


January 2020
• Operation Off-Campus

• 325+ Studio staff to move 100% remote
• Reduce Cost
• Attract Talent
• Improve morale

• “One CB” implemented

• Combining Franchise and Company Owned operations 
under one CEO/leader

• Legacy structure created silos and conflict
• Two (2) CMOs…Brand and The Studio
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CB Brand

• National Brand Advertising
• Drive Leads
• Recruiting
• Global Luxury
• Global Brand Culture
• Social Media
• PR

• Broker/Agent Products
• Design (listing & personal branding)
• Advertising/Local Media
• Website/Manage Leads
• Recruiting
• CB Company Owned Culture (Core 4)
• Events
• Field Support for Agent Engagement



March 2020





March 2020



• Announced a significant number of all marketing 
Studio members furloughed

• 3 days to decide who was furloughed and who was 
not and could not talk to teams

• Existing team:
• Pay cuts for exempts
• Reduced hours for non-exempts
• *Leadership took biggest cuts

Monday, April 6



















Only one real estate company has been guiding people home for 

114 years. No other real estate company understands the magic and 

power of home more deeply than the Coldwell Banker ® brand. It’s our 

profession and our passion to help people all over the planet find 

that special place where they can truly be themselves, where they’ll 

cry and laugh with those they love, and where they’ll make memories 

that last forever. We are the north star in this ever-changing world 

of real estate, timeless and trusted and true in guiding the most 

significant journey of any person’s life: the journey home.

GUIDING
YOU HOME.

©2020 Coldwell Banker Real Estate LLC. All Rights Reserved. Coldwell Banker and the CB & Star logo are trademarks owned by Coldwell Banker Real Estate LLC. Coldwell Banker Real Estate LLC fully supports the principles of the Fair Housing Act and the Equal Opportunity Act. Each office is independently owned and operated.
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Hometown 
Heroes















Creative Studio: Agent Personal Marketing 
Program – Design Concierge

Creative Studio: National and 
Local Marketing

Here are the latest week over week percentages. Dates range Sunday-Saturday.

Current WOW (Comparing week of May 3 to week of May 10)
Internal: +27.27%
Design Concierge: +9.71%

Comparing Q1 Weekly average to week of May 10:
Internal: -24.52%
Design Concierge: -17.43%

Week Over Week Percentages



Bring back services when demand occurred
Due to Covid, organization not confident to bring back even if demand was proven

Over Capacity

• The capacity used in our financial modeling includes open positions. The model will need to be revised once we have a final understanding of 
staffing post-COVID.

• To have an accurate picture of our capacity today (open positions were significantly skewing the data), I calculated a revised capacity based on 
actual FTEs for January through March. April capacity reflects furloughs only. It does not take into account hours reductions.

• Capacity does not include indirect labor such as director level and above or executive admins.
• Department Admin makes up 50-58% of non-billable time. This includes activities like non-project related emailing, which we know there's a ton 

of. This isn't surprising.
• Meetings (not project-related) make up 26-35% of non-billable time, with an increase occurring in March/April, which correlates with the increase 

in town halls and remote working, which often correlates with additional scheduled meetings.
• We had temps and freelancers in place January through March, which would have helped with the overflow volume.



Trying to control the demand
Create a process to review each job and report in Workfront

Creative Studio



First team to jump into action was Internal Comm/PR/Social used to be with the company owned 
team, shifted to Brand

We weren’t sure what team was responsible for what

Created content hub

Internal Comm, PR and Social



Competitive
Consumer
Messages



FAQs, internal comms, external 
consumer messages, social, sphere 
of influence, etc.

Agent 
Consumer 
Messages



Rush Requests Name Line of Business Entry

Ryan Gorman Consumer Town Hall Livestream Content Coldwell Banker Brand 4/1/20

COVID 19 Agent SOI HTML #10 Changes Coldwell Banker Brand 4/3/20

Virtual Education Expo Followup HTML - 4/13/20 Coldwell Banker Brand 4/6/20

Ryan Gorman Consumer Town Hall Livestream Presentation Coldwell Banker Brand 4/6/20

Ryan Gorman Consumer Town Hall Livestream InTouch/Imprev eCards Coldwell Banker Brand 4/8/20

Inman HTML5 Banner Ad Text Update Coldwell Banker Brand 4/13/20

Mortage/ReFi HTML Campaign Coldwell Banker Brand 4/28/20

Operation Outreach Week 2 Content Review Coldwell Banker Learning & Development 4/6/20

Operation Outreach Week 3 Content Review Coldwell Banker Learning & Development 4/13/20

Operation Outreach Week 4 Content Review Coldwell Banker Learning & Development 4/17/20

RealVitalize Coldwell Banker Learning & Development 5/7/20

COVID 19 Virtual Open House Property eBlast Creative Studio 4/1/20

Moxi Pre-List The Proof is in the Numbers Page Update 2020 Creative Studio 4/1/20

