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Turn the Worst of Times into

the Best of Times

The best of lmes?

You bet. Consbder that:

Onver the past flve years, the number
af homes sold has skyvrockebed from a
tatal of &2 million units in 2000 o
an unprecedented 8 million units fn
M)A, & S2Y% Encreats,

In the same pericd, the average
American home increased o price by
A2, froim 3151000 to mome than
F 200,000 last year.

The wotal commission income wens
erated in the real estabe indwstry lke-
wise increased, from $58 billion in
20010 o 5103 billion in 2005, a3 75%
hiki.

From a personal standpoint, al
GMAC Real Estate, we have seen a
tremendous growth tn the number ol
new offices. Last vear, we loensed
me than 100 new offlces, a 355
InCrease over 2001,

And the worst of times?
3 ] Make na mistake:
n 1859, Charles Dickens penned the most famously  Owver the past five years, commis-

slon rates have plummeted from &%

paradoxical opening of any book ever written in to 4.9% nationally, due in part to

pressune from agents who discoun

CoMmmissions,

was the worst of times...” Productivity per agent has
declined over the past five years lo

Dickens had no way of knowing that, nearly a century an average of just 6.49 closed units

Wi person i1 2005, a 16% decrease,
and a half later, his words could be applied to those of ] Fr'm,, 11:4:53 through 200 ff:c,;;,:
apgent income increased. But fn 2005,
the industry showed a decline in
average agent income and the projec.
tions tor 2006 indicate an even steep-
er decline.

The inventory of unsold homes
has been on the rlse over the pas
flve years, showing a % increase
froan 206800, bBut & 16% increae rom

Tale of Two Cities: “It was the best of times. it

us in residential real estate,
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2004 o 20005, The numibes of wnits
currently in unsold listing inventory
i5 the highesi in 19 years.

Research fiom Farris Intersctive
each year conducts consumer sur-
weys that rate the prestige of various
occupations. Im the most recent
study, an anemic 5% of consumers
held real estate agents in “high
esteem. "

Wihal a travesty.

S0, om the one hand, it has been an
exiraonclinary era in our Indusirys
history. On the other, it is a time of
unprecedented turbulence, a time
that should shake every one of us to
the wery roots of our business peyches.

What's the selution?

More than ever, we must add value
0 our customers” experiences and
excecd their expectations In the
process, Doing so i the only way our
industry—and  our  respective
cargsrs—will fourdsh in the years
and decades to come,

From this point forward, sellers
will search for agents with the skills
and know-how to make sales in
tougher times. They'll seek and slgn
with agents with genuine expertiie;
agents who are trusted advisors in
the truest sense of the word and who
have the experience and skills neces-
sary 1o navigate and negotiate stress-
Ful sitiaations,

All of which confroms ¢ach of us
with an exceedingly Important
chcioe o make,

We can pursue a low-price, low-
service madel, like many of our com-
petitors who have chosen to com-
pete solely on price. Or, we can hold
on o our commissions by offering
value-based, comprehensive senvioes
that are made even stronger through
the convenience of one-stop shop-
ping that further justiftes premium
COTmmissions,

If your plich Is price, you are
standing flat-footed in the middle of

a slippery slope. If you compete on

value, you can stay ahead by inno-
vating the way you work.

Innowvation is not the s hing
a3 chanmge. Il s about creating now
value. Innovation is taking an idea,
big or small, and acting on it in a
new way that creates more value for
the customer,

%0 how do we connect the dots in
a way that stems the tide of commis-
slon erosion?

One step in our prescription for
innovation calls for the agent and

More than ever, we
must add value
to our customers’
experiences and
exceed their expecta-
tions in the process.
Doing so is the only
way our industry—and
our respective
careers—will flourish
in the years and
decades to come.

the broker to provide the customer
with a true, single-source shopping
cxperience,

To most consumers, the residential
real estate process seems inefficient,
cumbersome and stressful, These per-
spectives are compounded by the
time compressson of wday’s lifestyles,

It seems, then, that this reality
walls for agenis and brokers o work
together in partnership to explone
ways by which the process might be
streamlined for the customer.,

AL GMAC Real Estate, we continue
to focus on giving more—specifical-

Iy, more value to our Customer. Cur
label for this greater service concept
is "Comprehensive Homeownership
Services.” Beyond just real estate, we
believe that it is imperative for our
companies to offer mortgage prod-
ucts, title Insurance, propenty Insur-
ance, closing services and home war-
rnty programs.

In a national survey of homeown-
ors, more than 70% of nEspondents
sabd that they would prefer o use a
company that provided one-stop
shopping. More than 80, mean-
while, said that such an offering
would actually enhance the value of
a real estate agent.

Withaut question, this fundamen.
tal improvement in the customer
experience will reguire unprecedent-
ed collaboration between agents and
brokers, | feel so strongly about this,
in fact, that 1 recently wrobe a &
Malnt Mrescription for Sweccess plan
for brokers and agents.

Oiffering comprehensive home-
ownership services is the ultimate
inmovation that Is also giving the
consumer precisely what they want.
If we can connect all the dots on this
comcept, everveone will win: cus-
tomer, sales pariner, broker.

Those in our industry wheo put this
innovatlve ldea Into actlon will ne
longer be just another agent, just
another real estate firm. Mor will they
e pabd as though they are [ust anoth-
er lypleal Hmited-service discountern

It's up to you. You must mow ask
and answer the question: In the next
five years, will you be simply dis-
counting your services, or giving
your customers what they desperate-
Iy want—outstanding service found-
ed on value? RE

Jofan Beosden f presidensl and CEQ of GMWAL
Home Servces. To get o free copy of Il
“Broker Report: 6-Poirt Prescriplion for
Success, © oW BO0-274-7661 (Travaciiie
soies) or e-madl michoe!_sason@igmochs rom
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