


This annual report contains forward-looking statements within the meaning of Section 27A of the Securities Act of 1933 and 
Section 21E of the Securities Exchange Act of 1934 that involve risks and uncertainties, including the statements regarding our 
belief about our plans, objectives, expectations, strategies, intentions or other characterizations of future events or 
circumstances. Statements containing words such as “may,” “believe,” “anticipate,” “expect,” “intend,” “plan,” “project,” “will,” 
“projections,” “continue,” “business outlook,” “forecast,” “estimate,” “outlook,” “guidance,” or similar expressions constitute 
forward-looking statements. Di�erences in Zillow Group’s actual results from those described in these forward-looking 
statements may result from actions taken by us as well as from risk and uncertainties beyond our control.  Factors that may 
contribute to such di�erences include, but are not limited to, those discussed under the heading “Risk Factors” in this Annual 
Report on Form 10-K for the fiscal year ended December 31, 2019, filed with the Securities and Exchange Commission, or SEC, 
and in our other filings with the SEC. Except as may be required by law, we do not intend, and undertake no duty, to update this 
information to reflect future events or circumstances. 



 
 
 
April 22, 2020 
 
Dear Fellow Shareholders, 
 
As I write this letter, we at Zillow Group are finishing up our fifth work-from-home week as the 
Coronavirus pandemic burns across the globe.  As a Seattle-headquartered company, we were on the 
forefront of taking actions to support our people, partners, and customers.  We were one of the first 
technology companies that moved to a national work from home status, and our teams have quickly 
adapted to deliver high quality work and services from their home workspaces.  During this uncertain 
time, one thing is certain, home, in all its connotations, has never been more important to us than it is 
right now.  
 
While it is still early in 2020, the close of 2019 now feels like a lifetime ago.  That said, I’d like to briefly 
summarize some of our key 2019 accomplishments that position us well to continue to execute on our 
vision to re-platform real estate as we navigate the current storm:  
 

● We stabilized Premier Agent and returned the business to health as we re-accelerated growth in 
the second half of the year by improving customer “connections” and by partnering with the best 
agents.   This led to higher customer satisfaction and some of the best retention rates we’ve 
ever seen.  It also enabled us to methodically expand the testing of our success-based service 
offering called “Flex” in which agents pay us a success fee only after they close a transaction 
from a Zillow lead.  Our other marketplaces in our Internet, Media and Technology (IMT) 
segment delivered strong performance and growth.  

● We launched 17 new markets for Zillow Offers and ended Q4 on a $2.4 billion Homes segment 
revenue run rate - less than two years into this business.  We did this while operating within the 
expectations we set for ourselves at the per-home level to make or lose an average of 2% 
return on homes sold before interest expense1.  In all, we bought 6,511 homes and sold 4,313 
homes in 2019.  Our team and machines learn every day, and we applied these learnings to 
inform and improve our buying and selling strategies. 

● We restructured our operations, more closely aligning Zillow Home Loans and Premier Agent 
with Zillow Offers to deliver a more seamless transaction experience.  We also expanded our 
Mortgage management bench and made progress on digitizing and automating Zillow Home 
Loans to become our integrated payments platform.  And, we built Zillow Closing Services and 
began offering Zillow-branded title and escrow services as another important step to integrate 
the transaction experience. 

 
1 In this letter we use certain non-GAAP financial measures, including Average Return on Homes Sold Before Interest 
Expense and IMT segment Adjusted EBITDA, which are not calculated or presented in accordance with U.S. generally 
accepted accounting principles, or GAAP, and should not be considered in isolation or as a substitute for our financial results 
as reported under GAAP. For additional important information, please refer to our Current Report on Form 8-K filed with the 
Securities and Exchange Commission on February 19, 2020 and available on our Investor Relations website at 
https://investors.zillowgroup.com/investors/financials/sec-filings/default.aspx. 



● We started our journey to “get fit,” focusing on cost management and operational rigor that led 
to improved IMT segment Adjusted EBITDA margins.   

● We raised $1.1 billion of net cash from convertible notes in a September offering and ended 
2019 with $2.4 billion in cash and short-term investments on our balance sheet.   

