
3 tips to  
win back a  
lost instruction



Research tells us that a massive 60% of Sellers end up selling their home with their second 
agent, not their first. With this in mind, if you’re not targeting lost instructions, you could be 
missing out on a large portion of business and a huge chunk of profits each year. 

I recently even talked to an agent who said he preferred to be the second agent on a 
home sale or let – not only has the customer received bad service previously, so will be 
able to really appreciate your expertise, but they are usually a lot more realistic on the 
property price and agency fee. 

Yet how do you go about targeting these people  
who have already rejected your business without  
putting them off further? Read on for our top tips… 

So, let’s set the scene. You have been to value  
a property and to cut a long story short the  
Seller or Landlord has chosen to market  
their property with another agency.  
Very annoying we know, but all is  
not lost…
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1. Nurture, communicate, and be useful  
Possibly the most important part of bringing back a lost lead: continue to communicate with 
and nurture the customer. We’re not talking about giving them a weekly call to ask them if 
they’re ready to switch yet, we’re talking about useful, engaging content which can be sent to 
them via email or on social. 

If you continue to be useful, chances are the Seller or Landlord won’t mind you continuing 
to communicate with them, and there’s a higher chance they’ll click to read your 
content, keeping your brand name in their mind. They’ve already heard from you about 
how great you are, so leave out the sales pitch. A gentle and useful reminder is all you 
need to win them back.  

Make sure this happens regularly throughout the time they’re on board with another 
agent. While remaining useful, you may want to send them a blog a few weeks in which 
mentions what a good agent would have done for them by now (by now, your agent 
should be correctly marketing your property with professional photographs and bringing 
in plenty of viewings, generating lots of interest) or maybe a month in, you could send 
them an article about what to do if you’re not happy with your agent – perhaps the client 
doesn’t even know their next step and will appreciate the information telling them. 

They will be comparing you with the agency they are currently with, and you will seem 
head and shoulders above in comparison, especially if their agent isn’t communicating 
with them effectively.
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2. Create micro-targeting campaigns 
A lot of agents know how to target their local area with ads, but bringing back lost leads 
with micro-targeting is still a closely held secret. 

Did you know you can upload excel lists of contacts into your Facebook audiences? 
If you take the email and name of every person you have lost, and upload them in, 
you can create an ad which will target just those people on Facebook, Instagram, 
Messenger, Whatsapp and many more platforms. 

Why not try an ad with some of your success stories/reviews, or maybe one which talks 
about what to do if they’re not happy with their current agent. You’d be surprised at 
how this ad can reach the recipient at exactly the right time for them to click through 
and start considering you instead. 

The best thing about these ads is that they’re so targeted, only reaching those lost leads, 
that they barely take up any advertising budget, and you know if it spends money, it’s 
always reaching the right people. 

Of course, this can be a time consuming job, uploading an updated list every few 
days to ensure it’s continuing to reach the right people (you don’t want to send this 
ad to someone who’s already come back and instructed you, or who has already sold 
their home) but there are tools such as Hunt which dynamically update this list for you, 
meaning you know its reaching the right people without any time or effort from you. 
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3. Track your lost leads 
Tracking is so important for agents who want to reach the right people at the right time to 
convert them. The above are fantastic tips to put into place, but they are really the most 
effective as part of a tracking data system, as then you’ll know exactly where your lost 
lead is in the journey. 

Say you have a blog you’ve sent out about what a great agent should achieve for you 
within a month of instruction, and you see a lost lead has been reading it. So you send them 
a blog about what to do if you’re unhappy with your agent – again, they click to read. 

Finally, you may send one about a recent success story for a home you sold with just 3 
weeks on the market. Again, they’re reading it. This is a good signal that it’s time to call 
them up and have a chat about how their sale or let is going. 

Using tracking, you can figure out your customer’s journey, judge the best blogs and content 
which will make them take action, and understand at what point the frustrations with their 
bad agent starts. With so much data and information at your fingertips, you can’t lose. 

Put these tips into place, and you will open up a whole part of the market you previously 
wrote off as “lost”.  Not only does this increase the market share available to you, but it proves 
your worth as an agent against others in your area, meaning you can charge a great fee, 
and retain a great reputation. 
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