Moxi Pre-List Internet Marketing Advantage Page Update 2020 Creative Studio 4/1/20

Moxi Pre-List Online Impast Page Update 2020 Creative Studio 4/1/20

Moxi Pre-List Leading the Way Page Update 2020 Creative Studio 4/1/20

Shelter In Place Activities for Realtors Flyer Creative Studio 4/1/20

Listing Concierge Changes due to COVID-19 HTML Creative Studio 4/2/20

CBGL Moxi Listing Presentation 2020 Update Creative Studio 4/6/20

COVID 19 Agent SOI HTML #13 Creative Studio 4/8/20

COVID 19 Agent SOI HTML #15 Creative Studio 4/14/20

COVID 19 Agent SOI HTML #18 Creative Studio 4/22/20

Moxi REC/Seller Market Share Page Update 2020 Creative Studio 4/23/20

Listing Concierge Changes due to COVID-19 HTML- Copy update Creative Studio 4/27/20

GL H&E Worldwide Spring/Summer 2020 eCard Creative Studio 5/1/20

Global Luxury MOXI Listing Presentation Social Media Update Creative Studio 5/4/20

Design Concierge Brochure Creative Studio 5/5/20

Listing Concierge Consumer HTML Product Studio 4/8/20

TMAP for Agents Sign-Up HTML Product Studio 4/13/20

RealVitalize Campaign- Flyer updates Realogy 5/1/20

Branch Manager - Meeting in a Box PPT Realogy 5/6/20

NextDoor Heroes One Page Flyer Realogy 5/7/20

NextDoor Heroes Seller Presentation Pages Realogy 5/7/20

NextDoor Heroes Consumer Postcard Realogy 5/7/20

Virtual Ed Expo Series - Week 2 Agent eBlast Strategy Studio 4/1/20

Anniversay HTML eBlast and Social Media Asset Strategy Studio 4/6/20

CB C19 Recruiting Virtual Ed Expo HTML Invitation - 4/13/20 Strategy Studio 4/7/20

Welcome to Coldwell Banker Marketing HTML Strategy Studio 4/7/20

Awards Checklist Update - Logos & Disclaimers Strategy Studio 4/15/20

Team Enrollment Form Update Strategy Studio 4/21/20

Welcome Home InTouch Asset update Strategy Studio 4/21/20

Top 1000 Social Media Templates - Individual | Team | Office Strategy Studio 4/22/20

Cincinnati #1 Market Share in Units Social Image Strategy Studio 4/23/20

Recruiting eBlast - Wealth Builder Expo Series Strategy Studio 4/23/20

Virtual Listing Concierge Expo Eblast Strategy Studio 4/25/20

COVID 19 Recruiting & Retention HTML for inTouch Strategy Studio 4/27/20

Update the Coldwell Banker Marketing eBlast Strategy Studio 4/30/20

Virtual Meeting: Ryan Gorman Shares Vision HTML Strategy Studio 4/30/20

Core 4 Clients For Life: Project Guide - May 2020 Strategy Studio 4/17/20

Helgeson Platzke Group Fox News Copy Strategy Studio 5/1/20

Virtual Education Expo - Sue Yannacone Social Media Image Strategy Studio 5/6/20

Helgeson Platzke Stories Copy Only Strategy Studio 5/7/20

Core 4 Clients For Life: Online Shopping Giveaway Template Update Strategy Studio 5/7/20

Not fast enough, rush jobs, teams to the breaking points 
(ALTHOUGH C21 seemed happy, they stole our stuff)

