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Zillow Group, Inc. (NASDAQ: Z) (NASDAQ: ZG) houses 
the largest portfolio of real estate brands on mobile 
and the web that attracts more than 194 million 
people every month. Zillow Group is committed to 
leveraging its proprietary data, technology and 
innovations to make home buying, selling, financing 
and renting a seamless, on-demand experience for 
consumers. As its flagship brand, Zillow® now offers  
a fully integrated home shopping experience that 
includes access to for sale and rental listings, Zillow 
Offers™, which provides a new, hassle-free way to buy 
and sell homes directly through Zillow; and Zillow Home 
Loans, LLC (NMLS #10287, an Equal Housing Lender), 

About Zillow Group

Zillow Group Brands

Zillow’s affiliated lender that provides an easy way  
to receive mortgage pre-approvals and financing. 
Other Zillow Group consumer brands include Trulia®, 
StreetEasy®, HotPads®, Naked Apartments®, and  
Out East®. In addition, Zillow Group provides a 
comprehensive suite of marketing software and 
technology solutions to help real estate professionals 
maximize business opportunities and connect with 
millions of consumers. Zillow Group business brands 
for real estate, rental and mortgage professionals 
include Mortech®, dotloop®, Bridge Interactive® and 
New Home Feed®. The company is headquartered  
in Seattle, Washington.
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A Letter from Zillow Group’s 
Co-Founder & CEO 

Dear fellow shareholders,

When we founded Zillow in 2005, our goal was to 
bring ‘power to the people’ by providing a level  
of transparency in real estate that was never before 
available to consumers. From the start, we were 
focused on building a company that helps people 
make more informed decisions, contributes  
positively to our communities and was positioned  
for long-term sustainable growth.

Since that time, we have grown from a handful  
of employees in Seattle to a publicly traded company 
that employed more than 4,300 employees across  
15 locations in two countries, while generating over  
$1 billion in revenue1 in 2018. Just last year, we 
transitioned from an online marketplace for facilitating 
connections to one that is driving real estate 
transactions with the debut of Zillow Offers and 
Zillow Home Loans.2 While our business has grown,  
so has our operational and geographic footprint,  

and with it, our impact on society. As a company 
built on data, transparency and empowerment,  
we believe it’s our responsibility to provide greater 
transparency into our business. To this end, we are 
excited to share our first Zillow Group Sustainability 
Report, which provides an overview of our current 
environmental, social impact and governance (ESG) 
practices and achievements. 

At Zillow Group, we are dedicated to helping people 
find a home they love and can afford, and enable 
them to move as quickly and efficiently as possible. 
We develop products and services designed with  
the 194 million unique users who visit our mobile apps 
and website each month3 as our north star. Our 
reputation for providing leading products and services 
to consumers and our industry partners starts with  
a strong, inclusive culture that helps us attract and 
retain top talent in a variety of fields. 

Our culture has consistently been recognized by 
organizations like Fortune, Bloomberg, Great Places 
to Work, and JUST Capital. Our cultural foundation  
is also rooted in transparency and empowerment, 
supported by values that promote equity and 
belonging, innovation, integrity, teamwork and giving 
back to our communities. This ethos is as much 
employee-driven as it is management-driven and 
illustrates how we expect to treat our employees, 
consumers, partners and shareholders. Among these 
are our community partners with whom we work  
on The Home Project—our signature community 

engagement program—through which we are doing 
critical work to help address housing affordability, 
housing insecurity and homelessness. 

Going forward, we will strive to improve our 
sustainability efforts over time and, ultimately,  
drive greater social impact inside of our organization 
and in our surrounding communities. We will use  
the Zillow Group Sustainability Report in the future  
to track our progress on our key ESG initiatives. 
Longer-term, we hope to identify new ways to 
innovate and refine our ESG practices in the future. 
As you will see in this report, we group Zillow Group’s 
material sustainability initiatives into four categories: 
People, Communities, Platform and Footprint.

I’m extremely proud of our organization’s sustainability 
achievements to date and look forward to keeping 
you updated on our progress in future reports.

Sincerely,

Rich Barton 
Co-Founder & Chief Executive Officer

“While our business has grown, so has  
our operational and geographic footprint, 
and with it, our impact on society.”

1 Zillow Group 2018 consolidated revenue

2  Operated by Zillow Home Loans, LLC (NMLS #10287,  
an Equal Housing Lender) 

3 Zillow Group internal, 2Q19 monthly average
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Zillow Group is growing fast. Three years ago, we were 
a $644 million revenue1 company with approximately 
2,200 employees. By the end of 2018, through a 
combination of strategic acquisitions and organic 
growth, we employed more than 4,300 people and had 
more than doubled our annual revenue to $1.3 billion. 
We work hard to instill a collective ownership mentality 
in our employee base through transparent and 
understandable policies, using our core values as a 
common language, and by setting expectations that 
enable our employees to grow personally and 
professionally as the company scales in size.

