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Notes… 

When you see the forms symbol, , in your manual, it refers to forms that 
can be found in the Forms and Checklists packet, which is located in the back 
pocket of your manual.  Additional forms, including the electronic version of 
these forms, and further details can be found in the MREA: Operations Manual. 
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While Keller Williams Realty International (KWRI) has taken due care in the preparation of all 
course materials, we cannot guarantee their accuracy. KWRI makes no warranties either 
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this manual.  

This manual and any course it’s used as a part of may contain hypothetical exercises that are 
designed to help you understand how Keller Williams calculates profit sharing contributions 
and distributions under the MORE System, how Keller Williams determines agents 
compensation under the Keller Williams Compensation System, and how other aspects of a 
Keller Williams Market Center’s financial results are determined and evaluated. Any exercises 
are entirely hypothetical. They are not intended to enable you to determine how much money 
you are likely to make as a Keller Williams Licensee or to predict the amount or range of sales 
or profits your Market Center is likely to achieve. Keller Williams therefore cautions you not to 
assume that the results of the exercises bear any relation to the financial performance you can 
expect as a Keller Williams Licensee and not to consider or rely on the results of the exercises 
in deciding whether to invest in a Keller Williams Market Center. If any part of this notice is 
unclear, please contact Keller Williams’ legal department. 

Material excerpted from The Millionaire Real Estate Agent appears courtesy of The McGraw-Hill 
Companies.  The Millionaire Real Estate Agent is copyright © 2003 Rellek Publishing Partners 
LTD. All rights reserved. 

 

All other materials © 2004 Keller Williams Realty Inc. All rights reserved. 
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No part of this publication and its associated materials may be reproduced or transmitted in any 
form or by any means without the prior written permission of Keller Williams Realty Inc. 
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MREA: LISTING SPECIALIST 

 

Introduction to 
MREA: Listing 

Specialist 
 

 

 

 

 

 

 

 

 

In this chapter, you will… 

[1] Describe the Ground Rules for this class 
[2] Describe what you will learn 
[3] Identify why you are here 
[4] Identify how you will learn 
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Ground Rules 
1. Arrive to class on time and return promptly from breaks. 

2. Move quickly when you are instructed to form small groups or partner 
with someone to role play. 

3. Limit your side conversations. 

4. Turn your cell phones and pages to vibrate or OFF.  

5. Feel free to stand and walk around if you find yourself getting tired. 

6. Accept the reality of time and participation. 

7. Respect the different learning styles and opinions of others. 

8. Help each other learn because none of us is as smart as all of us working 
together to improve our skills and knowledge. 

9. Consider everything we discuss confidential.  What is discussed and role-
played behind closed doors stays behind closed doors. 

10. Have Fun! 
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Why You Are Here 
What do you want to get out of this course? 
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What You Will Learn 
 

About MREA Business Systems 

The Millionaire Real Estate Agent courses were created to help you and your team 
design and implement business systems that will increase your productivity.  
From lead generation to lead conversion, post-closing to managing the office, 
the systems you put into place will dictate the efficiency of your team.   

The courses in the MREA curriculum present a comprehensive set of systems 
to improve and maintain key elements of your business.  Used in conjunction 
with the MREA: Operation Manual and the MREA: Scripts Catalogs, the MREA 
courses will train each member of your team on how to design and implement 
the systems that affect their particular duties.  Once they are trained on these 
systems, you can easily incorporate the distinctive elements of your team and 
local market, such as marketing messages and customer services. 

Many of the ideas and systems presented in these courses will be a complete 
paradigm shift for you and your team.  The goal is to train your team to go 
from an entrepreneurial mindset to a purposeful one (E to P).  This shift is 
meant to change you and your team’s way of thinking from that of a sales 
career to that of a real estate business.  If you are in the process of building 
your team, these courses will show you how to leverage others to get the job 
done better than you ever could have alone.   

Integrating any one of these systems may necessitate changes in current 
procedures.  However, exercise caution in implementing excessive amounts of 
change in your business too quickly.  Trying to completely rearrange many 
facets of your business all at once can have disastrous effects on your 
productivity.  These changes should come about incrementally over time.  For 
best results, use the 4-1-1 to plan out a progressive incorporation of these 
systems into your business.  And after implementing any changes to your 
business, you should always play Red Light, Green Light to hold those changes 
accountable and determine their effect on your team’s productivity. 
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What You Will Learn 

Finding and Servicing Sellers Action-Oriented 
Outcomes 

At the end of this class, you will be able to: 

1. Understand the role of a Listing Specialist on a Millionaire Real Estate 
Agent team. 

2. Successfully prospect for leads from FSBO’s, expired listings, and 
previous clients. 

3. Prepare for a listing consultation. 

4. Prepare for objections that are likely to occur during a listing consultation 

5. Deliver a listing consultation that results in a signed listing agreement. 

6. Consult sellers on listing changes/modifications such as price reductions 
and staging changes. 

7. Present offers to the seller and persistently work to fulfill your seller’s 
needs in order to result in an accepted and signed contract by both 
parties. 

