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Lead Generation Scripts
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New to Real Estate

Hello, this is I Do you have a moment?
|l 6d |l i ke to share the exciting news that I f
Realty.

With this new partnership, | have all their knowledge working for me. Plus, my clients get all my
enthusiasm and hard work. | thought about sharsgithi you because | knew you would be
someone to help me grow my business.

First, |l 6d | i ke to share my real estate app
your street to any place i n Nor sdndybunadexti c a ! I
so you can link to it. Does that sound good?

And 1 6d Ii ke to ask, who might you know frorl
to whods interested in buying or selling a |
anyoneight now? Thanks for taking a moment to think about it.

| have a wealth of interesting and timely information about the real estate market in your area,
and 16d | ove to send it to you. Let me make

And do me advor, please. If you do hear of someone with a real estate need, will you keep me
in mind? Great. And, after you download the app and try it out, send me a text and let me know
how you like it.

Thank you for your time and help, and please let me kin@neifg anything I can ever do for
you.
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New to Keller Williams

Hello, this is I Do you have a moment?

|l 6d | i ke to share some exciting news with vy
This ti me, | ©m t he o neal estate busimessw\erdtd KellerdWillamsmo v e ¢
Realty and just because my company name has changed, the level of service | offer to clients
hasnot . My clients wil/ continue to get all
kKnow, | 61 | takdsado helfh peedple.\Mayr|l count on you to help me grow my

business?

First, |l 6d | i ke to share my real estate app
your street to any place in Northyotmexti cal! I

so you can link to it. Does that sound good?

And 1 86d I i ke to ask, who might you know fror
to whods interested in buying or selling a |
anyone righhow? Thanks for taking a moment to think about it.

| have a wealth of interesting and timely information about the real estate market in your area,
and 16d | ove to send it to you. Let me make

And do me a favoplease. If you do hear of someone with a real estate need, will you keep me
in mind? Great. And, after you download the app and try it out, send me a text and let me know
how you like it.

Thank you for your time and help, and please let me know i§theyghing | can ever do for
you.

© 2015 Keller Williams Realty, Inc. Ignite v4.0 11
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Remind Them You’re in Real Estate

Hello, this is I Do you have a moment?

|l tds been awhile and I 06d |Iike to apologize f
real estate business and working with ¢Jreats like you. | wanted to share with you that |

have a personal goal to help ___ (#) families get into the home of their dreams this year. As you
already know, I 61 | do whatever it takes to
goal?

Fird |l 6d | i ke to share my real estate app wi
your street to any place in North Ameri cal I

so you can link to it. Does that sound good?

And | & dk, who kight youwknosv §rom work, your neighborhood, or a group you belong
to whods interested in buying or selling a I
anyone right now? Thanks for taking a moment to think about it.

| have a wealth of ettesting and timely information about the real estate market in your area,
and 16d | ove to send it to you. Let me make

And do me a favor, please. If you do hear of someone with a real estate need, will gou keep m
in mind? Great. And, after you download the app and try it out, send me a text and let me know
how you like it.

Thank you for your time and help, and please let me know if there is anything | can ever do for
you.
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New to the Area
Hello, this is I Do you have a moment?
|l 6d | i ke to share some exciting news with vy

Keller Williams Realty, and | thought about connecting with you because | knew you would be
someone to help me get my business going in _(new town). May | count on you?

First, |l 6d | i ke to share my real estate app
your street to any place in North Americal I
so you can link to iDoes that sound good?

And 1 86d I i ke to ask, who might you know fror
to whods interested in buying or selling a I
anyone right now? Thanks for taking a monoethirtk about it.

| have a wealth of interesting and timely information about the real estate market in your area,
and 16d | ove to send it to you. Let me make

And do me a favor, please. If you do hear of sométina real estate need, will you keep me
in mind? Great. And, after you download the app and try it out, send me a text and let me know
how you like it.

Thank you for your time and help, and please let me know if there is anything | can ever do for
you.

© 2015 Keller Williams Realty, Inc. Ignite v4.0 13



Calling for Referrals

Hi , my name is with Keller Williams Realty. Your name was given to me
by a close friend of both of ouns,d u r Mganhdte/sha saidtbat | should give you a call.
Is right now a good time to talk for aipte of minutes? Excellent!

(Yo ur Mesaidtisat youawere thinking abdutyjng/selljrayhouse irtitne frame for
buying/sell)rand asked if | would please give you adeaBheand | both want to make certain

thatyou are ingreathandsandlat you have the very best, so
Since everyone |ikes to know what houses ar ¢
you. You can see whatés going on anywhere, f
fe, thereds no cost to you, and | can send

| f they are buying ¢é

Have you seen anything you like thus far? Great!

Are you working with any other agent? No? TI
I f they are selling &

When are yoplanning to move?

Have you listed your house with another agent? No? Excellent!

Continue &

The next step is for us to get together. | can answer all your questions and explain how the
entire process works. It will only take about 20 minutes. Can wedaget twould tomorrow
be better for you?

| f no thanks ¢é

| understand. Just so you know, | have a wealth of interesting and timely information about the
real estate mar ket i n your ar ea, and |1 6d | o\
current enail and address.

And do me a favor, please. If you hear of someone with a real estate need, will you keep me in
mind? Great. And, after you download the app and try it out, send me a text and let me know
how you | i ke i Thankjodfdyouastpne today, and please tetree know if

there is anything I can ever do for you.
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Contacting FSBOs

Asking for an appointment to see their home.

Good morning, my name is with Keller Williams Realty, and | noticed your home is
for sale. As a reastate customer service expert, | like to keep up with the inventory in this area
so | know what kind of buyers to bring. Would you be offended if | came over to view your
home?

|l f O0YesoO6 (they would be otktemaded}), 6or 0We dc

|l promise | wonot ask you for your | isting.
would simply like to put the home on my For Sale by Owner Inventory List. Would today at
3:00 p.m. or tomorrow at 1:00 p.m. be better for you?