As we grow, Zillow Group’s top priority is to develop  
a best-in-class culture and team. We have long  
said that our employees are our greatest asset,  
and that our culture is a direct reflection of what is 
important to them. Together, our team members are 
what creates a great place to work. We are working 
hard to build and maintain a culture of equity and 
belonging where everyone feels valued and has the 
support and resources to do the best—and most 
exciting—work of their careers.

Culture Built  
on Innovation 

Zillow Group culture is built on the shared purpose  
to empower consumers with a passion for innovation. 
Our people are a key reason employees love working 

at Zillow Group. As pioneers of data transparency  
in real estate, disruption is in our DNA. We build 
transformational tools and services that empower 
people and shape lives, and we constantly  
reimagine how people make decisions about  
all things home related.

Our reputation as an employer is one of a welcoming, 
rewarding, diverse and inclusive environment. Our core 
values act as a guide for employees, and inform how 
we interact with consumers, partners and each other. 
Our leadership principles emphasize serving others, 
removing obstacles and sharing vision and information.

Workplace 
Recognition 

Zillow Group is proud to be recognized as a top 
workplace in 2018 by the following:

 y Fortune 100 Best Companies to Work For (#69)

 y Fortune Best Workplaces in Technology (#6)

 y Fortune Best Workplaces in the Bay Area (#7)

 y Fortune Best Workplaces for Diversity (#38)

 y Fortune Best Workplaces for Parents (#31)

 y Fortune Best Workplaces for Women (#20)

 y Hired Top Global Employer (#20)

 y Fatherly’s Best Workplaces for New Dads (#37)

 y JUST Capital 100 Company (#69)

 y Bloomberg Gender Equality Index constituent

Our People

1 Zillow Group 2015 revenue

http://fortune.com/best-companies/
http://fortune.com/2019/01/17/50-best-workplaces-in-technology/
http://fortune.com/2018/03/01/best-companies-bay-area-2018/
https://fortune.com/best-workplaces-for-diversity/
http://fortune.com/best-workplaces-parents/
http://fortune.com/best-workplaces-for-women/
https://hired.com/brand-health-report?mkt_tok=eyJpIjoiT0Rsak5tRTVZbU5qTVRnMyIsInQiOiJCcGxUV3ZDeTZCVXFzOFJaYmdnOWJYemtJN3ZYSjA3Nm5OZE9MWlRGc0JER2JwZTVjVzhzc3BPbWRcL2dLNzRNeW1Xa0VRRE1VQTkrRWFMRGRhMFJnaTFGdVBMTzhJUnVQbmtjaEhqd2hxdnNHaEZ2YmJOZTRBVzJKbGZkTmVYSHEifQ%3D%3D
https://www.fatherly.com/love-money/50-best-places-to-work-for-new-dads-2018/
https://justcapital.com/companies/zillow-group
https://www.bloomberg.com/gei
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Equity &  
Belonging 

At Zillow Group, we value our employees’ unique 
perspectives, experiences and skills. We believe strongly 
that embracing a diverse workforce not only enhances 
Zillow Group’s workplace culture, but is key to our 
success as a company. We are working hard to build 
and maintain a culture of equity and belonging, where 
everyone feels like they belong and has the support 
and resources to do the best work of their careers.  
We are committed to creating a workplace environment 
where diversity of gender, gender identity, age, race, 
ethnicity, sexual orientation, national origin, disability 
and religion are represented, embraced and respected.

Zillow Group has a dedicated team whose focus is  
to lead the company to a more equitable and inclusive 
environment through various initiatives called “Core 
Pathways.” Through employee participation in our 
Core Pathways, we are able to impact an environment 
where employees feel they can belong and thrive. 
Some of our Core Pathways include: 

Equity & Belonging Ambassadors Program
We create space for all employees to learn and develop 
new skills that allow them to include, empower and 
advance equity and belonging in their day-to-day 
work. As employees progress in their learning, they 
have the opportunity to get more deeply involved  
in equity and belonging work through different Equity 
& Belonging Ambassador tracks, including facilitating, 
influencing and recruiting. These programs allow all 
employees to be on the Equity & Belonging team. 

Unconscious Bias Training
All managers, as well as any employee participating 
in an interview loop, receive Unconscious Bias training. 
During the training, employees learn specific actions 
they can take to manage unconscious bias and make 
better, more objective decisions when it comes to 
hiring new employees.

Community Conversation Speakers
We host speakers who cover topics like social justice, 
philanthropy, Equity & Belonging and current events 
impacting our local and national communities. These 
conversations give employees an opportunity to hear 
from experts and discuss ways that we as individuals 
and as a company can help learn more about the 
topics covered.