https://nrt.my.workfront.com/issue/view%3FID=5e84ecd905814a60c1d49ce74114be21
https://nrt.my.workfront.com/issue/view%3FID=5e87932d00bd159e902e4204a3cdd21b
https://nrt.my.workfront.com/issue/view%3FID=5e8b74dc00bdabac53d8dc0979dd3130
https://nrt.my.workfront.com/issue/view%3FID=5e8baddf0124a93d3dfb904647c7ca96
https://nrt.my.workfront.com/issue/view%3FID=5e8e233700b4b2f2a48918826b873d49
https://nrt.my.workfront.com/issue/view%3FID=5e9489b4018c09471dd20a12da1f5bfd
https://nrt.my.workfront.com/issue/view%3FID=5ea89e4a013842eaec2b1d979902d2ea
https://nrt.my.workfront.com/issue/view%3FID=5e8b4067005f3a41e485c89541a03eef
https://nrt.my.workfront.com/issue/view%3FID=5e948f610167a0c2b62deaa99d00d21b
https://nrt.my.workfront.com/issue/view%3FID=5e99f14b015d9cd06e1def56986ea02d
https://nrt.my.workfront.com/issue/view%3FID=5eb4332000620e8bfa5a24af962c1f7f
https://nrt.my.workfront.com/issue/view%3FID=5e84b3de047e8af3e0158178220506dc
https://nrt.my.workfront.com/issue/view%3FID=5e84c71004a269c58d4d41c4023c0191
https://nrt.my.workfront.com/issue/view%3FID=5e84c7aa04a36dc94c8cca5a3cfe9435
https://nrt.my.workfront.com/issue/view%3FID=5e84c83e04a4725a648d3ebb0841699e
https://nrt.my.workfront.com/issue/view%3FID=5e84c8b804a510dcaf02a7d8f3b34f47
https://nrt.my.workfront.com/issue/view%3FID=5e84e03f04ce03cbce8f252007857048
https://nrt.my.workfront.com/issue/view%3FID=5e867a460110ef638fd07a8a3fff0e7e
https://nrt.my.workfront.com/issue/view%3FID=5e8b789c00b4b2b75d3cb247c02f96b0
https://nrt.my.workfront.com/issue/view%3FID=5e8dbd340036505bf38c3f83f4e36946
https://nrt.my.workfront.com/issue/view%3FID=5e95cd66024cb878c033cbaf4bad7fb2
https://nrt.my.workfront.com/issue/view%3FID=5ea08aad04605598afadded635d6678a
https://nrt.my.workfront.com/issue/view%3FID=5ea1ba0c004fd4f294b932322c8627ed
https://nrt.my.workfront.com/issue/view%3FID=5ea723d20081c9248faeb6c893fb841b
https://nrt.my.workfront.com/issue/view%3FID=5eac8a020159e0f65c8a61d61dcb4fb9
https://nrt.my.workfront.com/issue/view%3FID=5eb0932c031b63327cd9da0180579e4a
https://nrt.my.workfront.com/issue/view%3FID=5eb1d40e00525d5593d302abde9f2311
https://nrt.my.workfront.com/issue/view%3FID=5e8e68bc017ddaaf719b404d6cb34a3f
https://nrt.my.workfront.com/issue/view%3FID=5e949a2201c62cafc740cf846b9e5ef1
https://nrt.my.workfront.com/issue/view%3FID=5eac4a440155d3fce806e44c655b658b
https://nrt.my.workfront.com/issue/view%3FID=5eb32b4e01207295efef0893e4d607a3
https://nrt.my.workfront.com/issue/view%3FID=5eb4203e0047f6396e8327ede4dd0c64
https://nrt.my.workfront.com/issue/view%3FID=5eb420f50048ad5c0a30c3210e0629fe
https://nrt.my.workfront.com/issue/view%3FID=5eb42258004a6978115974e08d9564fa
https://nrt.my.workfront.com/issue/view%3FID=5e84d75f04f15eb8b5bf884a22b52a0b
https://nrt.my.workfront.com/issue/view%3FID=5e8b9b52011829de8409ca664563f998
https://nrt.my.workfront.com/issue/view%3FID=5e8ceae4027979c91f714abe43472c32
https://nrt.my.workfront.com/issue/view%3FID=5e8ceef70281e6ebef29ef88c0a4064c
https://nrt.my.workfront.com/issue/view%3FID=5e9775950386e62eb9f901159500bfd4
https://nrt.my.workfront.com/issue/view%3FID=5e9ef30902f41b5e441d749b777cf446
https://nrt.my.workfront.com/issue/view%3FID=5e9f50860367d4f3bf03d381df74a248
https://nrt.my.workfront.com/issue/view%3FID=5ea0d1eb0446875758803fbcb565e65e
https://nrt.my.workfront.com/issue/view%3FID=5ea19729002aee87dcdd33b5fdc7270c
https://nrt.my.workfront.com/issue/view%3FID=5ea1c7c000756a7927015d681db26edf
https://nrt.my.workfront.com/issue/view%3FID=5ea50f5d01e194c48031623fe08d1997
https://nrt.my.workfront.com/issue/view%3FID=5ea73c0800739ad484812a220374171a
https://nrt.my.workfront.com/issue/view%3FID=5eaafece0066cb59daa116409f0116f9
https://nrt.my.workfront.com/issue/view%3FID=5eaaff520066dd02646097a89a95f26a
https://nrt.my.workfront.com/issue/view%3FID=5e99b90f013e04c646d210bad80973b0
https://nrt.my.workfront.com/issue/view%3FID=5eac9f560194bad4eb27d9350b4a5a0e
https://nrt.my.workfront.com/issue/view%3FID=5eb2fe6a0103f40efa7ab8f87c690129
https://nrt.my.workfront.com/issue/view%3FID=5eb457f1008c6047f828c7db79f69174
https://nrt.my.workfront.com/issue/view%3FID=5eb4720200a3d97d084b0aaeb7a926e3








4,000+ 
Attendance/Expo!



#cbgoodnews









Immediately Following the COVID-19 
Outbreak in Mid-March:



May 2020

• Not back in offices yet
• Furloughed employees hard to bring back
• Sound KPI’s and metrics are key
• Demand is higher than supply

• SLA’s are suffering
• 2020 Performance objectives are out the window
• Nobody dresses up for video meetings
• It’s never enough!