8. Create an action plan, My Action Plan, to maximize your performance and 
meet or exceed your goals! 
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What You Will Learn 

 

Chapter Topics 

1. The Role of the 
Listing Specialist 

a. Review the job description of the Listing Specialist 
b. Identify the key goal categories. 
c. Create a 4-1-1 
d. Experience an accountability session 

2. Prospecting a. Identify the three best sources for seller leads 
b. Understand the 33 Touch system 
c. Understand the 8 by 8 system 
d. Learn the basics of prospecting for FSBO’s, expired listings and past client 

referrals 

3. Preparing for an 
Appointment 

a. Internalize the Winning Mindset it takes to get a Listing Consultation 
appointment 

b. Gather information and get an appointment by conducting a seller interview 
c. Prepare for a Listing Consultation 

4. Preparing for 
Objections 

a. Handle objections to your commission 
b. Handle objections to signing a listing agreement 
c. Handle objections to the length of the listing agreement 
d. Handle objections to your recommended price 

5. Delivering the 
Listing 
Consultation 

a. Tailor your listing consultation to suit the personality profile (D.I.S.C.) of 
the seller 

b. Internalize the Winning Mindset it takes to get a signed listing agreement 
c. Identify and conduct the eight steps of a successful listing consultation 

6. Consulting the 
Seller 

a. Consult with the seller on adjusting the listing price 
b. Consult with the seller on staging issues 

7. Receiving and 
Presenting Offers 

a. Review offers for accuracy and completeness 
b. Internalize the Winning Mindset to get a contract signed by both parties 
c. Present offers to your seller 
d. Handle seller’s objections to offers 
e. Make a counter offer 

8. Putting It All 
Together 

a. Create your own action plan 
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How You Will Learn 
Get ready for some action-oriented training! 

In order to learn and succeed, you will: 

1. Participate in large group interactive lecturettes. 

2. Participate in small group discussions and exercises. 

3. Observe your instructor as he/she demonstrates the desired skills and 
behaviors. 

4. Role-Play with a peer partner to sharpen you dialogue skills. 

5. Share your A-ha’s to increase your knowledge as a group. 

6. Develop an Action Plan at the end of the course. 

 

 

Are you ready for some action-oriented training? 
 

Are you ready to learn how to be as profitable as you 
can be? 
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MREA: LISTING SPECIALIST 

 

Chapter 1:  The 
Role of the 

Listing Specialist 
 

 

 

 

 

 

 

 

 

 

In this chapter, you will… 

[1] Review the job description of the Listing Specialist 
[2] Identify your key goal categories 
[3] Create a 4-1-1 
[4] Experience an accountability session 
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Job Description 
Listing Specialist 

1. Prospects for, presents to, and serves as the key relationship for all 
sellers.  This results in effective conversion rates for leads into 
appointments, appointments into listing agreements, and agreements into 
accepted purchase contracts. 

2. Responsible for identifying, contacting, and obtaining appointments with 
For Sale By Owners and Expireds, maintaining consistent lead follow-up 
until the prospect lists or decides not to sell. 

3. Develops expert knowledge regarding local market conditions and 
pricing trends. 

4. Provides high-level fiduciary advice on pricing strategies and staging 
homes for sale. 

5. Works directly with the Listing Manager to accomplish necessary repairs, 
improvements, and cleaning. 

6. Consults with clients to ensure fiduciary service of the Real Estate 
transaction from initial contact through contract to close. (Coordinates 
with the Transaction Coordinator.) 

7. Evaluates showing feedback and re-evaluates pricing as needed. 

8. Effectively negotiates for all sellers. 
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Goal Categories 
The 80/20 Rule 

Truth 
There is a pattern of predictable imbalance in life.  It is 

called the 80/20 Principle. 

 

Vilfredo Pareto (1848-1923) an Italian economist discovered the pattern 
underlying the 80/20 principle in 1906.  While studying patterns of wealth and 
income in 19th Century England, Pareto found that most income wealth went 
to a minority of the people. * 

 * The 80/20 Principle by Richard Koch 
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Doing a lot of 

things is never a 

substitute for doing 

the right things. 

