
Referral Mastery

Why do some salespeople struggle and 
others thrive. 

How to create a referral system that works 
you.



About our presenter, 
Ken Klank 

Ken Klank –President of Sales and Marketing, Citywide Title Corporation

• Ken’s belief is simple: “Our business grows because we help your 
business grow.” Ken believes that relationships drive the success of any 
business, from each employee to every one of its clients. Working 
collaboratively with each client to create efficient business practices and 
valuable business relationships—this has been a guiding principle from 
the beginning.

• It’s an approach that’s resulted in an overall balanced solution, 
ultimately helping clients work with less stress, earn more, and enjoy 
richer lives.

• Ken has been providing education and consultation to the Chicagoland 
Real Estate Community for the past 25 years. He has worked hand in hand 
with a multitude of Attorneys, Real Estate Brokers and Lenders who have 
started from very humble beginnings to extraordinary success stories.

• Ken has been with Citywide Title since May of 2004 and has helped 
this family-owned organization grow from just a handful of employees 
and just 3 offices to now over 19 offices and 80 plus employees

• Prior to Citywide Title Corporation, Ken was the owner of an 
independent business consultancy for ten years. His clients have ranged 
from small business owners with 1-10 employees to large corporations of 
25-1,000 employees.

• Ken is married with five grown children. Ken enjoys fishing, cooking, 
and attending sporting events and festivals throughout the Chicagoland 
area.



Learning Objectives

1. Harnessing Personal Motivation to Drive Referral Success

Objective: Understand how to channel personal commitment towards improving one’s life and supporting family 
into a powerful motivator for actively seeking and successfully obtaining referrals.

2. Goal Setting for Referral Acquisition

Objective: Learn to establish clear and specific goals for referral acquisition and develop strategies to meet these 
targets within set timeframes, enhancing focus and direction in referral activities.

3. Aligning Personal Values with Professional Practices

Objective: Identify and integrate core personal values into professional interactions and referral processes, ensuring 
that referral practices are not only effective but also authentically represent the salesperson’s personal brand.

4. Staying Present and Mindful in Client Interactions

Objective: Master the ability to remain fully present in client interactions, using mindfulness to foster genuine 
connections that are more likely to result in successful referrals.



Trust Factor

• Referral: Referrals come with a built-in level of 
trust. When a friend or colleague recommends a 
service or product, it carries weight because it's 
based on their positive experience. People are 
more likely to trust and consider a business that 
comes recommended by someone they know 
and trust.

• Cold Call: Cold calls lack this personal connection 
and trust. They are often perceived as intrusive 
or unwelcome, making it harder to build 
immediate trust.



Relationship 
Building

• Referral: With a referral, the relationship-building process is 
accelerated because the referrer has already established a 
level of credibility for your business. This can shorten the 
sales cycle.

• Cold Call: Cold calling requires more time and effort to build 
a relationship from scratch. Establishing trust and credibility 
starts at zero and must be developed over time.



Long-Term Client Value

Referral: Clients gained through referrals often have a 
higher lifetime value. They are more likely to be loyal 

and even become sources of additional referrals.

Cold Call: Clients obtained through cold calling may not 
have the same level of loyalty or satisfaction, as the 

initial relationship wasn’t built on pre-established trust.



Referrals

• When a peer-to-peer referral is provided to a salesperson 
that salesperson has a 75% chance of converting that 
referral to a customer.

• This fluctuates by industry but consider cold calling has a 
success rate of just 10 – 25% referrals win hand down

• First orders are placed in a much timelier fashion because 
trust has been already established



Referrals – Why do 
some struggle with 

creating a 
consistent referral 

base

• Most salespeople never become adept at 
consistently obtaining referrals even 
though many of their clients love that 
salesperson and the services the company 
they represent.



Some salespeople
• Have a self-limiting belief that asking for a referral 

is self serving and they are uncomfortable asking 
for one.

• Fear of rejection

• Perceived intrusiveness

• Fear of implication of poor performance

• Concerns about damaging relationships



Building Strong 
Client Relationships

• Overview: The foundation of obtaining 
referrals lies in cultivating strong, trust-
based relationships with clients. Satisfied 
clients who have a positive experience are 
more likely to recommend your services or 
products to others.

• Key Elements: Consistent communication, 
exceeding client expectations, 
understanding client needs, and providing 
personalized service.



Crafting an Effective 
Referral Request

• Overview: The way you ask for a referral 
greatly impacts the likelihood of receiving 
one. Your request should be clear, concise, 
and convey the value the referral brings to 
both the referee and the referred.

• Key Elements: Clear communication, 
emphasizing mutual benefits, and being 
direct yet courteous in the request.



Leveraging Positive 
Feedback

• Overview: Positive feedback and 
testimonials can be powerful tools in 
encouraging referrals. Showcasing client 
satisfaction increases your credibility and 
can prompt other clients to refer your 
services.

• Key Elements: Collecting testimonials, 
sharing success stories, and using positive 
feedback in marketing materials.



Providing Exceptional 
Service

• Overview: Outstanding service is often the best 
promoter of referrals. Going above and beyond 
for your clients creates memorable experiences 
that clients are eager to share with others.

• Key Elements: Quality service delivery, 
responsiveness, and adding personal touches.



Following Up and 
Showing Appreciation

• Overview: After receiving a referral, 
following up promptly and expressing 
gratitude is essential. This not only 
solidifies the existing relationship but also 
encourages future referrals.

