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CRITERIA
1. How are reviews generated and collected?

Are there any restrictions or means to ensure that only real 
clients can provide feedback, or are non-clients allowed to 
review agents?  Can the agent influence happy clients to 
provide feedback and/or prevent or discourage unhappy 
feedback?  We’re looking at selectivity bias, systemic bias, and 
service validation methods/rules.

2. Who decides how/if agents participate?

Does the site, the agent, or the consumer control how and if 
agents participate? How does this impact the consumer 
experience? Can the agent opt-out?

3. How generic/specific are the questions?

How specific and useful is the data collected for consumers 
and professionals? How many and how specific are the 
questions to the consumer experience? Are the questions 
actionable, comparative, helpful, and unambiguous? (Does 
the rating category (i.e. "Personality") have a different meaning 
for different people?)

4. Is data available to brokers actionable to improve 
consumers’ experience? 

What data  (if any) is available at the broker level? Is the data a 
valid measure of key performance indicators, providing 
opportunity for training, coaching, and service improvement? 
Can the customer feedback data collected be used to improve 
the customer experience for future buyers and sellers?
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CRITERIA
5. How difficult is it for consumers to leave feedback?

How easy do the different platforms make it to provide 
feedback? How different is it for those invited and those not 
invited by their agent? How much registration information is 
required to provide feedback? Can agents block or prevent 
feedback from clients they did serve who want their voice 
heard? What other factors can make leaving feedback more 
cumbersome for buyers and sellers?

6. Are all reviews publicly available online?

Beyond validation, this measure of platform transparency is 
based on degrees of two primary factors: (1) To what degree 
can the agent or platform filter or manipulate consumer 
feedback and (2) is the data made public? The platform's 
policies and how they allow/assist in cleansing or hiding less 
favorable client feedback was considered.

7. How consumer centric is the platform?

For consumers, is the ratings data available transparent, 
unbiased, and representative of the service provided to past 
customers? What is the primary business model of the 
platform provider and how does this impact the consumer 
related to the benefits for the platform itself? How beneficial 
or potentially harmful is the data for buyers and sellers in 
selecting an agent to meet their needs? 

SCALE: Each platform is given a 1-5 star rating on each 
criteria. These results are averaged for each platform to 
create an overall rating. Details and reasoning provided on 
the individual platform review page.
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FIRST, WE’LL SHARE 
ALL PLATFORMS’ 

SCORES, THEN 
WE’LL DIVE DEEPER 
INTO THE RESULTS

FIRST UP: ALL SCORES
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Homelight RatedAgent RealSatisfied Realtor.com Yelp Zillow/Trulia

     3       5        2        2   4         4 

     3       3        3        3   4         3

     3       5        5        3   2         3

     2       5        4        3   2         3

     3       5        4        3   3         3

     3       4        2        2   4         4

     3       4        1        1   3         3

SUMMARY
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1. How are reviews collected? 

2. Who decides how/if agents participate?

3. How specific are the questions?

4. Is data available to brokers actionable? 

5. How easy is it for consumers to leave feedback? 

6. Are all reviews publicly available online? 

7. How consumer centric is the platform?
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TOTALS

6

Homelight

RatedAgent

RealSatisfied

Realtor.com

Yelp

Zillow / Trulia

0     2.5            5

Each platform is given a 1-5 star rating on each criteria. These results are averaged for each platform to create an overall rating.
Details and reasoning provided on the individual platform review page.

© THEREALDAILY.COM



NOW, LET’S DIVE 
DEEPER INTO THE 

INDIVIDUAL 
RESULTS

NEXT UP: DETAILED RESULTS
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HOMELIGHT
1. How are reviews generated and collected?

Agents are encouraged to invite clients via email link, but 
reviews are open to anyone (claiming to have worked with the 
agent) who provides basic personal information on the site. 

Options available when leaving a review are limited to 
interaction with the agent in regards to real estate related 
information or services provided. In the limited cases where 
agent profiles included reviews, a significant portion are 
identified as other industry professionals (mortgage, escrow, 
title, stagers) who are also encouraged to advertise on the site. 

The system allows for agent influence or bias. Customer 
validation methods were not addressed on the site.

