
credo
Coldwell Banker Realty is 
a place where the genuine 

care and goals of our clients 
is our highest mission.

We pledge to provide the 
finest personalized services 

for our clients. We strive 
to provide a smooth and 

streamlined transaction for 
each of our clients.

The Coldwell Banker 
experience is one that 

instills security and faith 
that each of our clients’ 
best interests are always 

tended to.

credo

credo

At Coldwell Banker, our real 
estate professionals and 

staff are the most important 
resource in our quest for 
excellence to our clients.

 
By applying the principals 
of trust, honesty, respect, 
integrity and commitment, 
we nurture and excel talent 

to the benefit of each 
individual and the company. 

The Coldwell Banker 
company fosters an 

environment where diversity 
is valued, quality of life is 
enhanced, individuals find 

fulfillment and the 
Coldwell Banker company 

is strengthened. 

coldwell
Banker
promise

1
A warm and sincere 

greeting. Use the clients 
name when possible. 

2
Anticipate and support a 

client’s needs. Always 
anticipate one step ahead. 

 3
A fond farewell. Give them 
a warm good-bye and use 
their name when possible. 

three 
steps of 
service

“We Are 
Trusted 

Real Estate 
Professionals 

Guiding 
People 

Towards 
Success”
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The Coldwell 
Banker Basics

1. The Credo is the principal belief of our 
Company. It must be known, owned and 
invigorated by all. 

2. Our Motto is “We Are Trusted Real Estate 
Professionals Guiding People Towards 
Success.” As real estate professionals 
we treat our clients and each other with 
respect and dignity. 

3. The three steps of service are the foun-
dation of Coldwell Banker Realty success 
and should be used in every interaction to 
ensure client satisfaction, retention and 
loyalty. 

4. The Coldwell Banker Promise is the basis 
for our Coldwell Banker work environment. 
It must be honored by all agents and staff. 

5. All agents and staff must complete 
regular and ongoing education that builds         
additional skill and excellence. 

6. The company promises to communicate 
changes and enhancements that require 
the support of our entire team. 

7. To create a pride of ownership everyone is 
encouraged to work together on projects 
that can affect their success. 

8. Each agent or staff member will continually 
be on the lookout for opportunities to 
improve the client experience and or   
company processes and communicate 
those opportunities to the appropriate 
person within the company. 

9. It is the expectation that each agent and 
staff member create a work environment 
of teamwork and lateral service so that all 
needs are joyfully met. 

10. To provide the finest personalized service 
for our clients, each agent and staff person 
is responsible for identifying and notating 
clients preferences. Including preferred 
communication method and best time to 
reach the client. 

11. Never lose a client. Quick response is 
imperative and the responsibility of each 
agent. Whoever receives a problem 
or complaint owns it and will follow it 
until  resolved. Active listening without            
interruption is encouraged.

12. “Smile – we are constantly on stage.” 
Always maintain a pleasant demeanor with 
clients and each other. (Use words like – 
“Good morning” “Nice to see you” “I’ll be 
happy to” and “My Pleasure.”)

13. Be an ambassador of your office in 
and outside of the office. Always speak       

positively. Communicate any concerns to 
the appropriate person.

14. Always escort your clients to and from 
open houses and for viewings. It is not a 
good practice to send them on their way 
without guidance or accompaniment.

15. Always use proper phone etiquette.  
Answer within three rings with a “SMILE” 
Use the clients name when possible. If 
needed ask the client “May I call you back 
shortly?” If a voicemail is required do not 
leave a long message always state your 
name, repeat your number and politely ask 
for a return call. 

16. Take pride in and care of your personal 
appearance. Everyone is responsible 
for conveying a professional image               
by professionally dressing yourself and 
grooming yourself appropriately.

17. Think safety first. Each agent and staff 
person is responsible for creating a 
safe, secure, clean and accident-free     
environment for all team members and 
clients. Be aware of all fire and emergency 
processes. Please report or correct any 
potential security risks immediately such 
as unlocked or open doors. During open 
houses please walk the house beforehand 
and identify the best escape route. Never 

turn your back on a visitor. Before leaving, 
walk the open house again securing the 
premises. 