● We “modernized” Zillow 2.0 with our new mission to give people the power to unlock life’s 
next chapter and expanded our values to orient ourselves toward transactions and keep our 
customers front and center as our north star.   

You will find more details about our financial performance in our Annual Report on Form 10-K.  
 
In all, 2019 was a really successful year and a critical one of transition that required us to evolve our 
operations, mindset, and culture further down funnel toward transactions and closer to our customers.  
Though we certainly didn't contemplate a global pandemic in our 2020 business plan, the progress we 
made in 2019, combined with our recent actions to protect the enterprise, our people, customers, and 
partners, gives us confidence that we are well positioned to come out of the current health crisis in an 
even stronger competitive position than we entered.  
 
With the rapid expansion of the novel coronavirus (COVID-19), our 2020 priorities have changed 
quickly.  When we reported Q4 in February, we put forth our key priorities for this year that focused on 
executing growth and scaling our businesses.  While we plan to return to these at some point, our 
immediate priorities are more basic: 

● Protect the ZG enterprise, including protecting the health and safety of our people, customers, 
and partners 

● Reduce costs  
● Accelerate technology innovations to deliver seamless and, now, more virtual real estate 

shopping and transaction experiences 
● Enhance our relative competitive position to lead the industry to Real Estate 2.0 

 
In line with these new priorities, on March 23, in a conference call with investors, we announced a 25% 
reduction in run-rate operating expenses versus our 2020 operating plan through four immediate 
actions.  First, we paused hiring for most roles; Second, we reduced and delayed marketing spend; 
Third, we paused home buying in Zillow Offers; and, Fourth, we reduced all discretionary spending.  
These cost-saving actions have helped to offset the discounts and credits we extended to our Premier 
Agents and other industry partners to help reduce their financial burdens during these uncertain times. 
We are all in this together and we want them to know we believe we are better together.  They have 
appreciated that.   
 
We are prepared for any and all scenarios.  My co-founder and our Executive Chairman, Lloyd Frink, 
and I, along with many of our executive team, have successfully navigated unexpected crises in the 
past and emerged stronger on the other side.  This was true while at Expedia post-9/11 and here at 
Zillow as we grew through the global financial crisis.  We did this by making decisive calls quickly to use 
the brakes -- and, alternatively, the accelerator -- when appropriate.  
 
An important lesson Lloyd and I learned from Bill Gates early in our careers is optionality during crises 
is always greater with cash.  Part of Microsoft lore is Bill Gates Sr. advised his son in the earliest days 
of Microsoft to always have enough cash to run the company for one year without any revenue.  That’s 



a lesson we have taken to heart.  Zillow Group’s cash position affords us more than enough runway to 
navigate whatever may come. 
 
In fact, the past several weeks have given us even greater confidence in our company’s opportunity to 
re-platform real estate through innovation and technology.  The current health crisis has brightly 
illuminated how antiquated systems and paper-driven processes weigh down the real estate sector and 
how technology can ultimately make exchanges with our customers and partners more seamless and 
the entire market more efficient.  We believe real estate can and should be “always on” and we intend 
to make it so. 
 
We are in the pole position to lead the industry to Real Estate 2.0 with our leading brand, platform, and 
customer scale combined with our great people, culture and partners.  Our team is rapidly innovating 
on new features and technology to improve the virtual shopping and transaction experience, including 
our proprietary free 3D Home Tours, to meet rapidly evolving expectations.  
 
We will all get through this.  Right now our top priority is keeping our people, customers and partners 
safe as we protect the Zillow Group enterprise on this unexpected, but navigable journey.  As always, 
we appreciate your partnership. From our homes to yours, we hope you and your families remain safe 
and healthy.  
 
Onward. 
 

Rich Barton 

 

Co-founder and Chief Executive Officer, Zillow Group, Inc. 