Touring their property.

Mr./Ms. FSBO, thank you for allowing me to view your home today. Would you mind just
showing me around and pointing out the features?

Where are you going next? When do you need to arrive?

Mr./Ms. FSBO, thank you so much again for shommgour lovely home. | want to wish you

the best of luck in selling it. | have offef one of your jepattsight help you sell your

home. | 6d be happy t o dr o-winhete. | cah graovidebyeuc aus e |
with information tdhelp you sell and | hope that, in return, you will refer any buyers not

interested in your home to me. Is there anything else | can do to help?

Build rapport and a relationship with them.
It was good to meet you t Ioefrom tinkeeortimidjwestto I 61 |
see how things are going and where there have been any changes in your plan to sell.

Selling is hard wor k. Il have a tip sheet on
your area tomorrow: can | drop it off ardi®:00 a.m., or would the afternoon around 2:00
p.m. be better?

© 2015 Keller Williams Realty, Inc. Ignite v4.0 15
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Focus on saving money by working with a good agent.

There are some good statistics availabl e abc¢
them to you, or drop off a copy. Whatdayd t i me woul d be convenien
minute.

Focus on saving time by working with you and get their home sold.

Good morning, Mr./Ms. FSBO. | thought you might be able to use this information on home
improvements and cosmetic changes that@seeffective with buyers. How are things going?

16 © 2015 Keller Williams Realty, Inc. Ignite v4.0
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Contacting Expired Listings

We Had a Bad Agent

Unfortunately, | hear that a lot. My job is to really listen to and address your needs and provide
you with professional guidance and assistance during the entire process. But the real benefit to
you is a sold house! Can you tell me more about youemsg@&vith your previous agent?

We Decided to Sell It Ourselves

| can certainly understand your frustration. However, even though it may seem to save you
money, a recent National Association of REALTORS® survey foundrtied sold by an

agent sell for an average of 13% more than those sold by their owners. Furthermore, a good
agent is also going to save you a lot of trouble with their knowledge of disclosure requirements,
sources of financing, contracts and by showimdhgme. Let me tell you about how my

services can get your home sold. (Discuss points from your Value Proposition and Marketing
Plan)

We’re Not Sure What to Do

There are usual |y fiignuce, conddianmmarketisg, dr therpeotessidmaln 6t ¢
handling the job. How do you feel the home was priced? (Listen to their answer. If pricing
seems to be the issue, use your pricing discussion scripts.)

How do you feel your home was promoted? (Listen to their answarkdfimg seems to be
the issue, present yourRdint Marketing Plan.)

Does the home show well? (Listen to their answer. If condition seems to be the issue, use your
staging scripts.)

Did your previous agent provide great service? (Listen to their dinheerustomer service
provided by their previous agent seems to be the issue, address it using your 10+ Customer
Service Commitment scripts.)

© 2015 Keller Williams Realty, Inc. Ignite v4.0 17
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We’ve Decided to Wait Before Listing Again

Just out of curiosity, if you didlsehere were you moving to?

WOW! Why was that important? What would that do for you and your family if you had
moved? If | could show you a way to make that happen, would you be interested?

You see, | specialize in getting homes sold that shouldlhate soEven t he best h
the first time and it just takes a new approach and new ideas like | use to get houses sold. When
could | stop by and spend 15 minutes with you and show you why so many homeowners choose
me to sell their house?

Yousee, specialize in getting homes sold that
the first time and it just takes a new approach and new ideas like | use to get houses sold. When
could | stop by and spend 15 minutes with you and show you whydwmomaowners choose

me to sell their house?

Mr. / Mrs. Seller, if a contract were presented to you tomorrow, would you still sell? Great, so
there is some desire to move, right? You know, Mr. / Mrs. Seller, | specialize in houses that are
gr eat , tselléehe firsttime ford&arious reasons. Let me ask you: why do you think your

house didndt sell? What will you | ook for i
and look at your house, that way you can meet me so at a weak moneentoud end up w
weak agent. After all, you dondt want to put

6 months, do you?

Mr. / Mrs. Seller, if | could sell your house in 30 days and net you what you need would that
pose a problemforyouh ™t 6 s exactly why wc&alimpRederstand s et
First Time Home Buyers

18 © 2015 Keller Williams Realty, Inc. Ignite v4.0
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Contacting Specific Clients

Renters (Option 1)

Hi my name is with Keller Wi lliams Realty, ar
considered buying a home for yourself or your fasnigtsne in the near future. Owning a
home is a goal for most people and continues to be a good investment.

Have you wondered about the costs and the pi
that some peopl e don o tirowrhhomekand thaiethey ncag e aldef f o r «
to buy a home for almost the same amount as they are paying in monthly rent.

|l would |l ove to sit down with you and expl ai
obligation on your part. Would you like to memioirrow for 15 minutes?

Renters (Option 2)
Hi my name is with Keller Williams Realty, and | was wondering when
youodl |l be ready to stop paying your | andl or c

|l help people buyhhomas) oandfl peepfeuddndt
their own home, and that they may be able to buy a home for almost the same amount as they
are paying in monthly rent.

| would love to sit down with you and explain the process of owning youroen horht 6 s no
obligation on your part. Would you like to meet tomorrow for 15 minutes?

Newlyweds

Hi my name is with Keller Wi lliams Realty. | ©r
because | heard you recently got married and wanted to congratulate you, and second to see if
you had considered buying a new hionw if you already own a home, what about buying an
iInvestment property?

© 2015 Keller Williams Realty, Inc. Ignite v4.0 19
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| would love to sit down with you and explain the process of owning your own home or
i nvest ment property. |l tds no obligation on
minutes?

And because you are a newlywed, you typicallyokmevwnewlyweds or others getting married

who havendt bought a home yet, and youdd be
letting me talk to them for five minutes to share with them the opportunity of owning their own
home.