18. Open houses and showings. Treat client 
houses as your own or better. Always help 
put the best foot forward when showing 
a property. Respect the owners wishes. 
Always speak to your clients as if the 
owner is present in the home with you. 
Turn on lights, open shades when possible. 
A bright home will show best.

19. Identify your top 20 clients and stay in 
regular communication with them. Show 
personalized appreciation for their support 
by calling, meeting and staying in touch. 
Do not forget to remind them in a sincere 
and thoughtful way that you are there to 
serve them and or friends and family with 
your professional real estate services.

20. Be a person of contribution, ask not what 
others can do for you but rather what 
you can do for others. At Coldwell Banker  
Realty we do not have a victim mentality 
rather we have a mentality of success 
where everything is possible, and we are 
blessed to have a world of opportunities. 
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regular and ongoing education that builds         
additional skill and excellence. 

6. The company promises to communicate 
changes and enhancements that require 
the support of our entire team. 

7. To create a pride of ownership everyone is 
encouraged to work together on projects 
that can affect their success. 

8. Each agent or staff member will continually 
be on the lookout for opportunities to 
improve the client experience and or   
company processes and communicate 
those opportunities to the appropriate 
person within the company. 

9. It is the expectation that each agent and 
staff member create a work environment 
of teamwork and lateral service so that all 
needs are joyfully met. 

10. To provide the finest personalized service 
for our clients, each agent and staff person 
is responsible for identifying and notating 
clients preferences. Including preferred 
communication method and best time to 
reach the client. 

11. Never lose a client. Quick response is 
imperative and the responsibility of each 
agent. Whoever receives a problem 
or complaint owns it and will follow it 
until  resolved. Active listening without            
interruption is encouraged.

12. “Smile – we are constantly on stage.” 
Always maintain a pleasant demeanor with 
clients and each other. (Use words like – 
“Good morning” “Nice to see you” “I’ll be 
happy to” and “My Pleasure.”)

13. Be an ambassador of your office in 
and outside of the office. Always speak       

positively. Communicate any concerns to 
the appropriate person.

14. Always escort your clients to and from 
open houses and for viewings. It is not a 
good practice to send them on their way 
without guidance or accompaniment.

15. Always use proper phone etiquette.  
Answer within three rings with a “SMILE” 
Use the clients name when possible. If 
needed ask the client “May I call you back 
shortly?” If a voicemail is required do not 
leave a long message always state your 
name, repeat your number and politely ask 
for a return call. 

16. Take pride in and care of your personal 
appearance. Everyone is responsible 
for conveying a professional image               
by professionally dressing yourself and 
grooming yourself appropriately.

17. Think safety first. Each agent and staff 
person is responsible for creating a 
safe, secure, clean and accident-free     
environment for all team members and 
clients. Be aware of all fire and emergency 
processes. Please report or correct any 
potential security risks immediately such 
as unlocked or open doors. During open 
houses please walk the house beforehand 
and identify the best escape route. Never 

turn your back on a visitor. Before leaving, 
walk the open house again securing the 
premises. 

18. Open houses and showings. Treat client 
houses as your own or better. Always help 
put the best foot forward when showing 
a property. Respect the owners wishes. 
Always speak to your clients as if the 
owner is present in the home with you. 
Turn on lights, open shades when possible. 
A bright home will show best.

19. Identify your top 20 clients and stay in 
regular communication with them. Show 
personalized appreciation for their support 
by calling, meeting and staying in touch. 
Do not forget to remind them in a sincere 
and thoughtful way that you are there to 
serve them and or friends and family with 
your professional real estate services.

20. Be a person of contribution, ask not what 
others can do for you but rather what 
you can do for others. At Coldwell Banker  
Realty we do not have a victim mentality 
rather we have a mentality of success 
where everything is possible, and we are 
blessed to have a world of opportunities. 
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