@Rich_Barton 
 
 
 
A note about Forward-Looking Statements: This letter contains forward-looking statements within the meaning of Section 
27A of the Securities Act of 1933 and Section 21E of the Exchange Act that involve risks and uncertainties, including, without 
limitation, statements regarding our financial condition and the future of Zillow Group, Zillow Offers, Premier Agent and other 
parts of our business. Statements containing words such as “may,” “believe,” “anticipate,” “expect,” “intend,” “plan,” “project,” 
“will,” “projections,” “continue,” “estimate,” “outlook,” “guidance,” or similar expressions constitute forward-looking statements. 
Forward-looking statements are made based on information currently available to management, and although we believe the 
expectations reflected in the forward-looking statements are reasonable, we cannot guarantee these results. Differences in 
Zillow Group’s actual results from those described in these forward-looking statements may result from actions taken by Zillow 
Group as well as from risks and uncertainties beyond Zillow Group’s control. Factors that may contribute to such differences 
include, but are not limited to, the impact of the novel coronavirus (COVID-19) pandemic and any associated economic 
downturn on our future financial position, operations and financial performance; the magnitude, duration and severity of the 
COVID-19 pandemic; the current and future health and stability of the economy and residential housing market, including any 
extended slowdown in the real estate markets as a result of COVID-19; Zillow Group’s ability to execute on strategy; Zillow 
Group’s ability to maintain and effectively manage an adequate rate of growth; Zillow Group’s ability to innovate and provide 
products and services that are attractive to its users and advertisers; and Zillow Group’s investment of resources to pursue 
strategies that may not prove effective. The foregoing list of risks and uncertainties is illustrative but not exhaustive. For more 
information about potential factors that could affect Zillow Group’s business and financial results, please review the “Risk 
Factors” described in Zillow Group’s Annual Report on Form 10-K for the year ended December 31, 2019 filed with the SEC 
and in Zillow Group’s other filings with the SEC. Except as may be required by law, Zillow Group does not intend, and 
undertakes no duty to update this information to reflect future events or circumstances. 











For Sellers



For Buyers 

For Renters 

For Borrowers

Large and trusted brand

Inimitable living database of homes and superior data science and technology advantages

Superior industry partnerships.

Experienced, Proven Management Team.

Strong Culture of Innovation and Inclusion. 



Strong Financial Position.





Our business is subject to numerous risks. You should carefully consider the following risk factors, as any of these risks 
could harm our business, results of operations, and future financial performance. Recovery pursuant to our insurance policies 
may not be available due to policy definitions of covered losses or other factors, and available insurance may be insufficient to 
compensate for damages, expenses, fines, penalties, and other losses we may incur as a result of these and other risks. In 
addition, risks and uncertainties not currently known to us or that we currently deem to be immaterial may materially and 
adversely affect our business, financial condition and operating results. If any of these risks occur, the trading price of our
common and capital stock could decline, and you could lose all or part of your investment.

If Real Estate, Rental and Mortgage Professionals, Home Builders or Other Real Estate Partners Reduce or End Their 
Advertising Spending With Us or if We Are Unable to Effectively Manage Advertising Inventory or Pricing, Our Business 
Could Be Harmed.



Zillow Offers Could Fail to Achieve Expected Results and Cause Harm to Our Financial Results, Operations, and 
Reputation.

Our Business and Operating Results May Be Significantly Impacted by the Health of the U.S. Residential Real Estate 
Industry and May Be Negatively Affected by Downturns in This Industry and General Economic Conditions.



We May Not Be Able to Maintain or Establish Relationships With Real Estate Brokerages, Real Estate Listing Aggregators, 
Multiple Listing Services, Property Management Companies, Home Builders and Other Third-Party Listing Providers, 
Which Could Limit the Information We Have to Power Our Products and Services.

We May Not Be Able to Maintain or Establish Relationships With Data Providers, Which Could Limit the Information We 
Are Able to Provide to Our Customers and Impair Our Ability to Attract or Retain Customers.

If We Do Not Innovate or Provide High-Quality Products and Services That Deliver Efficient and Integrated Transaction 
Experiences to Our Customers and Real Estate Partners, Our Business Could Be Harmed.



We Face Competition for Customers in the Real Estate Category, Which Could Impair Our Ability to Attract Users of Our 
Mobile Applications, Websites and Other Products and Services, Which Could Harm Our Business, Results of Operations 
and Financial Condition.

