Them Up For Success

Look at comparable homes — and pick those most like yours — to
see how much 2358 Bel Crest Cir might sell for.



KEY TAKEAWAYS: Build Your Relationship

Ask your users what they need
instead of assuming what they need

Surface all tools that set your users
up for success

Be clear and direct when explaining
how you’re here to help









Put Your User in Control



Tap Into Your User’s Emotions

Can you believe it? It's been a whole year since you bought your
home. And that’s worth celebrating

Take a minute to see how your Zestimate® has changed. Or find
ideas for improving your home and its value

Zillow, Inc.
1301 Second Avenue, Floor 31
Seattle, WA 98102
© 2006-2019

Privacy policy | Unsubscribe from this email | Update your preferences



TAKEAWAYS: Reinforce Your Relationship

Give your users a sense of control by
sharing insights about your product

Invite your users to influence your
existing products and features when
you can

Connect emotionally with your users
by celebrating wins along their
journey

Surface data/insights in a fun way-
not just at the end of the year









Apply What We Know

Ask your users Surface the tools Give your users a Connect with your
what they need for success sense of control users emotionally



Ask Your Customers What They Need;
Surface the Tools for Success




Give Your Users a Sense of Control



Connect With Your Users
Emotionally




Moving on Together

Build Reinforce Introduce



I’ve learned that people will forget what you said, people will forget what you
did, but people will never forget how you made them feel.



@ SN N
LON







Appendix



Sources

Slide 4 Slide 7
Image: https://unsplash.com/photos/lguU6sOKwZA Image: https://giphy.com/gifs/aladdin-KAhlONCZjCVA4
Edelman Trust Barometer Stat: Slide 27
https://www.forbes.com/sites/jaysondemers/2018/05/09/ho .
w-brands-should-be-working-to-fix-the-consumer-trust- Quote: https://blog.snappa.com/marketing-quotes/
crisis/#739dfc62554c Slide 28

Havas Stat: https://www.emotivebrand.com/if-you-want-a-
meaningful-brand-make-a-meaningful-impact/

Slide 5

Image: https://giphy.com/gifs/aladdin-worried-panic-
I[HD40OHwcgb0dO

Slide 6

76% stat: https://www.salesforce.com/research/customer-

expectations/

63% stat: https://www.salesforce.com/research/business-
innovation/?d=cta-body-promo-30

Image: https://sublimezoo.com/aladdin-disney-genie-
aladdin-apu-and-the-magic-carpet/
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https://blog.snappa.com/marketing-quotes/
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