20 © 2015 Keller Williams Realty, Inc. Ignite v4.0
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Calling Personal and Professional Service Industries

Creating referral partnerships with business owners you have done business with

Hi [Husiness oyvner r 6 m with Keller
process of creating a list of preferred busamesservice providers to give to my clients. Since |
frequently have clients ask me for a good dentist; landscaper, or othey, business

only want trusted companies to refer them to. Since | have had excellent service from you,
would you ad your business be interested in being included?

(If yes, continug . .

Great ! I I i ke to establish these professi ons:
businesses as well. So if | were to refer clients to you, would you be vafiengaarn clients

that are looking to buy or sell a home to me with the assurance that | will provide them with the
high level of customer service that you expect?

(If yes, continug . .

Excell ent! How about we cmosothatwercanget stdrtedd@t h e r ¢

Creating referral partnerships with business owners you have not done business
with

Hi lHusinessoywner  6m _ with Keller Will
process of creating a list of preferred busineseande providers to give to my clients. Since |
frequently have clients ask me for a good dentist; landscaper or otheJ Qusinesd m

|l ooking for a trusted company to refer them
Would you andour business be interested in being included?

(If yes, continug . . .

Great ! I |l T ke to establish these profession:
businesses as well. So if | were to refer clients to you, would you be willingotar redfents

that are looking to buy or sell a home to me with the assurance that | will provide them with the
high level of customer service that you expect?

(If yes, continug . . .

Excell ent! How about we c¢ onthatwemanegetstanted® t h e r

© 2015 Keller Williams Realty, Inc. Ignite v4.0 21
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Scripts for Working with Sellers
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Listing Presentation

Listing appointment

Thank you so much for giving me the opportunity to get your home sold.
Review the Prelisting Packet you left with the seller.

Ask:

Did you have a chantereview the Guide to Selling Your Home | left you?
If yes:

Great! And did you complete the questionnaire at the back? Do you have any questions about
anything that was presented?

If no:

Well, |l etds review the pac kmddqueastionsatkhle gndfore f o r e
you to answer.

Goals for today’s listing appointment

Wedveigotgoal s f oQuicklycwh thyouils thersix goals n g .

1. Discuss your motivation for selling

2. Define your 10+ Experience expectations

3. Review what you canpect from Keller Williams and me
4, Explain the selling process from listing to closing

5. Review the three factors that get your home sold

6. Decide to work together
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About Goal #6, let me explain that we can expect one of three outcomes from our meeting
today:

Ve

A You may list your home with me and that would be great!

A You may not list your home with me and, to be honest, tvaoul dndt be s

A | may be unable to take the listing.

Is that fair?

Uncover and prioritize the seller’s needs

Some rules of comnamnicat

1. Ask LOTS of questions

2. Listen more than you talk
3. Affirm their responses with: o0Great, o6 0T
4, Don assume they already know something

0t
theydre done expr kngssAlwayg ask forelarificatiorpi ni on or
Ask:

Mr. /IMs. Seller, to do a better job of marketing your property and serving your needs, would
you mind if | ask a few questions and take notes?

Delivering a 10++ experience

| 6d | i ke f or expedance sellinglyawhemeaandgthatdeagins with me being very
clear on what your expectations are, so | would like to ask you about that Okay?

Ask each question, allow plenty of time for them to answer, and write their answerslin your packet
time for both parties if the sellers are a couple.

Thank you for your honesty. Knowing how to deliver a 10++ Experience helps me serve you in
the best possible way.
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Why Keller Williams Realty?

Let me tell you a little bit about the company | worliivKilller Williams Realfiyand why
youdve made a great decision to talk to us ¢

Quickly cover the selling points alduinktidé world, #1 training company, best mobile property searc
app, and accessing hundreds ofvedaiestajiobally!

Any questions?

What you get from me

What youdre getting from me is the foll owi ng
Quickly cover the professionalism and expertise you provide, highlighting each category listed on
Any questions?

With my technology, we camnduct your entire real estate transaction online. Our paperless
transaction management system means no more faxing papers back and forth or driving across
town for missed signatures. No more initialed changes to smudged contracts, illegible
handwriting, werfaxel contracts, or lost documents.

Having the paperwork online, provides a level of security for your confidential real estate
transaction documents. Every change, initial, and signature is stored and available for up to 7
years and all parties tovansaction can collaborate in one space. You can be out of town and
still keep the negotiation or closing process movinggaadgou have Internet access.
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The home selling process

If their answer to the Prelisting Packétigtieatore wght ever sbod

r eall

need to explain the steps more thoroughly. If yes, you can skim over this content.

|l 6d | i ke to explain the
along the way.
Cover the thresed listed.
1. Servicing and Marketing
2. Offers and Negotiations
3. Contract to Close
Any questions?
A smooth closing
| f theydve sold a home:
It may have been a whil

the closing table.
If this is their first time selling:
Letds review whatos

Any questions?
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Three factors that get your home sold

The location and condition of the home are the first things that attract buyers and their agents.
You canthechaaoagtei on, but you can change the
appealing as possible.

Marketing of the home is critical and this is where my expertise comes in. | will review my
comprehensive marketing plan with you in a moment.

We 6 | | scuss tisabthe ghrice is determined by what buyers are willing to offer and how to
price the home so it will get sold.

Buyers are attracted or distracted immediately by the condition of the home. From the curb
appeal to every room in the house, to the betky all matters.

Buyers rank condition as one of the top three things they consider when choosing a home. Most
want a mown-ready, moddike home.

Buyers are trying to see themselves in any property they visit. They are trying to imagine a
wondertil life inside your house. So our goal is to help them by preparing the house so that
nothing distracts them from being able to do this. This mean a great curb appeal, a clean interior
with as few repairs needed as poésilé t er al | , d o withhamsdisl ondt o
and as few reminders as possible that someone else is living here, and that includes not being
here during showings.

Once we agree to work together, l 61 | advi se
staging to accomplish this.d3ahat sound good?

