TRUST SELLS
How Top Agents Leverage Testimonials & Client Experience to Win More Business
Participant workbook  |  60-minute in-person course  |  Dynamic Directions
1  Your trust audit
Where would a prospective client find proof of your service today?
Google: __________________  Zillow: __________________  Facebook: __________________
Other: __________________  What is missing? _______________________________________
2  What makes a review persuasive?
Write three details that turn a generic compliment into credible social proof:
1. __________________________________________________________________________
2. __________________________________________________________________________
3. __________________________________________________________________________
3  A simple, ethical request
“Thank you for trusting me with your move. If you’re comfortable sharing your experience, would you leave an honest review? It helps future clients understand what working together is really like. Here’s the link: [LINK]. I appreciate your feedback either way.”
My preferred request moment: ___________________________________________________
My review link / QR destination: _________________________________________________
4  Platform comparison worksheet
Availability, pricing and features change; verify directly with each provider before selecting a plan.
	Platform
	Primary role
	My next step

	Google Business Profile
	Local discovery / public reviews
	________________

	Zillow
	Agent profile / consumer reviews
	________________

	Realtor.com
	Agent profile / feedback features
	________________

	Facebook Business Page
	Page recommendations
	________________

	RealSatisfied
	Surveys / testimonials
	________________

	RateMyAgent
	Reviews / marketing
	________________

	Testimonial Tree
	Collect / publish testimonials
	________________




TRUST SELLS | FIELD GUIDE
5  Measure it responsibly
Metric: ___________________________________   Source/platform: _____________________
Question asked: _______________________________________________________________
Number of responses: __________   Period: __________   Population: ________________
Claim I can accurately make: ____________________________________________________
6  Compliance checklist
☐  Feedback is genuine and attributed accurately
☐  I have permission before republishing a client quote or photo
☐  No undisclosed incentive or material connection
☐  No pressure to leave a positive rating; no review gating
☐  I protect confidential client and transaction information
☐  I check the platform’s current terms and applicable law
7  The five-step system
DELIVER → ASK → CAPTURE → SHARE → REFER
Service habit I will improve: ____________________________________________________
When I will ask for feedback: ____________________________________________________
Where I will collect it: _________________________________________________________
Where I will share it (with permission): __________________________________________
How I will stay in touch and earn referrals: ________________________________________
8  My 30-day commitment
ONE platform: _________________________________________________________________
ONE request trigger: __________________________________________________________
ONE weekly habit: ____________________________________________________________
First action / deadline: _________________________________________________________
Instructor notes / questions
_____________________________________________________________________________
_____________________________________________________________________________
_____________________________________________________________________________
_____________________________________________________________________________
_____________________________________________________________________________
Educational guidance only. Verify current platform capabilities, REALTOR® ethics requirements, advertising rules, and applicable state/federal consumer-protection requirements.


RealSatisfied Case Study | Measurable Client Experience
Anonymized seller report (Review + Full Survey), November 2, 2026. These figures describe the supplied report, not the real estate industry as a whole.
	Reported measure
	Result

	Total seller reviews
	1,208

	Overall rating
	4.9 / 5 stars

	Trustworthy — Excellent
	97%

	Professional — Excellent
	97%

	Communicative — Excellent
	95%

	Internet search
	10%

	Would use brokerage services again
	99% Yes

	Helpful
	96% Excellent

	Accessible
	96% Excellent

	Value for the money
	Not measured in this report


Teaching note: Review count is not necessarily the denominator for every survey question. Do not present these figures as independently verified transaction counts, conversion rates, or industry benchmarks.
Discussion
Which three measures would you use in a listing presentation, and why?
How would you measure “value for the money” without assuming that a high satisfaction score answers that question?
What survey sample size, date range, and methodology would you want before publishing a claim?


STORYTELLING | From Five Stars to a Human Story
A rating tells a prospect that clients were satisfied. A specific story helps them imagine what working with you could feel like. The best testimonials are authentic client accounts—not scripts written for clients to repeat.
The four-part client-story framework
	1  Situation
	What was the client facing? A move, uncertainty, deadline, life transition or difficult decision.

	2  Stakes
	Why did the outcome matter to this client?

	3  Experience
	What specific behaviors did the agent demonstrate?

	4  Outcome
	How did the client describe the result or the difference it made?


Real example: a verified RealSatisfied testimonial
A client described relocating during a difficult period, including the loss of her husband. Her review highlighted kindness, local expertise, attention to detail, teamwork, and the way a stressful purchase became a more positive experience. The power of this review is not a superlative; it is the specificity and emotional context supplied by the client.
Teaching prompt: Which words in the testimonial demonstrate empathy? Which demonstrate competence? What makes the recommendation credible?
Turn feedback into ethical marketing
Keep the client’s original meaning and words intact; use quotation marks only for exact quotes.
Ask permission before reusing the review, name, photo or sensitive circumstances in marketing; a public review is not blanket permission for every use.
Pair a short, accurately excerpted quote with a link to the original review when possible.
Do not imply that one client’s experience guarantees identical outcomes for everyone.
My story framework: Situation __________________  Stakes __________________
Experience ______________________________  Outcome ______________________________