2. Who decides how/if agents participate?

Agents are required to claim their free profile and sign a 
referral fee agreement to receive leads. Agents can request to 
be removed from the system.

3. How generic/specific are the questions?

Very generic. Includes an overall rating, a written review, and 
selecting from a predetermined list for "in what areas did 
(agent name) excel in?"
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HOMELIGHT
4. Is data available to brokers actionable to improve 
consumers experience? 

Brokerage level reporting on service results is not available or 
applicable.

5. How easy is it for consumers to leave feedback?

Either via agent invite or directly through the site, the required 
contact information is minimal. In fact, if not invited, it was 
more difficult to locate a specific agent than to review the 
agent once found. 

6. Are all reviews publicly available online?

The review platform on Homelight is not included in the site’s 
searchable parameters, and when checked, reviews from 
buyers and sellers, at least in several of the highlighted 
markets we checked, were scarce. 

There was little detail publicly available on the site specific to 
the review process or policies. Determining who, how, and to 
what degree submitted reviews are validated, rejected, or 
filtered was not possible given the available information.
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HOMELIGHT
7. How consumer centric is the platform?

Homelight's public marketing stresses how consumer friendly 
it is, and they do try to provide much more data than other 
systems regarding transaction history and other professional 
achievements or attributes, as well as interesting comparison 
tools. 

However, the referral fee model is always something to be 
skeptical about, especially when combined with a secret 
matching algorithm weighing undisclosed criteria as a means 
for matching buyers or sellers with "the best" agent to meet 
their needs. To survive with this model, "the best" agent would 
need to include those agreeing to pay Homelight's referral fee 
whenever possible or even exclusively. Homelight is a 
consumer facing "agent matching" or referral service; agents 
agree to pay a 25% referral fee when a transaction is closed.

HOMELIGHT’S OVERALL SCORE IS 2.86 OUT OF 5 STARS
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RATEDAGENT
Note: RatedAgent is also known in the industry as QSC 
(Quality Service Certification), for the certification they offer.

1. How are reviews generated and collected?

Surveys are required to be sent to every verified buyer and/or 
seller after each closed transaction as part of a Q/A program, 
typically sponsored by the brokerage. 

This is the only "closed-loop" feedback process we could find 
for real estate services. Customer validation is performed at 
several levels including direct access to company back office 
systems, the user licensing agreement and audits. To prevent 
agent selectivity, this is the only system that sends a paper 
survey when a client email address is either not available or 
intentionally omitted by the agent.

2. Who decides how/if agents participate?

Brokers may require participation in the service assessment 
process for quality control. However, the individual agent 
decides if they want to activate their public profile and can 
turn on or off their review data (it’s all or nothing). 

3. How generic/specific are the questions?

Surveys ask more than a dozen consumer centric questions 
on specific key performance indicators and there is an option 
to provide written comments.
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RATEDAGENT
4. Is data available to brokers actionable to improve 
consumers experience? 

Yes. The primary service offered is to facilitate an unbiased 
service assessment process along with a Performance 
Management Platform for managers, company leaders, and 
the individual agent. 

5. How easy is it for consumers to leave feedback?

An email with a link, or a paper survey is sent after every 
verified closing, no registration required. Among the simpler 
systems for clients to provide feedback.   

6. Are all reviews publicly available online?

The unfiltered results are available for individual agents to 
publish or not publish.  No cherry picking - agents are not able 
to omit specific ratings or comments, but can keep all results 
private until they are ready to publish.
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RATEDAGENT
7. How consumer centric is the platform?

This product appears to be the earliest platform designed for 
real estate professionals to collect customer service feedback 
only from verified buyers and sellers and after every closed 
transaction. 

Their system includes back office resources to manage and 
improve the customer experience.  Their primary business is a 
brokerage service assessment and quality control system.

RATEDAGENT’S OVERALL SCORE IS 4.43 OUT OF 5 STARS



REALSATISFIED
1. How are reviews generated and collected?

Email invite only. Terms of service state survey invitations may 
only be sent after a closed transaction, but there are no 
requirements or rules to prevent excluding select consumers 
from being invited.  If not invited, it does not seem possible to 
provide feedback. The system allows for agent influence or 
selectivity bias. 