Go over the quick list of tipsotceithprappearance of the home.

Any questions?

Letds r eStiepv NMeyr Kledt i ng Pl an thatds designed
Go over each step ofShepIMarketing Plan.

Any questions?

Yourhome will be advertised throughout the Web, on multiple sites, locally, nationally and
globally.

Any questions?
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Price to sell

So, youod6re probably interested in what your

Well, the price of your home is determined by the markets,Wwhat buyers are actually

offering and competing sellers are accepting based on recently sold properties. The market
fluctuates from state to state, city to city, and even neighborhood to neighborhood. Depending
on the number of homes for sale at amgngivne, the market will either favor the buyer or the
seller.

Our current mar ket favors é
| f a s edlinkeatornpless thaa 6 rkoath supply:

€ sellers. This means there are more buyers
to ask fo more than market price. It is easier for sellers to seHpaieezllhouse, and

properties priced right can go fast. Buyers have fewer choices and must act quickly to get the
home they want.

| f a b udjinwantdrg gremtar thknestmonth supply:

€ buyers. This means there are more homes f
market, sellers have less options and buyers are in control. Sellers must price their home even
more strategically to make it attractive to the few buyers Idoidritey must be prepared to

negotiate to get the home sold.

Many sellers make the mistake of pricing their homes. You many have even noticed some of
your neighbors ake those mistakes in the past.

But smart s el kedsrdsterminedly tharkea nd épr i

Any questions?
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Comparative properties

Prepare in advance several comparable prapesina#ar size, location, and amenities that sold
recently.

Include this informatitre Listing Presentaitbgo over it carefully with the sellers.

Mr./ Mrs. Seller, the truth is, buyers are very smart and informed about the market, especially
those who have been looking for a while. They have been looking online at property websites
and will know what similar homes in your neighborhood are listed fbuyensd are always

looking for a great honag the right price.

| have done some-tiepth research and analysis looking at comparable properties that have
SOLD recently, and look at how long they take to sell, and how much competition there is on
the marke

So |l etds take a |l ook at the comparabl e propce
determine the value of YOUR home. Okay?

Price recommendation

After studying the comparables, taking into account the unique characteristics of your home and
its setting, and using my knowledge of the averages in your neighborhood, | have prepared my
recommendation.

Remember that my primary goal is to net you the most money possible. And | believe this
pricing plan, matched with my-3#p Marketing Plan, will éragents and buyers to your
home and position it as a highly appealing and highly competitive property.

Write in the average sales price for the area and the price per square foot. Then write in your reco
range for their home along \pith goicare foot. For example: Average: $250,000 and $100/sq. ft.
Recommended: $24%2860000 and $9802/sq. ft.

After |l ooking at everything | d6ve presented
Do you agree with this price recommendatios? t hi s what youdd | i ke t
you ready to make a decision to work with me?

IfYes Great, it sounds | i ke wedbve got a price
and get this house sold and get you packing!
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Signing the Listing Agreement

Wedre in agreement about the price and it

Ask: (options)

Ve

ABased on everything wedve di scwhsed, I
relationship. Would you agree?

A Are we ready tmove ahead on this?
A Is there anything we need to do before we get started?
A Would you like me to handle the sale of your home?

A Are you ready to decide to choose me to represent you in the sale of your home?

If yes: Hand the sellers your Listing Agulesemieaten and ask them to sign.

Thark you, | am |l ooking forward toée

If no:

What is preventing you from moving forward? Do yee additional questions for me?

| also have prepared an Estimated Sall erds
expect to receive at the closing. This details various deductions for title and/or escrow
companies, insurance payments, HOA dues, real estate commissions, etc.
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Moving checklist and end of appointment

S you know what to eoxBxmpedNextChedklise provi ded a

As a bonus, | 6ve i ncluded a Moving Checkl i st
on your mind and thesdlé things can be overlooked.

Thank you so much! | tds been such a pleasur e
|l dm so happy that weol | be working together.
everything I 6ve committed to.

Letds set up a oi met agi dgsegoasss obpmeonand | 6l

away. Does that work?

Thank you, and [ 0611 birsertiappropriati &gase oontact me

whenever you have a concern or a question. |
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Seller Objections

Seller Objection 1: We need an agent with more experience

Keller Wi lliams is different. |l 6m a partner
office. When one makes money, it benefits the rest of us too. So | have lots of agineted
and many years of experience working for you.

Is there anything another agent said they would do that for some reason | forgot to mention?
Did | cover everything you expected to hear? Sounds like you believe | can get your home sold,
so | etleadnomo ve a

Seller Objection 2: We need to think it over

| hear you saying you want to be confident. If you were 100 percent confident in me, you

woul dndt bring this up. Il f you knew | was gc¢
iIsyoucannevr know t hat. Letds sign the agreement
time you are not satisfied.

Seller Objection 3: Another agent will charge less

| can appreciate that thereds someone who wi
|l f they candt negotiate with you about their
money when buyers make a low offer?

Seller Objection 4: Why won’t you reduce your commission?
ur boss cameetsayneujjamdfoai desal
harder. 6 Would you be motivat ec
06s what you want, isndot i11t?

You want the most money possible, right? Agents who discount their commissfen will of
buyer agents less money too. You want to give the biggest incentive possible to buyer agents,
dondt you?
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Seller Objection 5: Why should we pay?

Has there ever been a time when you bought something for less, thinking it was a great value
only to findout it was not, and you had to replace it and spend more? Quality lasts. It delivers
value. Is this time like that time? It is.

33
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Pricing

Pricing to sell is based on understanding what is selling

Mr./Ms. Seller, some of the things you can control dilvensglling process are the condition

of your property, the availability of your home for showings, and your positioning in the market.

Il n the end, value is determined solely by wlt
on comparingyourhomteo ot hers currently on the market
neither do you. The market determines value. Does this make sense?

Address pricing honestly
Do you want me to tell you the truth, or do you want me to tell you what you want to hear?