We May Not Be Able to Compete Successfully Against Our Existing or Future Competitors in Attracting Customers for Our 
Products and Services or Real Estate Partners, Which Could Harm Our Business, Results of Operations and Financial 
Condition.

We Compete in a Dynamic Industry, and We May Invest Significant Resources to Pursue Strategies and Develop New 
Products and Services That Do Not Prove Effective.



Our Mortgage Lending Business Could Fail to Achieve Expected Results and Could Cause Harm to Our Financial Results, 
Operations, and Reputation.

Natural Disasters and Catastrophic Events May Disrupt Real Estate Markets, Damage or Destroy Our Properties, or 
Otherwise Harm Our Business.



If Our Data Integrity Suffers Real or Perceived Harm, Customers and Real Estate Partners May Decrease Use or Cease 
Using Our Products and Services, and We May Be Subject to Legal Liability.

Our Dedication to Making Decisions Based Primarily on the Best Interests of Customers May Cause Us to Forgo Short-
Term Gains.

We Are Subject to Disputes Regarding the Accuracy or Display of Our Zestimates and Rent Zestimates.

We Rely on the Performance of Highly Skilled Personnel, and if We Are Unable to Attract, Retain and Motivate Well-
Qualified Employees, Our Business Could Be Harmed.



We May Make Acquisitions and Investments, Which Could Result in Operating Difficulties, Dilution and Other Harmful 
Consequences.

Our Fraud Detection Processes and Information Security Systems May Not Successfully Detect All Fraudulent Activity by 
Third Parties Aimed at Our Employees or Customers, Which Could Adversely Affect Our Reputation and Business Results.

We Are Subject to Multiple Risks Related to the Credit Card and Debit Card Payments We Accept.



If Our Security Measures or Technology Systems Are Compromised, We May Be Subject to Legal Claims and Suffer 
Significant Losses, and Customers May Curtail Use of Our Products and Services and Our Real Estate Partners May 
Reduce or Eliminate Their Advertising on Our Mobile Applications and Websites.



Any Significant Disruption in Service on Our Mobile Applications or Websites or in Our Network Could Damage Our 
Reputation and Brands, and Result in a Loss of Customers of Our Products and Services and of Our Real Estate Partners, 
Which Could Harm Our Business, Results of Operations and Financial Condition.

We Rely Upon Certain Third-Party Services to Support Critical Functions of Our Business and Any Disruption of or 
Interference with our Use of those Third -Party Services Could Adversely Impact Our Operations and Our Business.



We May Be Unable to Adequately Protect Our Intellectual Property, Which Could Harm the Value of Our Brands and Our 
Business.

Intellectual Property Disputes Are Costly to Defend and Could Harm Our Business, Results of Operations, Financial 
Condition and Reputation.



We May Be Unable to Continue to Use the Domain Names That We Use in Our Business, or Prevent Third Parties From 
Acquiring and Using Domain Names That Infringe on, Are Similar to, or Otherwise Decrease the Value of Our Brand or 
Our Trademarks or Service Marks.

Confidentiality Agreements With Employees and Others May Not Adequately Prevent Disclosure of Trade Secrets and Other 
Proprietary Information.

We May Not Be Able to Halt the Operations of Websites That Aggregate or Misappropriate Our Data.

Failure to Comply with Federal, State and Local Laws, Rules and Regulations or to Obtain and Maintain Required 
Licenses, Could Materially and Adversely Affect our Business, Financial Condition and Results of Operations.  





We are From Time to Time Involved In, or May In the Future be Subject to, Claims, Suits, Government Investigations, and 
Other Proceedings That May Result In Adverse Outcomes.

We Incurred Significant Operating Losses in the Past and We May Not Be Able to Generate Sufficient Revenue to Be 
Profitable Over the Long Term.



Servicing Our Debt Requires a Significant Amount of Cash, and We May Not Have Sufficient Cash Flow From Our 
Business to Pay Our Substantial Debt, Settle Conversions of Our Senior Convertible Notes, or Repurchase Our Convertible 
Senior Notes upon a Fundamental Change.