Affinity Networks
Affinity Networks support our commitment to creating 
an equitable workplace for all. These groups are 
employee-led and help support our daily practice  
of Equity & Belonging. In 2018, over 1,000 employees 
joined at least one of our eight networks. Each network 
is open to any employee who supports the group’s 
initiatives, whether they self-identify as a member  
of the respective communities or an ally to the 
communities. Affinity Networks include:

 y Asian Pacific Islander Network

 y Black/African Ancestry Network

 y Disability Network

 y Latinx/Hispanic Network

 y LGBTQ+ Network

 y ZG Over 40

 y Veterans Network

 y Women’s Network 
 

Equity & Belonging Chats
These facilitated conversations provide an opportunity 
for employees to discuss challenging topics in a safe, 
learning-focused environment, where they can share 
and understand the impact of world events while 
building their capacity for empathy and brainstorming 
ways to support each other.

Diversity Recruiting
We work hard to ensure that we have a diverse group 
of employees, and we have adopted new recruiting 
practices to be more inclusive. We use machine 
learning to help create inclusive job descriptions  
with gender-neutral language. We have significantly 

expanded our university recruitment program to 
include more diverse universities, including historically 
black colleges and universities. We also use gender 
diverse hiring panels, which we have found helps 
increase the number of women hired by an average  
of 14 percent, with some teams seeing increases  
as high as 26 percent.

We know that many organizations have the resources 
to help us achieve a more diverse and inclusive 
workplace. We engage with these organizations by 
sponsoring events and conferences, participating  
in networking events, and inviting them into our offices  
to learn more about what we do at Zillow Group.

Equity & Belonging 
in the Community 
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Equity &  
Belonging Data 
Transparency 
We recognize that the first step in creating a more 
equitable workplace is to understand where we are  
on the journey. We also recognize that our work is  
far from complete—there will never be a “mission 
accomplished.” We aim to be as transparent as 
possible about our progress on the journey to becoming 
a more equitable workplace. Each year since 2015, 
we strive to increase transparency around our employee 
demographics and pay equity data. In 2016, Zillow 
Group committed to the White House Equal Pay 
Pledge, which encourages U.S. companies to take 
action to advance equal pay among men and women. 
We are making good on our pledge. We do rigorous 
gender compensation analysis twice per year to 
ensure employees doing similar work receive equitable 
compensation. Our 2018 findings showed that, on 
average, women at Zillow Group earn $1.01 for every 
dollar a man with similar skills makes in a comparable 
role. In 2019, we look forward to adding a new layer  
of transparency with the disclosure of intersectionality 
of gender and ethnicity in our pay equity data. 

GENDER AT ZILLOW GROUP

ETHNICITY AT ZILLOW GROUP

TECHNICAL
1

2016 2017 2018

21%

79%

24%

76%

27%

73%

MIDDLE/OTHER MANAGEMENT
3

2016 2017 2018

37%

63%

40%

60%

37%

63%

2016 2017 2018

100%

13%

87%
22%

78%

BOARD OF DIRECTORS

WHITE

ASIAN

HISPANIC/LATINO

BLACK 

OTHER

LEADERSHIP

2016 2017 2018

79%
83% 84%

16%
13%

10%

2% 2% 3%1% 2% 3%2% 2% 1%

OVERALL

71% 69%
65%

16%
19% 21%

5% 5% 6%
3% 3% 3%5% 4% 5%

2016 2017 2018

MEN

WOMEN

SENIOR MANAGEMENT
2

32%

68%

33%

67%

28%

72%

2016 2017 2018

40%

60%

40%

60%

40%

60%

NAMED EXECUTIVE OFFICERS

2016 2017 2018

OVERALL

39%

61%

41%

59%

42%

58%

2016 2017 2018

MEN

WOMEN

1  Tech is defined as those employees whose job families or job  
function directly support the design, build and maintenance of Zillow 
Group products and/or require formal training and education in  
technical disciplines

2  Senior management is defined as employees with management responsibility 
who are within two levels in the company hierarchy from the CEO

3  Middle/other management is defined as employees who directly supervise 
other employees
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Career  
Development 

Over the past several years, we have spent 
considerable time formalizing the career development 
and succession planning process at Zillow Group.  
On the first day of employment, every employee 
receives an Owner’s Manual, which explains in simple, 
common language the expectations we have for 
employees at every level and the pathways available 
for career development. The Owner’s Manual is intended 
to equip team members at all levels with the tools  
and common language needed to enable constructive 
and outcomes-based conversations focused on a 
transparent career development framework. We 
believe in the power of using very simple, common 
language so that employees—whether they joined 
Zillow Group 10 years ago or 10 days ago—can 
understand what is expected of them and how they 
can support our shared purpose and mission. This 
approach supports the ownership mentality we work 
to cultivate in every employee.