If a seller insists on a higher than market price, get agreement now that if you have not had a bonz
reasonable (short) time period, you will reduce the price to your recommended price.

The first few weeks your home is on the markéharaost critical and will attract the most
serious buyers. Il f we dondt get a bona fide
overpriced. |l f after three weeks this i s whe
recommendedrice to meet market demands?
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CMA Scripts

Explaining the CMA

Mr./Ms. Seller, would you like to obtain the highest price possible for your property?

|l f Oono, 6 dig deeper. |l f oOoyes, 6 continue.

To achieve the highest price possible, you must have maxpasure to the marketplace.

The most important decision you will make in this respect is where you decide to price your
property. The way most sellers establish their listing price is with a Comparative Market
Analysis, what we call a CMAké out ydDMA paggs

As you can see from this CMA, the average market time in our area is 60 days*. This means that
if you want to sell your property in less than 60 days, you have to be in the top 50 percent in
terms of price and property condition. To sell id38*y s, youdl | halye to be
percent in terms of your price and property condition.

*You will need to find out the correct numbers for your marketplace and customize this script.

Determining the list price

Mr./Ms. Seller, the most importadgcision you will make is where you will price your property.
Pricing your home at fair market value will attract more buyers. Attracting more buyers normally
results in a higher purchase price. Overpricing your home results in a longer market time and
possibly a lower price.

Would you like to price your property to sell quickly, or will you price your property where it
could take longer to sell? The choice is yours. What would you like to do?
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Pricing Objections

Objection 1: We need a certain amount from this sale to buy our next home.

Will you as a buyer pay what the seller want
what i1 tds worth, right? Thatds what your bu)

Objection 2: Can we price a little higher and come down later?

Opgion 1:

Hereds what frightens me about pricing highet
yours, but they wondét | ook at it because of
want to attract buyers. We want them to make offers. Doesatteatense?

Option 2:

The greatest number of showings comes in the first three weeks. If they see the house is
overpriced, they walk away and we dondot get
an offer right away. If more than one likes yaoe pthey might even compete and drive it
higher. Woul dndt that be great?

Objection 3: How can we be sure the price you’re recommending is the right
price?

Real estate is a mardleven commodity like stocks. If you have ever bought a stock, how do

you know what i1itédés worth? When you sel]l a st
mar ket doesndt <car e. Li ke t thaWhywoulthebuymrar k et s
pay more than the market says itds worth
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Closing the Deal Script

After studying the comparables, taking into account the unique characteristics of your home and
its setting, and using my knowledge of the averages in your neighbdrén® prepared my
recommendation.

Remember that my primary goal is to net you the most money possible. And | believe this
pricing plan, matched with my-3t#ep Marketing Plan, will draw agents and buyers to your
home and position it as a highly appgand highly competitive property.

After 1l ooking at everything | dve presented
Do you agree with this price recommendati on’
you ready to make a decidimmwork with me?

If Yes:

Great, it sounds |ike wedve got a price and
this house sold!
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Staging Objections

Objection 1: | don’t see why this is so important.

If we want to sell faster or for man@ney than your competing sellers, then we need to stand
out in terms of condition.

Objection 2: Do we really have to make this repair?

We can sel/l it just the way it is, but itods
money. My recommeation is to have it repaired so that we can get the best price possible in

the shortest amount of time. The choice is yours. What would you likeniaki the repair

or take longer to sell?

Objection 3: Why can’t we sell the house “as is”?

Would you predr to pay a few hundred dollars to paint a room, or do you prefer to deduct $500
to $1,000 from the sales price? Since buyers use outstanding repairs to negotiate a lower price,
i tds wusually in your best i nttewttebugeo make
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Scripts for Working with Buyers
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Explain the Benefits of Preapproval

Option #1

Mr . / Ms . Buyer, iItds I mportant that you are j
sear ch. Preapproval i s ofrhenwamudhynoneywsutwillbe | ender ¢
eligible to borrow.

Youol | know exactly what price range you cart
When you find the home you | ove, youdl |l be

Sellers will be more likely to accept an offer from a preapproved buyer.

And, finally, you can see if there are any errors on your credit report and you can resolve them
right away.

Would you like to have one of my lenders call you to help with your preapproval? When is the
best time?

Option #2

Letds just ass uomarethesellera moment that vy

You have been transferred by your company and need to sell your home in 3 weeks. The first
thing you do is call your real estate agent and let them know that you need to sell this home and
you need to sell it now. You end up listibbglbow fair market value because you are under time
pressure, so of course the first day you receive two offers. The first offer is for cash, and it is
$2,000 less than your request price. The second offer is for full asking price because those
buyers reallwantit however, they havendot been preappro
gualify, even their agent doesndét know i f t1}
which offer are you going to take? Are you really going to take a chanegtfar&2,000?

When you are preapproved for financing, you essentially become that cash buyer. Can you see
the benefit of that? So when is the best time for one of my lenders to call you? Is it weekends,
weekdays, or in the next 15 minutes?
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Schedule the Appointment for the Buyer
Consultation

If this buyer lead came to you based on the buyer calling in on a certain property and the home ha
their price range, make an appointment for them to see the property and have a consultation.

Thepropet y at 123 Maple Street is |listed at $2:
123 Maple Street is the perfect home for you. Would today at 4:00 p.m. or Saturday at 10:00 a.m.
be better for you?

Great. Let d6s meet at umanalsofrdviencother properiieb onlthe we ¢
multiple |isting service that you might be i
that work for you?

If you have called a referral and the buyers have been willing to answéregpketiensitngostay on
they have the potential to be serious buyers.

Mr ./ Ms. Buyer, 106d |Iike to invite you to col
looking for in your next home, and use my MLS to review properties. This way, we can search
for homes that fit your criteria.

When we meet at my office, we can work together to make the most of your time. | can use the
tools | have to find the best matches for you and check for any contingencies and other details
that would not be apparent from a gadp visit alone.