The Credit and Debt Facilities that Provide Capital for Zillow Offers and Zillow Home Loans Include Covenants that May 
Restrict Our Operating Activities and Expose Us to the Possibility of Foreclosure on Our Ownership Interests. They Also 
Incorporate Variable Interest Rates that May Subject Us to Interest Rate Risk, Which Could Cause Our Debt Service 
Obligations to Increase Significantly.



We May Need to Raise Additional Capital to Grow Our Business and We May Not Be Able to Raise Additional Capital on 
Terms Acceptable to Us, or At All.

We Rely on Assumptions, Estimates, and Business Data to Calculate our Key Performance Indicators and Other Business 
Metrics, and Real or Perceived Inaccuracies in These Metrics May Harm our Reputation and Negatively Affect our 
Business.

We Expect Our Results of Operations to Fluctuate on a Quarterly and Annual Basis.



We Could Be Subject to Additional Income Tax Liabilities and Our Ability to Use Our Net Operating Loss Carryforwards 
and Certain Other Tax Attributes May Be Limited.

Our Class A Common Stock and Class C Capital Stock Prices May Be Volatile, and the Value of an Investment in Our Class 
A Common Stock and Class C Capital Stock May Decline.



The Structure of Our Capital Stock as Contained in Our Charter Documents Has the Effect of Concentrating Voting 
Control With Our Founders, and Limits Your Ability to Influence Corporate Matters.

Future Sales of Our Stock in the Public Market Could Cause Our Stock Price to Decline.



If Securities or Industry Analysts Do Not Publish Research or Publish Inaccurate or Unfavorable Research About Our 
Business, Our Class A Common Stock and Class C Capital Stock Price and Trading Volume Could Decline.

If We Issue Additional Equity Securities or Issue Additional Convertible Debt to Raise Capital, It May Have a Dilutive 
Effect on Shareholders’ Investment.

The Capped Call Transactions May Affect the Value of Our 2021 Notes, 2023 Notes, 2024 Notes, 2026 Notes and Our Class 
C Capital Stock.

Anti-Takeover Provisions in Our Charter Documents and Under Washington Law Could Make an Acquisition of Us More 
Difficult, Limit Attempts by Shareholders to Replace or Remove Our Management and Affect the Market Price of Our 
Stock.





Recent Sales of Unregistered Securities



$0

$50

$100

$150

$200

$250

$300

12/14 8/15 12/15 12/16 12/17 12/18 12/19

COMPARISON OF 5 YEAR CUMULATIVE TOTAL RETURN*
Among Zillow Group, Inc., the NASDAQ Composite Index 

and the RDG Internet Composite Index

Zillow Group, Inc. Class A Zillow Group, Inc. Class C NASDAQ Composite RDG Internet Composite

*$100 invested on 12/31/14 in stock or index, including reinvestment of dividends, except Class C capital stock, which date 
is August 3, 2015.
Fiscal year ending December 31.







The following discussion of our financial condition and results of operations should be read in conjunction with our 
audited consolidated financial statements and the related notes included elsewhere in this Annual Report on Form 10-K. The 
following discussion focuses on 2019 and 2018 financial condition and results of operations and year-to-year comparisons 
between 2019 and 2018. Similar discussion of our 2017 financial condition and results and year-to-year comparisons between 
2018 and 2017 can be found in “Management’s Discussion and Analysis of Financial Condition and Results of Operations” in 
Part II, Item 7 of the Company’s Annual Report on Form 10-K for the year ended December 31, 2018.

In addition to historical financial information, the following discussion contains forward-looking statements that reflect 
our plans, estimates and beliefs. Our actual results may differ materially from those described in or implied by any forward-
looking statements. Factors that could cause or contribute to these differences include those discussed below and elsewhere in 
this Annual Report on Form 10-K, particularly in the section titled “Risk Factors”.



Visits



Unique Users

Revenue



Homes Revenue.

Premier Agent Revenue.

Rentals Revenue.



Other Revenue.

Mortgages Revenue.



Costs and Expenses

Cost of Revenue.

Sales and Marketing.

Technology and Development.

General and Administrative.

Impairment Costs. 

Acquisition-related Costs.

Integration Costs. 

Other Income 

Interest Expense 



Income Taxes 





Adjusted EBITDA





Revenue



Homes Segment

IMT Segment

Premier Agent Revenue. 