2. Who decides how/if agents participate?

The agent decides if the data collected is published. Service 
may be sponsored (freemium or full version) by broker or 
association, but agent participation is generally voluntary.

3. How generic/specific are the questions?

Survey asks dozens of questions, sub-questions or parts; the 
system collects basic demographic, marketing, agent 
performance data, and either the option to provide a written 
testimonial if satisfied or to request contact from 
management if less than satisfied.
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REALSATISFIED
4. Is data available to brokers actionable to improve 
consumers experience? 

Many of the questions are actionable, and can be aggregated 
and reported on at the broker level. However, the presence of 
both selectivity and systemic bias in the data collection 
process will impact the value of available results to help 
improve agent performance or customer service to varying 
degrees. 

5. How easy is it for consumers to leave feedback?

An email invitation provides a link to start the survey process, 
no registration is required. There are noticeably more data 
points (questions or rating categories) being requested than 
any other system, in relative terms more time is required, but 
should not significantly impact response rates. 

This platform is among the simpler systems for clients invited 
to provide feedback. If the consumer is not invited by their 
agent or if the customer response indicates they are less than 
satisfied, they are effectively blocked from writing a review.  

6. Are all reviews publicly available online?

The agent must "approve" each review or it is not included in 
their review feed. RealSatisfied does not offer a searchable site 
for consumers, but gives agents options to publish the reviews 
they have approved on a personal page which can then be 
promoted or shared by the agent.
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REALSATISFIED
7. How consumer centric is the platform?

This product appears to be the most agent-centric ratings 
system available, with features designed to prevent and 
remove feedback from less than satisfied customers.  This 
platform suffers from both selectivity and systemic bias. 

RealSatisfied's primary business is providing agent marketing 
services specific to the collection and promotion of positive 
customer feedback, as a division of a company that primarily 
offers real estate agents websites and related services 
including marketing and lead generation.

REALSATISFIED’S OVERALL SCORE IS 3.00 OUT OF 5 STARS
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REALTOR.COM
1. How are reviews generated and collected?

Reviews generated directly on realtor.com are primarily 
collected via agent controlled email invite, but open to anyone 
who closed a transaction with the agent (or anyone claiming 
to have done so). 

The system allows for agent influence or selectivity bias. 
Customer validation is performed based on closing data when 
available or when reviews are flagged as suspicious. 

Note: realtor.com accepts reviews from two other sources - 
RatedAgent and RealSatisfied, which appear to represent the 
bulk of reviews available on the site. This results in an 
increased quantity of reviews, but since there is no clear 
distinction provided to the consumer (only source attribution), 
the rating given on this and other criteria is lower than it 
might have otherwise been, as the rating reflects the lowest 
score of the contributing platforms (lowest common 
denominator). 

2. Who decides how/if agents participate?

Realtors must claim their free profile for reviews to be 
displayed. All ratings and reviews can be turned on or off. 
Agents have the option to feed reviews from either 
RatedAgent or RealSatisfied. 
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REALTOR.COM
3. How generic/specific are the questions?

Questions include four generic categories and an overall 
rating. The categories are less actionable and are limited in 
scope/detail. Customer comments are required to submit a 
review directly, but for reviews from other sources, a customer 
comment is not required.

4. Is data available to brokers actionable to improve 
consumers experience? 

Realtor.com can provide traffic, marketing, and lead 
generation data reporting. Brokerage level reporting on 
service results is not available or applicable. May be helpful in 
coaching agents individually or for agents to independently 
self correct.

5. How easy is it for consumers to leave feedback?

Primarily, users are invited by the agent requesting a review, 
but have the ability to provide a review if not invited. 
Registration, including email address and transaction 
information, is required.
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REALTOR.COM
6. Are all reviews publicly available online?

All reviews submitted directly to realtor.com are displayed 
unless the agent turns off reviews or when flagged by the 
agent for further investigation. 

Due to selectivity bias, the results are not necessarily 
representative of agent performance with all consumers who 
actually closed a transaction with the agent. Further, 
realtor.com's rating in this category reflects the lowest score of 
the contributing platforms (lowest common denominator).