WHEN TO MAKE THE ASK | A Natural Conversation
The first appointment is the time to establish a service commitment and explain how feedback works—not to demand a five-star rating. A review request should come later, when the client has enough experience to give an informed, honest assessment.
At the first appointment: set the expectation
Suggested dialogue: “My business is built on the experience I provide and the trust clients place in me. I ask every client for honest feedback when we finish working together—what went well and what I could do better. You’ll have an opportunity to share your experience privately and, if you choose, publicly. My goal is to earn that feedback through the service I provide.”
During the transaction: listen and respond
Suggested dialogue: “Before we get to the next step, how am I doing at keeping you informed? Is there anything I could do differently to make this easier?”
At or shortly after closing: invite an honest review
Suggested dialogue: “Thank you for trusting me with this move. If you’re comfortable, would you share an honest review of your experience? Your feedback helps me improve and helps other people decide who to trust. I can send you the link. Either way, I appreciate the opportunity to work with you.”
After the review: acknowledge it
Suggested dialogue: “I appreciate you taking the time to share your experience. Your words mean a great deal to me. Thank you for allowing me to be part of this chapter.”
What to avoid
Do not ask only happy clients to post public reviews while diverting unhappy clients to private channels (review gating).
Do not offer rewards in exchange for a positive rating, suggest a star count, or pressure clients while a transaction is pending.
Use a consistent, documented process, and follow each platform’s rules on solicitation and incentives.
My first-appointment language: __________________________________________________
My closing follow-up trigger: ____________________________________________________


GETTING STARTED | Your Online Trust Footprint
These are starting checklists, not guarantees of eligibility or particular review features. Platform interfaces, requirements, verification, and review tools change. Use the official sites below and check current policies before publishing.
Google Business Profile | business.google.com
Sign in with the Google account you intend to manage professionally; search for an existing profile before creating a duplicate.
Select the correct business category and enter accurate business name, contact information, website, hours and service area/address, as permitted.
Complete Google’s verification process. Eligibility depends on real-world customer contact and Google’s rules; some individual agents may need to use an eligible brokerage/location setup.
If eligible for reviews, find the “Ask for reviews” or review-link option in the profile dashboard; test the link before sharing.
Upload accurate photos and respond professionally without exposing confidential transaction details.
Facebook Page | facebook.com/pages/create
From your personal Facebook account, create a Page for your professional business; choose an accurate name and category.
Add profile/cover images, contact information, service area, website and an action button.
Check Page settings and the current availability of Recommendations/Reviews; this feature may vary by Page and interface.
Publish useful local or educational content and invite authentic recommendations where available.
Zillow agent profile | zillow.com
Sign in or register, then locate Zillow’s agent/professional profile creation or claim flow.
Verify your identity and license information; connect the correct brokerage and service areas.
Complete your biography, photo, specialties and transaction history where supported and accurate.
Use the profile’s current review-request or share-profile tools if available; follow Zillow’s review rules.
Realtor.com professional profile | realtor.com
Find the current agent/professional account or claim-profile flow and verify your professional information.
Confirm brokerage, contact details, service areas, biography and profile photo.
Check which recommendations, testimonials or review features are currently supported for your account; do not assume they work identically to Google or Zillow.
Preview the public-facing profile and correct any inconsistencies before distributing the link.


YOUR 30-MINUTE PROFILE LAUNCH CHECKLIST
	First 5 minutes
	Search your name and brokerage on Google, Facebook, Zillow and Realtor.com. Note existing profiles and duplicates.

	Next 10 minutes
	Claim or create one eligible profile; add an accurate headshot, professional bio, service area, contact information and brokerage details.

	Next 5 minutes
	Find and test the public profile URL and any review-request link supported by that platform.

	Next 5 minutes
	Prepare a neutral, honest-feedback request and save it as a text/email template.

	Last 5 minutes
	Choose a follow-up trigger and assign yourself a recurring calendar task to request and respond to feedback.


Profile links and status
Google Business Profile:  URL ____________________________  Status __________________
Facebook Page:  URL ____________________________  Status __________________
Zillow:  URL ____________________________  Status __________________
Realtor.com:  URL ____________________________  Status __________________
A review is the beginning of a relationship, not the end
When a review is received, thank the client appropriately, record the themes in your service-quality notes, request separate permission for broader marketing use, and maintain a relationship through valuable—not intrusive—follow-up.
Ethics and compliance reminders
Truthfully represent survey results: state the source, question, date range and response base when making statistical claims.
Follow the FTC Endorsement Guides and Consumer Reviews and Testimonials Rule, relevant state real estate advertising rules, REALTOR® Code of Ethics, brokerage policy, and each platform’s terms.
Do not fabricate testimonials, buy reviews, misstate endorsements, hide material connections or disclose confidential client information.
My one platform to complete this week: ____________________________________________
My next action and date: _________________________________________________________