Employee  
Retention 

We know that great people build great products, 
which is why it is so important for us to focus  
on cultivating and maintaining a positive experience 
from the moment a prospective candidate submits 
their resume through their entire tenure as an employee. 
We survey our employees annually and measure 
satisfaction on several metrics. In 2018, 94 percent  
of our employees responded they would recommend 
that a friend come to work with us and 78 percent 
plan to work for us for at least the next two years.  
In 2018, our full-time employee voluntary turnover  
rate was just 12.8 percent.

In 2017, we established a team focused solely on 
internal mobility for employees interested in shifting 
their role or department within the company. This 
team works to make sure employee experience is 
translated effectively from one position to another 
and supports employees through the hiring process. 
In 2018, 25 percent of open roles were filled with 
internal candidates and in 2019 we aim to increase 
that to 30 percent.

Benefits 

At Zillow Group, we take great pride in the fact that  
our benefits and perks are an authentic representation 
of our company culture. We are proud to offer our 
employees and their families a benefits package that  
is competitive and comprehensive, and provides flexibility 
and choice, and with a primary focus on encouraging  
a healthy work-life balance. 

Zillow Group employees who work more than 20 hours 
each week are eligible for a comprehensive benefits 
package that covers eligible dependents, including 
legal spouses or domestic partners and children up to 
age 26. In addition to covering 100 percent of employee 
premiums for medical, prescription, vision and dental 
and 80 percent of dependent premiums, Zillow Group 
benefits include:

 y  Basic life insurance and Accidental Death and 
Dismemberment (AD&D) coverage up to 2x annual 
salary up to $500,000

 y  Short-Term Disability (STD) and Long-Term Disability 
(LTD) coverage

 y Generous family leave, including:

 ⚬  16 Weeks of fully paid leave for the delivering 
parent after the birth of a child (through 
combination of qualifying short-term disability 
and parental leave, as described below)

 ⚬  8 weeks of fully paid parental leave for  
non-delivering parent after the birth of a child

 ⚬  8 weeks of fully paid parental leave after the 
adoption of a child

 ⚬  Up to $10,000 in adoption assistance per 
employee per adoption to assist with expenses 
related to the adoption of a child

 y  401(k) savings plan with up to 4 percent  
company match*

 y  Equity Choice, Zillow Group’s flexible employee 
stock ownership plan, that allows Zillow Group 
employees to tailor their equity-based 
compensation to meet their individual needs*

 y Employee Assistance Program*

 y Mental health care coverage

 y Coverage for fertility treatments

 y  Breast milk shipping for nursing mothers traveling 
on business

 y Coverage for gender reassignment surgery

 y  Health Advocate program that provides assistance 
for employees and eligible family members to 
resolve health care and insurance related questions 
to save time and money

 y Monthly gym or workout studio reimbursement*

 y On-site yoga classes (in select offices)

 y  Up to $300 annual student loan  
repayment contribution*

 y  Six-week sabbatical allowing eligible employees  
the opportunity to “reboot and recharge”*

 y  Pet Insurance

*Benefit is available to part-time employees
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Ethics & Integrity
Zillow Group is committed to promoting high 
standards of honest and ethical business conduct 
and compliance with applicable laws, rules and 
regulations. Maintaining a culture of integrity is critical 
to ensuring that we continue to operate with excellence 
in all that we do at Zillow Group. We outline the 
standards for ethical behavior in our Code of Conduct 
and Code of Ethics, among other resources. New 
members of our Board of Directors are trained on  
our ethics and integrity policies through our Director 
Onboarding process. The program provides new 
Directors with critical information about our company 
and ensures our core values are fully incorporated  
at the Board level. 

It is important to us that our employees are supported 
and feel empowered to report any concerns that they 
have about any issues that may violate our company 
policies, core values, or otherwise raise ethical concerns. 
Over the past two years in particular, Zillow Group 
has put a significant amount of focus on detecting 
where and how issues occur and creating well-defined 
issue resolution pathways for the employee base  
in the unfortunate event issues do occur. It is critical  
at Zillow Group that we maintain a culture of trust 
among our employees.

Zillow Group provides multiple independent channels 
that allow employees to report and get support on 
issues they may experience at work. Through our 
Zillow Group employee intranet, we publish contact 
information for internal resources, such as our HR 
business partners, legal team and designated 
members of leadership, employees can connect with 
to report on and ask questions about work issues.  
We have also partnered with Bravely, an independent 
firm that facilitates connection between employees 
and third-party human resources experts, who help 
navigate any issues employees may have at work, 
from support on the best way to communicate with  
a manager to reporting incidents of harassment  
or discrimination. 

In addition, we have a confidential tip line that allows 
employees to call and leave an electronically modified 
voice message so that we can ensure complete 
anonymity. Through the tip line, employees can choose 
to direct their message to the General Counsel or 
Senior Director of Human Resources for review. 