Rentals Revenue. 

Other Revenue. 

Mortgages Segment



Segment Results of Operations

Homes Segment

Cost of Revenue. 

Sales and Marketing. 



Technology and Development. 

General and Administrative. 

Interest Expense. 

IMT Segment

Cost of Revenue. 

Sales and Marketing. 

Technology and Development. 

General and Administrative. 



Impairment Costs. 

Mortgages Segment

Cost of Revenue. 

Sales and Marketing. 

Technology and Development. 

General and Administrative. 

Acquisition-Related Costs. 

Impairment Costs. 

Corporate Items

Interest Expense. 

Other Income. 





Homes Segment



IMT Segment

Premier Agent Revenue.

Rentals Revenue.

Other Revenue.

Mortgages Segment

Seasonality

Adjusted EBITDA



Visits

Unique Users



Homes

IMT

Mortgages



Cash Flows Provided By (Used In) Operating Activities



Cash Flows Used In Investing Activities

Cash Flows Provided By Financing Activities





Revenue Recognition

Homes Revenue. 

Premier Agent Revenue.



Rentals Revenue.

Other Revenue. 

Mortgages Revenue.



Inventory

Contract Cost Assets



Website and Software Development Costs

Recoverability of Intangible Assets with Definite Lives and Other Long-Lived Assets

Share-Based Compensation



Risk-free interest rate.

Expected dividend yields.

Volatility.

Expected term.

Recoverability of Goodwill and Indefinite-Lived Intangible Assets



Recently Adopted Accounting Standards and Recently Issued Accounting Standards Not Yet Adopted

Interest Rate Risk



Inflation Risk

Foreign Currency Exchange Risk





Leases

Debt - Convertible Senior Notes — Refer to Note 15 in the Notes to Consolidated Financial Statements

Critical Audit Matter Description



How the Critical Audit Matter Was Addressed in the Audit

Revenue – Highly Automated Revenue Systems in the Internet, Media and Technology Segment — Refer to Note 2 and Note 
24 in the Notes to Consolidated Financial Statements

Critical Audit Matter Description



How the Critical Audit Matter Was Addressed in the Audit

















Certain Significant Risks and Uncertainties

Basis of Presentation

Use of Estimates

Concentrations of Credit Risk



Cash and Cash Equivalents

Short-term Investments

Restricted Cash

Accounts Receivable and Allowance for Doubtful Accounts

Mortgage Loans Held for Sale



Loan Commitments and Related Derivatives

Inventory

Contract Cost Assets

Property and Equipment



Website and Software Development Costs

Recoverability of Goodwill and Indefinite-Lived Intangible Assets

Intangible Assets



Recoverability of Intangible Assets with Definite Lives and Other Long-Lived Assets

Deferred Revenue



Business Combinations

Revenue Recognition

Homes Revenue.

Premier Agent Revenue.



Rentals Revenue.

Other Revenue.

Mortgages Revenue.



Cost of Revenue

Technology and Development



Share-Based Compensation

Advertising Costs

Income Taxes

Recently Adopted Accounting Standards



Recently Issued Accounting Standards Not Yet Adopted



Cash equivalents

Short-term investments

Restricted cash

Mortgage loans held for sale 

Interest rate lock commitments 

Forward contracts 









Acquisition of Mortgage Lenders of America



Equity Investments











Homes Segment



Mortgages Segment



Convertible Senior Notes











Preferred Stock

Common and Capital Stock



Zillow Group, Inc. 2019 Equity Inducement Plan

Zillow Group, Inc. Amended and Restated 2011 Incentive Plan



Trulia 2005 Stock Incentive Plan

Trulia 2012 Equity Incentive Plan, as Amended and Restated

Option Awards



Restricted Stock Units

Share-Based Compensation Expense





Lease Commitments

Purchase Commitments

Letters of Credit 

Surety Bonds

Legal Proceedings





Indemnifications





Evaluation of Disclosure Controls and Procedures

Management’s Report on Internal Control Over Financial Reporting

Changes in Internal Control over Financial Reporting









 Financial Statements

 Financial Statement Schedules

 Exhibits
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