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Erin Rush
Harcourts Wellington City

“Looking after customers”
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MEMBER 
RETENTION

Club thrive
1/6/22

ERIN RUSH | 
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New customers v retaining customers

5X

Acquiring a new customer can 
cost five times more than 

retaining an existing customer.. 

60-70%

The success rate of selling to a 
customer you already have is 60-

70%, while the success rate of 
selling to a new customer is 5-20%.

25-95%

Increasing customer retention 
by 5% can increase profits from 

25-95%.
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REFERRAL BUSINESS IS THE LIFEBLOOD OF REAL 
ESTATE

ü 92% of consumers trust word-of-mouth from peers and friends over advertising

ü 82% of ALL real estate transactions came through word-of-mouth referrals and repeat business

ü 21% of agents earn over 50% of their business through referrals

ü The average agent generates 42% of their revenue through repeat and referral business
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REFERRAL BUSINESS IS THE LIFEBLOOD OF REAL 
ESTATE

YEAR 1

First year every customer is new

YEAR 5

By my 5th year I’d sold 5 properties 
more than once (and one 3 x)

YEAR 9

At least ½ of my business is 
from a previous buyer, seller or 

friend
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ADD VALUE + STAY IN TOUCH

1. My past and present customers and clients

2. My potential clients who have made contact with me but have not yet transacted

3. Key centres of influence who can potentially refer large numbers of new people to me regularly

MY AIM IS TO LEAVE THEM BETTER OFF EVERY TIME I COMMUNICATE 
WITH THEM

3 MAIN GROUPS OF PEOPLE
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Surprise & delight

ü GIFT ON BEING UNCONDITIONAL

ü SPECIAL HATAITAI TEA-TOWEL FOR HATAITAI SALES

ü SETTLEMENT DAY GIFT VOUCHERS

ü ANNUAL HOUSE-AVERSARY CARDS + SCRATCHIES

ü ON 5 YEAR ANNIVERSARY A COURIERED SURPRISE GOODIE BOX

ü CHRISTMAS CARDS

ü THANK YOU FOR HELPING ME GET TO #1 GIFT BOXES
TO TOP 30 DEALS
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Surprise + delight
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Email - daily
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Email – weekly update
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Social media - instagram
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Social media - facebook
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Snail mail – BI-monthly
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REWARD LOYALTY
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BECOME OBSESSIVE ABOUT CUSTOMER 
EXPERIENCE
80% of brand building is about the behaviour of an organization and its people 
– not marketing
Inconsistent customer experiences erode the sense of reliability, predictability and dependability that underpin trust.

… today it is the EXPERIENCE a business creates that can make or break their trustworthiness
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FOCUS ON MAKING A GOOD LAST IMPRESSION

We’ve always been told that FIRST impressions are what counts

But, research has shown that our LAST impression of a product or brand is most significant in shaping our memory and 
perceptions of the experience.

Design customer journeys to finish with a bang in order to create an experience that makes your customers feel 
emotionally positive and remember you fondly.
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THANK YOU
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