Are weekends or weekdays better for you?
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Buyer Closing Costs

Mr . |/ Ms . Buyer, before we tour homes, | et 0s
down on a house, you can expect your closing costs to be an ADDITIONAL 3% of the

purchase price. So, if you were purchasing a $200,000 house, the down payment would be
$40,000 and the closing costs would be an additional $6,000, for a total of $46,000. If you put
down less than 20%, your closing costs may be as high as 4%.

Buyer — Close For Agreement

Ask for the business

The following script details a simple way to obtain an exclusive agreement:

All I ask in exchange for my superior customer service promise is that you agree to work with
me exclusively. Does that sound fair?

Okay, can we sign and shake on that?

(Provide the buyer with the Buyer Representation Agreement, explain it, and have them sign it. Th
hand.

Closing the Buyer Representation Agreement #1

What wedre going to do iondgreementwhichguismetoe Buyer
work for you. Youdre giving me the tool [ ne
| have the opportunity to negotiate for you and get you the best deal. And getting the best deal
i's i mportanPetbegou,themodtei ®® do the right
Agreement, and put me to work for you.
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Closing the Buyer Representations Agreement #2

Can you see how it would benefit you to have a professional looking out for your best interests
as you search for the best home and negotiate to get the best deal?

Great! This form allows me to represent you
take care of that. You just need to okay this agreement right here.

Closing the Buyer Representation Agreement #3

We call this agreement our loyalty agreement, where | agree to be loyal to you and take no action
detrimental to your best interests. |l tds a
loyalty in exchange for me workingstop to find you the best home, at the lowest price, in

the least amount of time.
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Handling Objections to Exclusivity

If a buyer objects to signing, use the script below:

Mr. /Mrs. Buyer, because of the level of service | provide, | can only wdrkywithwho
work exclusively with me. Let me remind you that by signing you are NOT agreeing to pay me a
fee.

You are agreeing to have me represent your best interests and to use my knowledge and
expertise to find you the best home at the best pricesThavih at y o @ tovirad the |, I sn¢
best home for the best price?

Objection 1: | don’t want to sign anything. | want to be free to work with other
agents.

When you engage me as your real estate sales representative, you give me the tool that | need to
represent you. If you sign the Buyer Representation Agreement with me, | am contractually
obligated to share any information about t he
a divorce, relocation, or estate sale. Without that agreepiacejit am actually a sagent*

to the seller. That means that | do not represent you, and | cannot share that information with

y ou. | want to be your advocate, not theirs.
Representation Agreement today.

*Ask your Team Leader whether your statgehey, slual agency, and/or designated agency.

Objection 2: What if | change my mind during this 30-day period?

| understand completely. Think of this agreement as a form of going steady, not mauage. If
decide at any time that you do not want to
need for a divorce. And you can break up wit
feel comfortable with that, you can just okay the agreentepbwiinitials.
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Objection 3: I don’t need to work with an agent because | can find a home on my
own through the Internet.

Searching for homes is the fun part, and we will certainly use the Internet to find your home.
Finding your dream home is not why f1o'e a buyer agent. You hire an agent to help you get
the house you find. My job is to protect your interests throughout thdbginge process, and
negotiate on your behalf to get you the best price and terms.

Know When to let a buyer go

Mr. /Ms. Buye, | appreciate your decision. Since | can only work with buyers who work
exclusively with me, 10l have to just wish
coming in to meet with me today, and let me know if you change your mind.
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Present the Buyer Needs Analysis

Mr. /Ms. Buyer, thank you for letting me help you. My goal is to give you a 10+ customer

experience. To do that, 18d I|ike to get a cl
So, with your per mi std®16 minute$ exploring whHatethe tight s pe nd
home for you would be I|ike. Wedll call this

It may seem like a lot, but I'd rather ask you 500 questions and show you the right 5 homes than
ask you 5 questions and waste your time showing yaonige5®0 homes. Does that work for
you?

Three Questions Deep

Here in an example of how to numeptivieen asking questions.
Where are you moving?
How soon?
Why is moving to that part of town important to you?

Why will that do for you?

What are you looking for in a new home?
Why is a large yard important to you?
What will that do for you?
What will tlat ultimately do for you?

46 © 2015 Keller Williams Realty, Inc. Ignite v4.0



kw

Conclude the Buyer Needs Analysis

When you wrap up the needs analysis portion of the buyer consultation, let the buyer know that thi
to find a home withpEdOent of the features they are looking for.

Mr./Ms. Buyer, there is no such thing as a 100 percent house. It will have yourfiseenust

and possibly some of your rioeghaves. When we find a house that has your fivenauesi
thatis,a9095% lousei | 6 m going to suggest you write a
What are the five musaives for the home you buy?

Five Must-Haves

1. What are the top five things your home must have?

>

>

>\

>\

>\

2. Beyond those five things, what is something else you really m®st hav

3. If you could have something else, what would that be?

4. If you could have one last thing to make this your dream home, what would that be?
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Buyer Informational Scripts

Average Days on the Market

The reality is, we have to evaluate each hontikeyand decide if it is the home for you,

whether it has been on the market for a day or a year. A great home always sells, and it usually
sells fast. So while the average days on market is ( ), that number does not represent all
the homes, becauseme of them sit on the market for 365 days and some of them sell in 1.

List Price to Sales Price — When your buyer wants to make a low offer

The average list price in ( )is ( ), but the average sales price is

( ). That meathsit sellers are coming down / going up approximately

( dollars). The reason | share this information is that | would prefer to turn you
down now rather than disappoint you later, if you think you could offer $25,000 less than the list
price andactually expect to get it.

So let me ask you a very direct question. If we found you the perfect home and the seller is only
willing to come down about ( dollars), how would you feel about that?

If your list-price-to-sales-price ratio is better than the average agent’s.
So, you are |l ooking for a $-pricado;séledpflice tatmise , ar ¢
( ), and mine is ( ). | am going to save you ( %) over and beyond what

the average agentis doing rightnov. ket do t he math (take out <cal
home | am going to save you ( dollars). Can you see the benefit of that?

