
Great brands are built from strong communications  
and the delivery of world class customer service.    
Consumers’ perception of a brand is as a result of their 
aggregate perception of the brand communications 
and customer experiences.  

From the promises and images communicated by  
CENTURY 21® online marketing, century21.com, and 
national events and promotions, to the delivery of those 
promises by our agents at the dining room table during 
the listing presentation thorough to the closing table, 
CENTURY 21 Brand Perception is formed.

There is good news to report regarding the CENTURY 21 
2009 Brand Perception with consumers.  In a very difficult 
and competitive environment, our brand remained 
strong and resilient.  According to the 2009 Millward 
Brown Study, the CENTURY 21 Brand:

• Has almost universal Brand Awareness,

• Is The Most Recognized Name In Real Estate,

• Is an industry leader for Future Consideration 
   preference among active real estate consumers, and 

• Is an industry leader for Likelihood to Recommend 
   preference among active real estate consumers 
   aware of brand.

We are pleased with these results, but continue to strive 
to be the preferred real estate broker for all customers.

CENTURY 21: The Gold Standard.

Bev Thorne
Senior Vice President, Marketing

bev.thorne@century21.com

GOAL: MEET CUSTOMER NEEDS

HOW: USE LEADROUTER TO  
 MANAGE LEAD RESPONSES

Bev Thorne    
Senior Vice President, Marketing
bev.thorne@century21.com

The effective use of technology to meet customer needs in today’s 

marketplace can enhance any brand’s success.  Just having technology is 

not enough.  Properly integrating it daily and capitalizing on its capabilities is 

key.  Great brands leverage technology to boost customer satisfaction and 

improve operational efficiencies for the benefit of consumers.

The CENTURY 21 LeadRouterSM application can do that!  It can help assure 

you’re responding to customer inquiries quickly and efficiently.  When is the 

last time you reviewed your leads report?  Do you know how many leads you 

received yesterday?  Where your leads are coming from?  Which program 

generated the lead?  Do you know who is working the lead?  Do you know 

how quickly the customer received a response after contacting your office?  

These are all critical questions that impact the customer’s impression of you.  

Knowing the answers on a daily basis will empower you to improve 

operational efficiencies and delight your customers.

Take the LeadRouter challenge in 2010!  Make it part of your daily routine to 

check your LeadRouter report and monitor the responses to your marketing 

programs.  Know the percentage of your leads that are receiving a response 

and how fast.   Speed is a powerful measure of the customer experience, 

which heavily impacts their perception of you and the CENTURY 21® Brand.  

This daily discipline will place you on the gold path to growth and success! 

CENTURY 21: The Gold Standard.

THIS MESSAGE IS INTENDED FOR ALL CENTURY 21 SYSTEM BROKERS.

Brand Awareness And Preference
2009 Millward Brown Study

 
Total Brand Awareness

CENTURY 21:  97%

RE/MAX:  92%

Coldwell Banker:  88%

Prudential:  69%

ERA:  45%

GMAC:  35%

KellerWilliams:  33%

Weichert:  17%

Realty Executives:  15%

Most Recognized Brand In Real Estate
CENTURY 21:  43%

RE/MAX:  33%

Coldwell Banker:  20%

Leader in Future Consideration
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