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I don’t mean the Sherlock Holmes mystery, 
although it is one of my favorites. 
 
No, I’m referring to an identity crisis of sorts 
that I’ve noticed seems to be common in 
many Brokerages.  
 
This is a question for Brokers and Senior 
Management: “What Industry is your 
Brokerage in?” stupid question? Default 
answer would be “Duh, Real Estate” 
 
I disagree. In my view a Brokerage is in the 
Services Industry, we, as a company, have 
customers. Our customers pay us for 
services: Phones, Email Accounts, Copiers, 
Offices, Senior Personnel to ask questions 
to, etc. they are all services. 
 
The only difference between us and, say, 
Geek Squads’ customers is that our 
customers all have the same job, and as a 
result, our Services are specifically tailored 
to meet the needs of that job. (Or should 
be). 
 
It might have taken me a long time to 
realize that if it hadn’t been for the wisdom 
of Lori Reece, who runs her Real Estate 
Brokerage as a Services Corporation. And 
having said that, lets lead into: 
 
“Services Corporation” or “Services, 
Corporation”? 
 
What’s the difference?  

 
I point this out because I don’t believe that 
a Brokerage can have one without the 
other. In order to provide quality, 
competitive services, you have to be 
structured. We all have “Inc” at the end of 
our name, but how many Brokerage 
Corporations actually run like a 
Corporation? Here are a few questions that 
might clarify my point: 
 

- Do you have Corporate Policies? 
(i.e. IT Security Policies, Acceptable 
Use Policies, Employee Policies, 
Privacy Policies, etc.) 

- Is your Corporation transparent? 
(Do your customers have the ability 
to gauge the structural and financial 
health of your Corporation?) 

- Does your Corporation have a 
structured Hierarchy? (Do your 
employees have a chain of 
command; do your “Managers” 
actually have autonomy to Manage? 
If you’re large enough, do you have 
C-Level personnel?) 

- Does your Corporation have 
structured Departments and Roles? 
(Do you have an IT Department or 
“just a Tech Guy”; do you have a 
CRO “Chief Recruitment Officer” for 
your organization? Or is recruitment 
a half-hazard approach involving 
different people each time?) 

- Does your Corporation have 
procedures? (Does every new agent 
see the same people in the same 
order to get exactly the same in-
processing experience as the last 
one?) 

- Does your Corporation have access 
to BI? (Business Intelligence is 
Critical, how long would it take your 
staff to generate a report detailing 



the historical trend of a specific set 
of business metrics, do they even 
know how?) 

- Does your Corporation listen to its 
customers? (Do you survey your 
Agents to find out where your 
perceived weaknesses are? Do you 
know what your Corporations’ 
current Approval Rating is?) 

 
I could spit out these questions for hours, 
but I think you get the idea. Looking at 
these questions I hope you see that in order 
to provide a truly competitive and stable 
service to your customers you have to have 
a solid foundation upon which to provide 
those services. Case in point, I’m sure every 
Broker out there has heard one of their 
staff members say at one point in time 
“That’s not my job” to one of their agents. 
 
Whoa. Talk about a big, red flag. 
 
But whose fault is that? Bad employee with 
no work ethic? I think not, that is a 
comment generated by a work environment 
and, yes, a Corporate Culture. When you 
hire a new employee, do you set out their 
“job requirements”, pat them on the back 
and sit them in a chair? 
 
Or do you hammer home that you are a 
Services Firm, and if they can’t answer a 
question or accomplish a task, it’s their job 
to guide the customer to someone who 
can? You should never hear “It’s not my 
job” 
 
Which, in the end is why I believe that you 
can’t have one without the other, you can’t 
be a successful Brokerage that merely 
thinks of itself as a big Corporation, and you 
can’t be a successful Services Firm if you 
don’t have a solid Corporate foundation. 

 
I Love My Nemesis 
 

Again, I’m an IT Manager, so I love 
technology. And I hate it. 
 
Technology can completely transform the 
very foundation of a Brokerage. It can 
transform its culture, its operations, its 
efficiency and growth. 
 
Or it can consume electrons. 
 
What is it that makes the difference? 
Structure, pure and simple. As I told my 
Broker when I was hired: “Technology is 
only as good as the Business Process it 
supports”. If your Company isn’t structured 
efficiently technology itself isn’t going to 
change that, you’ll just have expensive 
technology that’s supporting the way your 
business has always run. 
 
Technology doesn’t make a process, a 
process is what customizes the way 
technology operates.  
 
Having the best communications tools, 
hardware and software won’t make a bit of 
difference if your Staff never communicated 
well to begin with.  
 
I hear more and more from Brokers and 
Managers that “we can’t continue to 
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“Organizations are human systems. 

Built by humans --> Run by humans -

-> Serving humans.” 
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operate the way we have historically”, “Our 
industry has changed, the industries we 
depend on have changed, and our clients 
interact and view us differently”. 

 
I get a feeling that Brokers are mentally 
preparing themselves to Take The Plunge, 
but there is still a great deal of uncertainty 
as to what Brokerages are plunging into. 
 
To me, a great deal of this uncertainty 
within a Brokerage comes from a lack of 
Corporate Identity. Who are we? What are 
we in the business of doing? Are we actually 
structured to accomplish that? 
 
Where to start? I’d start with a Top to 
Bottom staff meeting whose sole purpose is 
to write the new, updated Corporate 
Mission Statement. Then schedule regular 
meetings to follow that keep that 
Statement on track. 
 
Your Staff is your company, invest in them 
and give them an identity. Bring in a Project 
Manager to help identify process 
deficiencies and guide your organization 
through the maze of Change Management. 
Meet with other Brokers and Managers to 
compare bullets on Operations and 
Structure, Corporate Culture, Innovation, 
etc.  
 
If things can’t be the same as they always 
were, then change is the only other 
alternative. 
 
I recently attended a local conference for 
Brokers and Managers for our Brokerages’ 
Brand Name, and what I saw the whole 
thing focusing on was “Change the way you 
operate” There was a lot of focus on 
analysis, restructuring and mergers. 
 

Our Industry is changing; we need to 
change with it. 
 
A mentor of mine has talked to me in the 
past about addressing an Organization’s 
performance challenges. She has 
consistently hammered into me the mantra 
that “Organizations are human systems. 
Built by humans --> Run by humans --> 
Serving humans.” 
 
We as Brokers and Managers need to begin 
re-evaluating our Structure and Corporate 
Identities, and start by taking a deep breath 
and realizing that it is not an over-night 
process. Start to finish you can expect your 
Corporation to dedicate two years before 
you can say the ultimate goal has been 
reached. Changing Culture, Process, 
Organization and Structure do not come 
easily or quickly. 
 
And if you need an incentive, you could 
always spell it out to your agents 
themselves: “We are starting a long process 
to upgrade our Corporation, from this 
moment forward, hold us accountable.”  
 
 
So to finish, Let me open this up to anyone 
who happens to read this, do you agree? 
Disagree? Think I’m off my rocker? Let me 
know! 
 