“It is critical at Zillow Group that we 
maintain a culture of trust among  
our employees.”

https://s1.q4cdn.com/623891520/files/doc_downloads/governance_documents/Policy_Code_of_Conduct.pdf
https://s1.q4cdn.com/623891520/files/doc_downloads/governance_documents/Z_COE.pdf
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At our core, Zillow Group is a mission-driven company, 
working to improve people’s lives through the places 
and neighborhoods they call home. We are also 
uniquely positioned to assist consumers, communities, 
nonprofits and policymakers as they navigate issues 
around housing. 

Through our social impact program, Zillow Group 
prioritizes being a good partner to the nonprofits we 
support. This means we go beyond financial support 
to help them make a real and lasting impact. We  
know our nonprofit partners are the experts on the 
issues they address so we work alongside them,  
listen deeply, and share our expertise and resources 
where and when they can be most effective.

The Home Project is Zillow Group’s signature social 
impact initiative addressing housing insecurity  
and homelessness through a five-year, $5 million 
commitment of cash and in-kind resources. Through 
2018, we have delivered over $2.2 million in cash and 
in-kind contributions to our partner organizations.

Zillow Group’s The Home Project partners with a local 
housing nonprofit in cities where we have offices. 
These Community Partners are leading innovative 
efforts to help individuals, families and children  
exit homelessness into permanent housing as quickly  
as possible, and in many cases, preventing them from 
falling into homelessness in the first place. Because 
we know our nonprofit Community Partners are the 
experts in supporting those experiencing housing 
insecurity or homelessness, Zillow Group supports 
them with multi-year funding, and provides in-kind, 
skilled support and resources to help them meet  
and further their goals.  

For example:

 y  In Seattle, we provided IT infrastructure support  
to our Community Partner, Downtown Emergency 
Service Center (DESC). With more than 600 
employees, the nonprofit serves thousands of 
homeless and formerly homeless adults every day. 
When DESC moved their desktop infrastructure 
from a locally hosted server to the cloud, Zillow 
Group employees supported them by staging and 
distributing 200 new machines to their offices.

 y  In Seattle, we built a volunteer management system 
in Salesforce for DESC to allow more than 620 
volunteers to self-manage shifts and better track 
volunteer hours. Before the project, DESC operated 
on the honor system for volunteer hours. One 
implication of this was trouble tracking cancellations, 
which meant some shifts would go unstaffed. Zillow 
Group employees created a system that automates 
volunteer reminders and tracking.

Zillow Group’s Social Impact Product Development 
team works to identify opportunities to build  
solutions directly on our platforms that help our  
most marginalized consumers using Zillow products 
and services to find a home. We work side-by-side 
with our nonprofit, community and government 
partners to develop solutions to meet their needs,  
and we dedicate the resources to build them.
We also seek to use our platform to advance fair 
housing. Zillow Group believes that all Americans 
deserve to find a home without facing discrimination, 
and we have sought to help drive progress on housing 
equity through research, education and product 
features. For example, our economic research teams 
have published a growing body of research addressing 

Our Communities

existing disparities in the housing market, often in 
partnership with the National Fair Housing Alliance, 
and were honored to share this research with the 
House Financial Services Committee during a hearing 
on fair housing in April 2019. We educate our consumers 
about their fair housing rights and our advertiser 
partners about their obligations through fair housing 
guides, webinars and product education.

As the leading tech company in real estate, Zillow 
Group also understands the importance of education 
in opening doors to opportunity for all people. Through 
our K-12 educational efforts, we are committed to 
working with our nonprofit and education partners  
to close the opportunity gap for students in our 
communities. We have established partnerships  
with the Technology Access Foundation, Washington 
STEM, The Road Map Project and other education 

nonprofits to do our part in ensuring STEM is infused 
into early education curriculum and students are 
exposed to the potential career paths available  
in technology. Through these partnerships, Zillow 
Group has opened our offices to students, allowing 
them to experience first-hand the creativity, fun  
and diversity of jobs that can be found at a tech 
company. In the last three years, nearly 200 students 
have visited Zillow Group, participated in product 
design workshops and had the opportunity to ask our 
employees about their career path. Our employees 
have also volunteered at high school career fairs and 
acted as judges for high school tech competitions. 
Through these and all of Zillow Group’s volunteer 
opportunities, employees volunteered approximately 
2,000 hours of time in 2018.

https://financialservices.house.gov/calendar/eventsingle.aspx?EventID=402501
https://financialservices.house.gov/calendar/eventsingle.aspx?EventID=402501
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Core Values 

Our employees also make an impact on pressing 
social issues through Zillow and Trulia Hack  
Weeks. During those weeks, some Zillow Group 
product teams set aside their regular, day-to-day 
responsibilities and use that time to develop 
innovative solutions and products outside of their 
realm. As part of our social impact program,  
there is an internal social impact award to further 
incentivize the development of products and  
features that address the unique housing needs in  
our communities. Prizes are awarded to teams who  
create solutions that have a positive social impact. 
Our employees are eager to help conceptualize, 
design and create solutions that can solve  
problems facing our communities, especially  
housing insecurity.