7. How consumer centric is the platform?

Appears to be a hybrid approach, aggregating three ratings 
platforms, each with very different standards and rules. While 
this increases the quantity of available reviews, the platform 
and data reliability suffers from the lowest common 
denominator issue mentioned above. Realtor.com's primary 
business is Realtor advertising.

REALTOR.COM’S OVERALL SCORE IS 2.43 OUT OF 5 STARS



YELP
1. How are reviews generated and collected?

Yelp offers an open platform where anyone can register a 
profile and review virtually any business. Yelp discourages 
soliciting customer reviews, as this creates a positive bias. 
Validation is done via algorithm and "Yelpers" (heavy users) are 
given more weight, while reviews from new users are often 
filtered out.

2. Who decides how/if agents participate?

Yelp users or agents can create a business profile. Agents can 
request to be removed. Options are available to enhance their 
profile or advertise on the site.

3. How generic/specific are the questions?

Very generic. Overall rating and written reviews are required.

4. Is data available to brokers actionable to improve 
consumers experience? 

Yelp can provide traffic/views data reporting. Brokerage level 
reporting on service results is not available or applicable.
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YELP
5. How easy is it for consumers to leave feedback?

It appears users are primarily invited by the agent requesting 
a review. Registration (creating a Yelp profile) is required. Easy 
for those consumers who are already Yelp users, not as simple 
for those that need to create an account and those reviews are 
frequently hidden as 'Not recommended' by the system 
anyhow. This is a point of frustration for both consumers and 
agents. 

6. Are all reviews publicly available online?

Sort of. About 20% of Yelp reviews are deemed to be fake 
and/or filtered as 'not recommended' (according to Yelp’s own 
data and other studies). Having reviews removed is very 
difficult, as is having filtered reviews (from real clients) 
displayed on the business page.
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YELP
7. How consumer centric is the platform?

Yelp is generally considered consumer friendly, but the 
platform was not designed or adjusted to address the real 
estate industry. 

Unfortunately, this problem poses a big concern for both 
consumers and agents when it comes to the reliability of the 
results specific to real estate agents. 

Yelp's main revenue source is business advertising; real estate 
does not appear to be a high priority or represent a significant 
piece of their business.

YELP’S OVERALL SCORE IS 3.14 OUT OF 5 STARS
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ZILLOW / TRULIA
1. How are reviews generated and collected?

Primarily agent controlled invite, but open to anyone (or 
anyone claiming to have worked with the agent in any 
capacity) who registers a profile on the site. 

Virtually anyone claiming a relationship with an agent can 
offer feedback. System allows for agent influence or bias. 
Validation is performed via algorithm, flagged reviews, and 
customer contact.

2. Who decides how/if agents participate?

Agents must claim their free profile to participate. Reviews 
can only be turned off by removing their profile completely.

3. How generic/specific are the questions?

Questions include four generic categories and an overall 
rating. Categories are less ambiguous than some other sites, 
but limited in scope/detail. 

Customer comment is required to submit the review.
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4. Is data available to brokers actionable to improve 
consumers experience? 

Zillow / Trulia provides traffic, marketing, and lead generation 
data reporting. Brokerage level reporting on service results is 
not available or applicable. May be helpful in coaching agents 
individually or for agents to independently self correct.

5. How easy is it for consumers to leave feedback?

Reviewers are invited by the agent requesting a review, but 
have the ability to provide a review if not invited. Registration, 
including email and physical address is required.

6. Are all reviews publicly available online?

All submitted reviews are displayed other than those deemed 
suspicious by their algorithm or when flagged by the agent for 
further investigation. 

Due to selectivity bias, the results are not necessarily 
representative of agent performance with all consumers who 
actually closed a transaction with the agent.

ZILLOW / TRULIA
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7. How consumer centric is the platform?

From what we can determine, they have the largest quantity 
of reviews, but suffer in the area of quality, as selectivity bias 
seems to result in an unrepresentative quantity of 5-star 
reviews. Their primary business is agent advertising.

ZILLOW / TRULIA’S OVERALL SCORE IS 3.29 OUT OF 5 STARS

ZILLOW / TRULIA
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