Home is out of the buyers’ price range

Well, that home is a tad above/below your price range, but | have three othtseprigbe
here in front of me that are in your price range that | would love to share with you.
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Objections to Setting Buyer Appointment

Objection 1: | don’t have time to come to the office; can’t you just meet me at the
house?

Because your timeissawalb| e, t hatdés exactly why we need
the 25 minutes wedre going to spend at the
| ooking at houses. When we get toogetythaer at
mat ches your specific criteria, wedll be abl
before taking your time to drive by them or(«
them. So when is the best time to come to the dffis it weekends or weekdays?

We will also be able to see if there are any contingencies or other issues that will not be apparent
by just doing a tour. If there is something that would eliminate the home, better to know
upfront.

Objection 2: Let me talk to my spouse and | will call you back.

I understand that, |l et me ask you this. Let ¢
best for both of you and then | am going to call you back the day before the appointment to

simply confirm. Ifivo r k s, fantasti c; i f it doesndt , t he
appointment. When do you think it i1s going t
call you Friday. What time specificahatl' y woul

number would | have the best chance of catching you on?

Objection 3: I've already seen the house online. | just need to see it to know if |
want to buy it.

| completely understand. The home you are calling about is amazing. However, the sellers
request that | meet with all buyers prior to showing them the property. This will allow me to

cover any financing issues in case you need a loan, and to give you further information about the
property and also the neighborhood. Would you be able to comefimwetyday at 5:00 p.m.

or would tomorrow morning at 9:00 a.m. work better?
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A note on “no”

Al | I's not | ost 1 f the buyers say no to the
i n this case r e alelgoodckaace © ulttmately capyuee theirdbusessiby settir
them up on a BINS (Buyer Instant Notification System) which would prompt them to do their searc
IDX search tool on your website.

Offeronlineaccess

Would you like online accesstever y home on the market that
also receive instant notifications every time a home that matches your criteria comes on the
mar ket . | 6d be happy to sign you up for frec

Makefollowup calls

Over the last week, we have sent you 5 listings. | am just calling to update my files and see if you
are still in the market to buy a home, if you have already purchased a home, or if not, to review
the 5 homes | sent you to see if you would lige tour the inside of any of them.
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Making it Great for the Buyer

Present the eEdge Advantage — online transactions

When you work with me, youdll have the oppor
transaction online. | use a paperless transaction management system called dotloop.

Youol | reduce your environment al I mpact bec:
Negotiations and closings can happen faster because signatures can be obtained without having
to meet in person. Online transactions are also more convenient because no travel is required.

If they are not sure what online transactions mean:

When you catuct your transaction online, it means no more faxing papers back and forth or
driving across town for missed signatures. No more initialed changes to smudged contracts,
illegible handwriting, over faxed contracts, or lost documents. With dotloopititwestrad

paper trail is online, and all parties to a transaction can collaborate in one space. You can be out
of town and still keep the negotiation or closing process moving as long as you have Internet
access.

If they are concerned about the security of online transactions:

Do you bank online? Do you file your taxes online? Dotloop offers the same level of security
with your confidential real estate transaction documents. Every change, initial, and signature is
stored and available for up to 7 years.

Establish your showing process:

To make the showing process as efficient as possible, set the expectation with the buyer before lo
Use the script below.

© 2015 Keller Williams Realty, Inc. Ignite v4.0 51



kw

Mr . / Ms . Buyer , wedbhomeshvieen Wweqyo dui. Aftgr yoa see eabhchonte, 5
|l 8l ask you i f you want to buy it. I f the
didndot work for you, so that | can refine o1
you. Does that strategy work for you?

As we view homeddre are two things | want you to keep in mind. One, that the 100% house
does not exist. A 9@¥5% house is really a 100% house. And two, | want you to keep your five
musthaves in mind, because these will be your determining factors.

Keep the focus on the best homes

(@)

Mr . /| Ms . Buyer, when we do find the right h
going to have that feeling of oWell, is ther
the best homes sell right away because they hestthemes.

Do you want to see all the homes, or do you want to find the right one quickly?

Set the next appointment

Mr . /| Ms . Buyer, before we part company, | et O ¢
to look for that home you want to buyndithing worth seeing has hit the market by Friday, |
wi || cal | you, and wedl | reschedule for the
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Common Objections During Home Viewing

Objection 1: We love it, but we haven’t seen enough properties yet.

Mr./Ms. Buyer, my role as yduryer specialistand the reason why we met for a

consultatiofi is to sort through the homes that meet your criteria and only show you the best
available homes, the cream of the crop. And the best homes on the market go fast, usually in
one, maybe two, dafsyou love this home, chances are someone else does too! Are you willing
to lose the perfect home for you, your WOW home, the one you will absolutely love, just so you
can see everything out there?

Objection 2: We really want a formal dining room.

Mr./M s. Buyer, remember at our first meeting when we talked about there being no such thing
as a 100 percent house? (Refer to the FiveHduss sheet.) We identified as being

the five mushaves in your new home. Has a formal dining room taken poeceder one of

these items? If so, which one? (If yes, you will need to begin a new search.)

Objection 3: We don’t like the carpet/paint color/landscaping.

I hear what youdre saying and this home doe:s
touchesWould it be better for you to pay a higher price for the seller to make the changes or
just redo this one thing yourself teeet your specific needs? Great!
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Overcome Buyer Reluctance

Objection 1: What if prices drop?

Mr./Ms. Buyer, are you most conceradout the price of the home, or the monthly payment
on the mortgage?

Of course, the monthly payment, | would have to agree with you. Let me ask you another
guestion: do interest rates generally go up faster than home prices come down? What do you
think?