In 2017, during a Hack Week, Trulia employees 
created Local Legal Protections, a new tool available 
on nearly every Trulia property details page that 
helps members of the LGBT community understand 
non-discrimination laws that exist for housing, 
employment, and public accommodations. Currently, 
national housing and employment non-discrimination 
laws protect based on only certain limited categories, 
such as sex, race, age, color, religion, and national 
origin. That means explicit protections for people who 
identify as LGBTQ do not exist at the federal level and 
are inconsistent at the state and local levels. As of 
2018, Trulia provides home shoppers the information 
they need to know if their new home is in a place 
where there are laws to prevent discrimination based 
on sexual orientation and gender identity in the areas 
of housing, employment, and public accommodations.

Giving Back via Hack Weeks

MOVE FAST. THINK BIG.
Be bold, take risks, find solutions. Big wins  
come from taking big swings, quickly.

At Zillow Group, everything we do is designed 
to help people find a home they love and can 
afford. To accomplish this, we live by an 
evolving set of core values that inform our 
strategy and decisions every day. 

OWN IT
Act like an owner, because you are one and set 
the example for others. Take initiative, commit, 
follow through and own outcomes.

DO THE RIGHT THING
Act with integrity and always be respectful. 
Seek advice, speak up and be consistent.  
Do the right thing even when it’s hard or no  
one is watching.

TURN ON THE LIGHTS
Believe in transparency. We unlock information, 
bring it into the light and make it accessible and 
useful for all.

INCLUDE AND EMPOWER
Create an environment where people are  
heard, valued and are reflected in decisions  
and products. We’re stronger when we  
provide opportunities for everyone to learn, 
grow and succeed.

OPERATE WITH EXCELLENCE
Execute with discipline and candor. Pay attention 
to detail and commit to consistency. Create a 
plan with identified goals and outcomes. Don’t 
hide mistakes, learn from experiences.

ZG IS A TEAM SPORT
People matter. Recognize that everyone  
has a role and together we are stronger and 
can accomplish more than we ever could as 
individuals. Great things are achievable if  
you stay humble and don't focus on who  
gets the credit.
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At Zillow Group, we are consumer–and data–obsessed. 
We constantly ask ourselves how we can make things 
easier for consumers no matter what stage of the home 
lifecycle they are in: buying, selling, renting, financing 
or owning. Since we first turned on the lights at Zillow 
with the Zestimate®, we have focused on innovating 
to help consumers turn their dreams into reality and 
getting them into a home that they love.

Data That  
Empowers 

We strive to use our data and research to empower 
consumers, industry professionals, policymakers, 
government agencies and academics to better 
understand the housing market and make more 
informed decisions. Our economic research team 
leverages our unparalleled property data on 
more than 110 million homes in our living database  
to add value and context to public and policy 
conversations around housing.

Zillow Group is also a passionate advocate for making 
consumer-relevant real estate data more freely 
available to everyone. For this reason, Zillow Group 
publishes dozens of core metrics representing real 
estate–related data for more than 70,000 regions on 
an online portal to empower Americans to conduct their 
own research. Zillow Group also supports the work of 
government, academic and institutional researchers 
through the Zillow Transaction and Assessment Dataset 
(ZTRAX) program, which provides free access to Zillow 
Group’s raw public records and assessor data.

Our Platform
Zillow Group is proud to partner regularly with U.S. 
government agencies, policymakers, academics and 
housing advocates to support their work with unbiased 
data and research. Our research teams regularly 
provide policymakers and U.S. government agencies 
with custom data, analysis and housing market 
briefings to inform policy development or support 
their research. We also collaborate often with national 
organizations, academic institutions and local 
housing authorities to leverage our data in new ways 
and raise awareness about critical issues like housing 
affordability, housing insecurity and homelessness.

Technology  
That Empowers  
Consumers 

We started Zillow with the goal of making the process 
of shopping for a home radically easier than it was in 
2005. Core to this mission is understanding the points 
of friction different people experience during the real 
estate transaction process, including buyers, sellers, 
renters, brokers and agents, among others. To do  
this we conducted in-depth market research, talked  
to countless agents and people in various stages of 
the home buying or selling lifecycle, and established 
focus groups and consumer panels, all with the 
purpose of understanding the needs of our customers 
and implementing solutions into our platform. 

