
Understand  

how to justify  
your fee and  
show great value



Estate agents everywhere have been 
feeling downward pressure on fees 
during the last few years. With increased 
competition across the industry, low-cost 
online agents, and greater consumer 
education about fees, it’s tougher than 
ever to have a positive conversation with 
prospects about the fees you charge.

But instead of lowering their fees, smart 
estate agents are developing strategies 
for better communicating their value and 
offering more services to their customers. 
Before you’re tempted to cut costs so 
that you can lower the fees you charge 
to keep up with the agent down the 
street, evaluate the services you offer and 
communicate the value you provide.
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1. Explain your services and communicate regularly   
Most clients don’t fully understand what they get for the fee they pay you. We all say we can 
get the highest price for their home, or the best tenant for their property, but this isn’t always 
what customers care about.

Most clients actually care more about service when evaluating their satisfaction with an 
estate agent. In fact, one of the top reasons a client fires their agent is due to lack of 
communication - not low returns or high fees.

Be sure to communicate on a regular basis the value and services you offer your clients 
including:

- Setting the right price for their home  
-  Marketing the home effectively, generating interest 
-  Conducting viewings  
-  Managing negotiations  
-  Taking professional photos/videos/drone footage 
-  Professional copywriting for the advertisements  
-  Social media marketing  
-  VR tours  
-  Open homes 
-  Staging the home  
-  Creating beautiful market appraisal presentations   
-  Offering useful content and information  
-  Chasing up various people to move along  
 the sales progression    
-  Giving viewing feedback  
-  Offering different methods of sale  
-  Offering 24/7 help  
-  Creating a bespoke marketing service  
-  Listening to the client’s needs and goals 
-  Being available over different  
 platforms to chat to (phone, email,  
 in person, whatsapp, text, etc.)  
-  And more… 

Understand how to justify your fee and show great value



To compete with larger agencies as times change, it’s critical to always be improving 
your service. By adding technology and services to what you offer, you can provide 
more value without significant additional costs.

Consider adding technology services or tools to help with content, market appraisal 
presentations, social media marketing, or editing photos. 

By expanding the services and value you offer clients, you’re able to justify higher fees.
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2. Expand Your Services



3. Build a great team
A great team can be your biggest strength, a bad team your greatest weakness. It’s 
no good trying to justify your customer paying a higher fee because they get a great 
service from you, if they’re not getting the same great service from one of your team 
members. Create a great company culture which lays out all your processes (processes 
which justify your fee!) clearly for your team to follow.

You can do this by creating what’s called a ‘customer journey’. This maps out every step 
taken from when your customer first walks through the door, to when they’ve completed 
their property transaction. By doing this, your team knows the best next step to take, every 
customer leaves satisfied, and you can easily spot any gaps or issues in the journey. 

If you’re still unsure about what the customer journey is, or why you need one, CLICK HERE  
to watch a video from Mark Burgess explaining all. 
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https://iceberg-digital.co.uk/blog/what-is-a-customer-journey-and-why-your-business-needs-one


4. Charge for what your clients value
What are your customer’s main pain points? If you can find that out, and provide 
solutions to those pain points, customers will be more than happy to pay higher fees. 
Amazon has had incredible success by offering convenience for those with little time, 
who don’t want to wait for their order. With ‘one button click’ ordering, and next day 
delivery, many people pay more for the same product, simply because it solves their 
main pain point. 

How do you find out your customers pain points? You could do a survey via email, ask on 
your social media pages, ask your previous customers, or see what people are typing into 
Google by going to answerthepublic.com (a very useful site to get valuable insight into the 
most commonly asked questions).
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5. Be upfront about your fees
Once you’ve maximised the services you offer your customers and created your 
customer journey to make sure every client gets the best experience, it’s critical to 
communicate clearly about your fee. Be upfront about the fees you charge and what 
clients can expect to receive on your website.

Though there continues to be downward pressure on fees in our industry, there’s also 
more demand for great estate agency services than ever before. To position your 
agency for success in the future, take steps today to bolster your value and justify the 
fees your charge for your work.
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