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Zillow Social Media Cornerstones 

I. There’s no such thing as over-communicating 
I. Case study: #ZEarnings 
 

II. Data is your (best) friend 
I. Case study: #AskObamaHousing 
 

III. The consumer is the north star 
I. Case study: @Zillow 
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There’s No Such Thing As Over-Communicating 
Basic Principle 
● Nobody likes surprises 
 
Tip 
● When innovating with social, 

get cross-functional buy-in on 
your business objectives and 
marketing plan 
 Legal 
 PR 
 IR 
 Design/Brand 
 Customer Support 
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Case Study:#ZEarnings 
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Case Study:#ZEarnings 
Social ROI 
 Increased Investor Participation: Social integration allowed for x2 the 

number of active call participants compared to past quarters 
 
 Social Audience Growth: 7x # of daily followers the week of #ZEarnings 
 
 Thought Leadership: Positioned Zillow as a thought leader in social 

media, Investor Relations, Legal 



Case Study:#ZEarnings 
 
CNBC, Wall Street Journal, USA Today, 
Xconomy, Forbes, The Street, and more 
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Data is Your (Best) Friend 
Basic Principle 
● Leverage social data to drive real-

time audience insights that shape 
the narrative of your brand 

 
Tip 
● Build your social infrastructure in 

advance of the storm to prepare 
yourself for real-time opportunities 
 Community management, workflow,  

customer support integration, and 
reporting infrastructure  
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Case Study: #AskObamaHousing 

• Social listening 
dashboards 
 

• Social trends analysis 
 

• Custom app 
development  
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Case Study: #AskObamaHousing 
Social ROI 
• Brand authority & category 

leadership 
• Government relations 
• Traffic 
• Earned media 
 
 



Case Study: #AskObamaHousing 
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The Consumer is the North Star 
Basic Principle 
● The consumer always 

comes first. 
 
Tip 
● Align your social 

engagements with  
user personas 

● Understand the 
integration between 
paid, owned, earned. 

● Establish customer 
service SLAs 
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Key Takeaways 
I. Ask questions; set expectations 

I. What data is most important to your executive team?  
 

II. Iterate constantly on content 
I. Stick close to the data. Use social intelligence to drive business 

decisions. 
 

III. Plan ahead for your big moment 
I. Select strategic partners in advance of the storm. 
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Zillow Social Media Toolkit 
 
● Sprinklr  
 
 
 
● Crimson Hexigon  
 
 
 
● Google Analytics  
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#KeepInTouch  
● Email: whitneyt@zillow.com 
● Twitter: @WhitneyT 
● LinkedIn: http://www.linkedin.com/in/whitneycurry  
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