True to our roots as a tech startup, Zillow Group has 
long maintained an entrepreneurial and innovative 
culture. To ensure that we are meeting our customer 
needs and business objectives as we grow in size  
and scope, in 2018 we began the process of formalizing 
Objectives and Key Results (OKRs) across Zillow 
Group. OKRs are developed down to the team level, 
but roll up to meet the goals of each group to drive  
to specific quantitative results, and collectively further 
the overall business objectives. OKRs are approved  
by senior management and revisited on a quarterly 
basis to ensure that we are focused on the right areas 
to effectively drive our business forward and meet  
the needs of our users.

Consumer & 
Agent Care 

Our position as a leader in the online real estate 
category, is wholly dependent on our commitment  
to providing exceptional support. To ensure we  
meet the needs of our users and customers, we have  
more than 250 dedicated Consumer and Agent  
Care team members focused on answering  
questions, troubleshooting issues, and enhancing 
user engagement with Zillow Group’s platforms.
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Consumer and Agent Care team members go through 
a rigorous modular training program that combines 
online and classroom-based trainings with shadowing, 
practice, and testing. To ensure that our training  
is as effective as possible, we assess each new  
cohort of Consumer and Agent Care hires and make 
adjustments to the training curriculum based on 
feedback and performance metrics.

It is extremely important that our users are satisfied 
with our performance in this area. Currently, we 
expect our Consumer Care Advocates to maintain  
an 85 percent or higher and our Agent Care 
Advocates to maintain an 80 percent or higher 
Customer Satisfaction Score (CSAT).

Consumer & Agent Care Rotation Programs

We offer opportunities for team members across 
functions to participate in Consumer and Agent Care 
Rotation programs. This gives team members from 
across the organization a firsthand look into the most 
important consumer and agent issues and how our 
Care teams troubleshoot and respond to those issues. 
The Consumer and Agent Care Rotations offer insight 
into how consumers and agents use our products  
and allows them to brainstorm ways that our teams 
can collaborate to make the consumer and agent 

experience more user friendly. As of the end of 2018, 
nearly 750 Zillow Group employees had participated 
in the rotation program, including several members of 
our executive leadership team.

Technology & 
Infrastructure 
Management 

At Zillow Group, we are focused on delivering the  
best and most reliable service to our users, whether 
they are a consumer or a real estate professional.  
We architected for reliability and scale from the 
beginning. When we develop new products, one of 
our main goals in testing is to quickly identify issues 
that could diminish product quality. We use several 
strategies for identifying these kinds of issues, including 
our comprehensive review processes and oversight. 

Our Security Architecture Team performs reviews  
for all changes to existing or new production systems, 
SaaS offerings or vendor engagements. During  
these architecture reviews, we perform a high-level 
assessment of system level architecture and controls. 
The team evaluates the security posture against 
internal Zillow Group policies and standards and 
industry best practices using information gathered 
from product teams, vendors, third-party management 
tools and media or news outlets. The Security 
Architecture team documents its findings and 
provides recommendations to the relevant product 
teams or vendors.

In addition, in 2018, we instituted a new operational 
design review process that every new service, 
database or ecosystem, and every major change  

or redesign to a current service must go through.  
The review process involves multiple checkpoints 
during the development phase with the intention of 
providing operational feedback and requirements  
as early as possible to remove the chance of delays 
from last minute requests.

Amazon Web Services (AWS)
Beginning in 2016, Zillow Group began migrating  
our data from a single data center in Seattle to  
the AWS cloud. This strategic shift better positions 
 Zillow Group to scale and minimize risks from single 
points of failure. In addition to improved security  
and reliability, migrating to the AWS cloud reduces 
Zillow Group’s energy footprint. On average, AWS 
customers use 77 percent fewer servers, 84 percent 
less power, and a 28 percent cleaner power mix, for  
a total reduction in carbon emissions of 88 percent 
from using the AWS Cloud instead of operating their 
own data centers.1

CONSUMER CARE & AGENT  
SATISFACTION SCORES

AGENT CARE SAT SCORES

CONSUMER CARE SAT SCORES

84% 87% 84% 85% 85% 85%

2016 2017 2018

Oversight of Technology  
& Infrastructure Management
Each quarter our Governance and Risk Committee 
(GRC), meets to review security practices and results 
of internal and external audits. Several key senior 
leaders sit on the GRC, including our General Counsel, 
Chief Technology Officer and Chief People Officer. 
Our Board of Directors receives an update on key 
outputs from each GRC meeting.

Use & Protection of Data 
It is critically important that we monitor and manage 
how we use and protect user data. Zillow Group has 
robust public information detailing our approach to 
data use and protection including our Terms of Use, 
Privacy Policy and our policy on government and civil 
information requests.