Yes, no doubt about it. In fact, interest rates could rise one percent tomorrow, right? Well,
home prices would have to come down 10 percent to make up for a one percent rise in interest
rates. So if you are looking for a $200,000 home, do you thirsk rateezmight go up one

percent before home prices come down $20,000 in your price range?

|l would definitely agree with you there. So
before interest rates go up.

Objection 2: We want to sleep on it.

Y o & @ght. This is a huge decision. However, | have to give you fair warning with as little
pressure as possible. If you are ready to write an offer on this home, other buyers may also be
ready to write. Being first to write will make a difference in tiagdha best possible price

for you.

Is there something specific holding you back? How can | assist you with your decision?

I f they still want to waité

That sounds good. | will call the listing agent first thing in the morning to see if the hbme is stil
avail able and then 18Il call you. Do you ha\
for you?

Do you have any other purchasing concerns | can assist you with?
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et to the bottom line with your buyers

If you have shown more than the average number of homes and your buyers have not made an of
back to the drawing board.

Mr . / Ms . Buyer, what vyou are | ooking for doe:
1. You can step into a highmice point.
2. You can adjust your expectations.
3. You can step away from the home buying process for a year and see what happens.

What is the best course of action for you?
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Making and Receiving Offers

When the buyer wants the seller to make repairs

Mr./Ms. Buyer, until you have a physical inspection, we will not know how much these items
will cost, and we could find additional repairs we may want to negotiate. Consequently, you have
three choices:

1. You can offer the seller less money now to compensatestoitémas.
2. You can ask the seller now for a credit to repair these items using your own contractor.
3. Or, | usually advise clients to wait for the physical inspection and negotiate all repair

items at one time.

How would you like me to negotiate this offeyaur behalf?

When the buyer wants to make a low offer

Mr./Ms. Buyer, there are three ways to negotiate a transaction.

1. You can make a low offer and run the risk of the seller rejecting it or countering back at
full price to compensate.

2. You can make aoffer closer to the asking price and be less flexible if there is a
counteroffer.
3. If you really want this home and are concerned that another buyer may purchase it, you

can make a fyfirice offer and give the seller what they want.

| t s vy our oaldyouilikeene to kegowatewhis offer?
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Buyer wants to re-counter

When your buyer 6s of f eaguntdr,disimpouanttthatrtheydhava thelpropeo
perspective.

Mr./Ms. Buyer, by countering the seller has essensalipid you the home for $200.000. If

we counter at $195,000, it allows the seller to walk away from you or accept another offer in the
interim. It is the risk of selling away your dream home for only $5,000. Are you OK with that
risk?

Present the initial offer to your seller

Good mor ni ng/ af namewthokeller, Williarhs@Realty. We have an(offer here
for your review. | © m g o ifinigthistagoodtme?Now, thet g h t h e
offer they came in withis$___ off¢rprjcé hey 6r e putting $__ __ as

____% as the total down payment. They want to close on date @nd theyodore a:s
% in repair limits. What do you think?

Present a low offer to your seller

Never criticize or show a negadiw@ltiut a low offer. Present all points of agreement first before disc
pricing or other disagreements.

Now, thatds | ower than our asking price, b ut
like to do.
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Recommend that your client accept the offer

| will urge you to consider this offer very carefully and consider the value of meeting your
moving goals; in the long run, meeting your overall goal of selling your home is the more critical
need, correct?

Your property has been on the market now for ___ days, and the average time on market for
thisareais ___ days.

Buyers are going to | ook at this same dat a,
foronly $ , and the house aroundtheeor sol d for $_ . They

pay fair market value compared to these other sales.

If you accept this offer, the probability of closing and meeting your goal is 100 percent. You
want to meet your goal, right?

Recommend that your client make a counteroffer

We look at any offer as a positive thing, initially. We always recommend a counteroffer instead

of rejecting an offer. It may be that we car
together a solid counteroffer. We neecktatdpack to them quickly to keep things rolling and

see if we can make this offer work.

| think the thing to focus on here is the price you want to get for your house. Putting this offer
aside, if you could get this home sold and closed in thirty loktysowld you feel comfortable
selling it for today? Letds put together a
feel comfortable.

Remember , not al l of fers are going to wor Kk,
Youdve smgda stomids | i st as a house that they
money. Il 61l call the other agent, and ask ¢t}
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Presenting a counteroffer to the buyer agent

Good morning/afternoon, buyer agertis is with Keller Williams Realty.
Thank you for your offérwe appreciate it. It was quite a bit lower than what the seller had
hoped.

Pause and see if you can get them to agree with you.

The sellers have come back with a reasonable countkabfétould work. The seller is
countering back for $ . The rest of the terms in your offer are fine except

for . This is something that will work for everybogyur buyer is getting a home
within market, the seller is selling at a reasoprice, and we can all move forward to get this
closed, wouldnoét you agree?
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Negotiation Scripts

Handle your buyer’s request for inclusion of seller’s personal items

| 8dd be more than ha i te titvevingi nt o t I
peopl eds personal p t becomes mor e
and their furniture, 0s different than as}
donodot | i ke to get i nheseéreitrds thatryoupvant, Istona @llthep r o p ¢
other agent and see if the sellers are even willing to part with the items before we actually put it

i n the contract. | f the other agent says, 0°

pr i c eweGantthhow it in there. How do you feel about that?

wr
i

| understand you are a little concerned about the inspection report. | recommend that we
negotiate for a dollar amount so we can be in control of whessddileese issues. We need to

focus on the big itenfis heating, aiconditioning, and the raofdiscover what amount of

money wedl | need to accomplish these repair:
there are really big issues, itmay bevtkat do need t o wal k away, but
just because the list is long. The seller is required by the Real Estate Commission to point out all

i tems. But wedl | have to deter merm&oryauhet her t

| understand this is important to you. In my experience, repairing this item typically costs about

$700. While thatds not i nconsequenti ak, i's i
seller had a competitive offer for exactly $700 more and gave you the chance to match that offer
I n order to keep the house, wouldnodot you war
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