• Key Elements: Timely follow-up on 
referrals, expressing thanks, and possibly 
rewarding the referring client.



Networking and Building a 
Referral Network

• Overview: Actively networking and 
communicating with other professionals can 
expand your referral base. This involves 
participating in industry events, joining 
professional groups, and maintaining a presence 
in relevant communities.

• Key Elements: Active participation in networking 
events, maintaining professional relationships, 
and reciprocal referral agreements.



Commitment to Personal 
and Family Betterment

• A salesperson with a strong commitment to 
improving their own life and that of their family 
possesses an intrinsic motivation that's difficult 
to rival. 

• This personal drive can fuel perseverance, 
resilience, and a proactive approach to their 
work.



Clearly Defined 
Goals:

• Salespeople with clear, well-defined goals 
have a roadmap to success. 

• They know what they are striving for, which 
allows for targeted strategies and more 
efficient, purposeful actions.



Staying Present with 
Personal Values:

• Keeping one's personal values and the 
things, they hold dear in the forefront of 
their mind can serve as a constant source 
of inspiration and motivation. 

• It ensures that their actions in the present 
are aligned with their core beliefs and long-
term vision.



Recommended

• What are your goals for the coming year
• You are 90% more likely to achieve your goals if you 

write them down in detail then just to keep them in 
your head.

• How will you help others and create personal motivation
• Let others you know who will support what your goals 

are
• This will provide you additional support

• Support something you believe in like your favorite charity, 
get others involved to support you.

• Make it your passion



Get motivated 
and stay 

motivated

• These aspects of motivation and purpose are essential for 
maintaining focus, energizing effort, and driving a 
salesperson towards achieving their professional and 
personal objectives. 

• When salespeople are deeply motivated by personal 
reasons, they often exhibit higher levels of engagement with 
their clients and their work, leading to better performance 
and, potentially, more successful outcomes in obtaining 
referrals and closing sales.



Create your 
referral system

• We will identify the many different tools that are available 
and commonly used in a referral system

• You will need to determine which you will use and then 
build your own system



Be a source for 
knowledge to 

your 
marketplace

• Purpose: Establish thought leadership and provide valuable 
content that clients can share.

• Action Steps:
• Regularly publish articles on the real estate market, 

home improvement tips, and community news.
• Include calls-to-action (CTAs) in blog posts encouraging 

readers to refer friends and family.



Email Marketing Campaigns

• Purpose: Stay connected with past clients and encourage sharing of content.

• Action Steps:
• Send out monthly newsletters with market updates and featured listings.
• Create a referral program announcement with details on rewards for successful 

referrals and include it in the email footer.



Social Media Engagement

• Purpose: Use social platforms to engage with a broader audience and encourage referrals.

• Action Steps:
• Share blog content, customer testimonials, and success stories on platforms like 

Facebook, Instagram, and LinkedIn.
• Host Q&A sessions or live virtual tours to engage followers and prompt them to tag 

friends who might be interested in services.



Texting Campaigns

• Purpose: Send personalized and timely messages that prompt immediate action.

• Action Steps:
• Implement a text messaging service for quick updates on new listings or market news.
• Text a referral reminder to clients after successful transactions or during seasonal 

promotional campaigns.



Phone Call Follow-Ups

• Purpose: Personalize the client relationship and gather feedback that can lead to referrals.

• Action Steps:
• Schedule regular follow-up calls with past clients to check in and offer assistance with 

their current or future real estate needs.
• During the call, gently introduce the referral program and its benefits.



Face-to-Face Meetings

Purpose: Strengthen relationships and 
convey genuine appreciation for referrals.

Action Steps:

Arrange coffee meetings or attend community events to 
stay connected with clients.
Discuss the referral program in person and hand out 
referral cards that clients can give to potential referrals.



Promotion and Communication

• Referral Tracking: Use a CRM to track the source of referrals and the stages of each 
referred prospect.

• Unified Messaging: Ensure that the messaging about the referral program is consistent 
across all channels.

• Regular Updates: Keep clients informed about the success of the program and share stories 
of clients who have benefited from the incentives.

• Legal Compliance: Make sure the referral program complies with all real estate regulations 
regarding client incentives and privacy.

• This referral system is designed to keep the real estate broker top-of-mind with clients 
across various touchpoints, encouraging them to become advocates for the broker's 
services and to actively participate in the referral program.



The referral system

Identifying tools that are available to 
you is an important step

Determining what tools your able and 
willing to utilize is equally important

Finally incorporating the tools that 
you choose into an active system is 

your next step

Your level of consistency in following  
your own referral system will 

ultimately play a key roll in your level 
of success



Monthly/Weekly message or 
narrative, to fuel your system 

• What is the economic forecast for 2024
• Is this a good time to sell my home
• What are the 7 best economical things you can 

do right now to increase your homes selling 
price

• What is my home worth in the condition it is in 
now

• Can I reduce my property tax bill
• How long due I need to be in home to refinance 

to a lower rate
• Love the house not the rate



What a system looks like – run on a weekly 
basis – Select your weekly message

Post on blog Send email Social media Text Phone call Face to Face 
meetings



Why referral systems like this are so effective

Consistency consistently 
builds and grows trust

Establishes a high level of 
dedication to your 

profession

People respect you for it When someone thinks of 
real estate, they think of 

you



Thank you for 
attending