1 Source: Amazon AWS News Blog, June 2015

https://www.zillowgroup.com/terms-of-use-privacy-policy/terms-of-use/
https://www.zillowgroup.com/terms-of-use-privacy-policy/privacy-policy/
https://www.zillowgroup.com/terms-of-use-privacy-policy/government-civil-information-requests/
https://www.zillowgroup.com/terms-of-use-privacy-policy/government-civil-information-requests/
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Historically, Zillow Group has been unique in the tech 
sector in that the vast majority of the data we collect 
is property details data, which is largely informed  
by public records. As we transition into new business 
ventures, we are also expanding the type and volume 
of data we receive from users, which requires careful 
planning, controls and employee training.

Privacy training is required for technology and 
marketing team members when they are hired and 
again when any significant revisions are made to  
our policies or programs. All employees are welcome  
to participate in this training on an optional basis. 
Application security and secure coding training is 
also provided on an optional basis.

Privacy trainings cover definitions of personal 
information, company principles on how personal 
information may be collected, used, and shared, 
procedures for obtaining privacy review of new uses 
of personal information and products involving 
collection of personal information. Security trainings 
cover phishing, security awareness, strong passwords, 
secure coding practices, regulatory security compliance 
requirements and application security.

Data Privacy & Security
The Audit Committee of Zillow Group’s Board of 
Directors oversees the company’s data, privacy  
and security programs. Our General Counsel 
provides information and updates on any significant 
issues related to data security and privacy at Zillow 
Group Board meetings, generally held at least  
four times per year.
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Expanding  
Presence 

Zillow Group leased approximately 759,000 square 
feet of office space in 2018. In selecting new office 
locations and renovating our current spaces, we work 
to achieve available environmental certifications, 
including LEED, WELL and Energy Star. As of 2018,  
we occupied a LEED Gold certified building in Orange 
County, CA, a LEED Platinum certified building in  
San Francisco and an Energy Star certified building  
in Atlanta. In total, approximately 166,000 square  
feet (22 percent) of Zillow Group’s office buildings  
are LEED certified.

We are currently building out new offices in New York 
City and Seattle that are being designed to achieve 
LEED certifications when opened in 2020, adding an 
additional 206,000 square feet of LEED certified 
space to our operations.

guide them through a real estate transaction, 
whether it is buying, selling, renting or financing. 
However, we have long known that the process  
of moving is hard, uncertain and stressful, which 
creates inertia that forces would-be buyers, sellers 
and renters to stay put. With Zillow Offers, we  
aim to remove the inherent friction that still exists  
in this complex, messy, process-heavy industry,  
and “unstick” these ready-to-move dreamers and 
get them into their new home.

As of August 2019, Zillow Offers is operating in 16 
markets and we expect to be in 26 markets by  
early to mid-2020. We are seeing extremely strong 
consumer response—with more than 170,000  
requests for an offer since launch—and promising 
performance metrics. Consumers want a seamless 
end-to-end real estate transaction experience and 
Zillow Group is best-positioned to provide it to them.

Our Zillow Offers team is working to implement 
policies, procedures and governance structures that 
ensure we renovate homes efficiently and with 
sustainability in mind, as well as protect the health 
and safety of our expanding workforce and the 
people who buy homes from Zillow Group. 

Our Footprint
As we work to further formalize our sustainability 
reporting program, our facilities team is focused on 
deepening our insight into our operational footprint. 
We are in the process of establishing mechanisms  
to collect environmental data from our operations 
and better understand how we can work to reduce 
our environmental impacts, including minimizing 
energy and water use and waste-to-landfill rate.  
We are also working with our landlords in our various 
office locations to ensure sustainable operations 
through building management procedures.

Zillow Offers
In 2018, Zillow embarked on a critical period of 
transformation for Zillow Group as we work to meet 
the needs of today’s on-demand consumer. With  
the launch of Zillow Offers and Zillow Home Loans, 
we are laying the foundation for an extremely 
exciting future for Zillow Group.

We are proud of our legacy of innovating to help 
consumers turn their dreams into reality by 
connecting them with industry professionals to  

“We are proud of our legacy of  
innovating to help consumers turn  
their dreams into reality...”
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The Future of 
Zillow Group 
Sustainability
This report marks Zillow’s first step in reporting on our sustainability initiatives across our four 

categories: People, Communities, Platform and Footprint. While we have a solid foundation,  

we recognize there is more to do. We are committed to ensuring that our ESG practices continue  

to meet the expectations of all of our stakeholders as our business grows over time.

 

Through our platform, we will strive to find new and innovative ways to make the real estate 

transaction process easier and more transparent for consumers and industry partners. We will 

continue to strengthen our workplace culture for our people through fostering equity and 

belonging and advancing a workplace culture with the behaviors, policies and benefits that 

promote employee retention. Within our communities, we will continue to advance our $5 million 

commitment through The Home Project and establish more community partnerships that will 

expand the reach of our efforts. 

We look forward to sharing progress of our sustainability program progress over time. 
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