 

 



The Role of the Listing Specialist Chapter 1 
 
 

© 2004 v3.2 Keller Williams Realty, Inc. 11 

 

Goal Categories 

 The Key Goal Categories 

The job description of the Listing Specialist includes some tasks which fall into 
the 80% category and some which fall into the 20% category—the Listing 
Specialist’s 20%.  The key goals of the Listing Specialists are: 

1. Prospect to hit your monthly lead generation target. 

2. Present enough Listing Consultations and convert those appointments to 
reach your monthly goal of signed Listing Agreements. 

3. Consult your client to insure their house is priced right for the market. 

4. Present offers to the seller and stay engaged in the negotiations until a 
contract to purchase is signed by both parties to hit your listings sold 
target. 
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The 4-1-1  
What is the 4-1-1? 

The 4-1-1 is a productivity tool that drives your goal-setting from the desired 
end results to the present. It is not a to-do list; it’s a have-to-do list.  

The 4-1-1 is a reflection of your top priorities or — your “Big Rocks.” It is a 
list of goals broken down into annual, monthly, and weekly categories. It is 
designed to help you set both long-range goals (results) and the short -range 
goals (activities), which bring those results to fruition. The 4-1-1 goal worksheet 
is available as a free download at http://kwuniversity.com. 

Annual Goals  

Get clear on your “Big Rocks,” those 5-7 key goals that you must achieve in 
order to feel that you have had a successful year. These are written in terms of 
gauges. Gauges are those goals that act as measures of your intended results 
(i.e., “I want to double my last year’s production.”). 

Annual goals should reflect each of the key areas of your life. There can be 
many categories, but we have found the following 2 areas to be most useful: 

• Job – What will you do? 

• Personal – What do you desire to have happen personally (health, family, 
spiritual, educational, etc.)? 

In addition, you may want to define Business and Personal Financial goals. 

Monthly Goals 

Focus on your methods of achievement: how will you position yourself in 
pursuit of your annual goals? Begin by breaking your annual goals down into 
their monthly increments. In addition, write down the key activity goals that 
will lead to those monthly results. 

When deciding your monthly goals, remember to put first things first. Any 
goals that other goals hinge on would have higher priority. You should have no 
more than 5-7 monthly goals. And do not plan any more than one month 
ahead. 
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The 4-1-1  
What is the 4-1-1? (continued) 

Weekly Goals 

Weekly goals are all levers—actions or activities. Levers are those goals that are 
the mechanisms or how-to’s of achievement (i.e., “I will to contact 10 people 
each day.”). These weekly goals are the steps you will take toward your monthly 
and annual goals. Levers are the means to the ends. Again, your weekly goals 
are not a to-do list, but rather a have-to-do list. 

Decide what you need to do that week to achieve your monthly goals, again 
remembering to put first things first. And limit your number of weekly goals to 
6-8 key, measurable activities. 
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The 4-1-1 

4-1-1 Action Goal Worksheet 

 

Annual Goals (Gauge) 

JOB 
Used to record your personal annual 

goals for the job that you have on 
your team.  

 

 

PERSONAL 
This includes your annual personal 

education goals. 

 

Monthly Goals and/or Actions (Gauges and/or Levers) 

JOB 
Used to record your personal monthly 

goals and actions for the job you have on 
your team.  

 

PERSONAL 
This includes your monthly personal education 

goals and actions.   

 

Weekly Actions (Levers) 

W
ee

k 
1   

W
ee

k 
2   

W
ee

k 
3   

W
ee

k 
4  
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What are my “Big 

Rock” Annual Goals -

my 20%? 

What are my “Big 

Rock” Monthly Goals 

and/or Action Steps – 

my 20%? 

What must I do this 

week to be on track to 

achieve my monthly 

goal?  
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The 4-1-1 

4-1-1 Action Goal Worksheet 

4-1-1 Action Goal 
Worksheet 

MY ANNUAL GOALS                             YEAR OF:  ________ 

JOB PERSONAL 

 

 

 

 

    

MY MONTHLY GOALS                     MONTH OF:  ________ 

 

 

 

 

    

MY WEEKLY GOALS                              
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1. 

2. 

3. 

4. 

NAME: 
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Accountability 
Preparing for the Accountability Session 

As the Listing Specialist, you will have weekly accountability sessions with the 
Mega Agent.   

1. Begin by setting and agreeing to specific annual goals (using the 4-1-1).  
Goals should be SMART: 

S    –  Specific – Be tangible and precise in stating your goals. General 
goals are not compelling. 

M   –  Measurable – Set goals that are quantifiable. You need to able 
to know if a goal is accomplished. 

A   –  Action Oriented – The best goals drive you to take action and 
do something concrete.  

R   –  Realistic – Make your goals realistic but not pessimistic. The 
most empowering goals require a stretch to achieve them. Ask 
yourself what the probability of accomplishing each goal is. A 
50/50 chance is best— neither too difficult nor too easy. 

T   –  Time Bound – You must have a clear time limit or deadline for 
getting goals done. 

2. At the beginning of every month, define the monthly goals that will 
move you towards completing your annual goals. 

3. At the beginning of every week: 

a) You should take ½ hour to plan your week.   

b) Only plan one week at a time, taking into account what was 
accomplished the week before.  

c) At the end of each week, put actual results in parenthesis next to 
each goal.  For example, if your 4-1-1 had the following weekly 
action:  

Hold 5 appointments  
You would record your results as follows:  

Hold 5 appointments (3) 
Where 3 represents the number of appointments you actually held.  

 

 

 
(continued on next page) 
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Accountability 
Preparing for the Accountability Session (continued) 

 

4. Schedule a regular weekly consulting meeting.  These meeting times 
should be sacrosanct—they should be considered off limits for other 
activities. 

The recommended time frame for these meetings should be 30 minutes.  
Anything longer and you risk the meeting turning into “therapy” or 
“socializing”.   
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Accountability 

Format of the Session 

The Weekly Accountability Session 

 

 

1. What was your goal? 

 

2. How did you do? 

 

3. How do you feel about that? 

 

4. Based on how you did, what is your 
goal and what do you need to do now? 
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Is there anything  
that might keep you 
from doing that?  
 

 If you needed 
training or support 
to do this, what  
might it be?  
 

 
Appears on page 167 of The Millionaire Real Estate Agent 
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Accountability 

Results of the Session 

Meeting the Goals 

When you are meeting your goals, the mega agent will spend most of your time 
together reviewing goals and priorities, consulting with you on improving 
techniques or solving problems, and setting new goals.  

Not Meeting the Goals 

If you are not meeting some or all of your goals, the consulting session will take 
a different direction: 

1. The mega agent will shift gears from the normal consultative interview 
and get agreement that a problem exists.   

2. You will determine, together, if the problem exists because the goals are 
unrealistic or the work conditions are not supportive.  If these can be 
eliminated as possible causes of the problem, then the question will be 
asked if a productivity problem exists.  

3. You will be asked how you see the problem and then honestly share your 
perspective.  

4. There will be a discussion about the consequences if there is no change 
in the situation.  

5. Together you will seek agreement on what you both want to see happen.  
This short-term goal should be in writing.  This becomes a kind of short-
term contract for personal performance course correction. 
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Accountability 
Results of the Session (continued) 

 

Exercise 

What’s wrong with this picture? 

Directions:  

1. Form groups of 4-6. 

2. Review the 4-1-1 on the next page.  Based on the goal categories (on pg. 
10) and the 80/20 rule, identify a) Five problems with the 4-1-1 and b) 
how you would fix them. 

3. Identify a group spokesperson.  Your instructor will ask some of you to 
report some of your conclusions. 

 

Time:  15 minutes 
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Accountability 
Results of the Session (continued) 

 

4-1-1 Action Goal 
Worksheet 

MY ANNUAL GOALS                             YEAR OF:  ________ 

JOB PERSONAL 

1. Significantly increase number of listings sold over last year. 

2. Get better quality leads. 

3. Get sellers to price houses more appropriately. 

1. Take a vacation this year.. 

    

MY MONTHLY GOALS                     MONTH OF:  ________ 
1. Make more prospecting calls. 

2. Get more listing appointments. 

3. Convert a larger percentage of listing consultations. 

1.      Go to Little League games if possible. 

    

MY WEEKLY GOALS                              

1. Schedule as many listing appointments as possible. 

2. Go on as many listing consultations as possible. 

3. Make sure all properties are staged. 

4. Suggest price reductions on properties that have had little 
showing activity. 
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NAME: Laura (or Larry) Listing Specialist 
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MREA: LISTING SPECIALIST 

 

Chapter 2: 
Prospecting 

 

 

 

 

 

 

 

 

 

 

 

 

In this chapter, you will… 

[1] Identify the three best sources for seller leads 
[2] Understand the 33 Touch system 
[3] Understand the 8 by 8 system 
[4] Learn the basics of prospecting for FSBO’s, 

expired listings and past client referrals 
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The Three Major Seller 
Lead Sources 
Overview 

There are limitless paths to seller leads in this business.  There are, however, 
three reliable sources for leads that you must be adept and comfortable 
prospecting for in order to be successful. 

 

 

 

 

 
For-Sale-By-

Owner’s 
(FSBO’s) 
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Expired 
Listings 

YOU 

Past Client 
Referrals 
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33 Touch 
33 Touch Overview 

In order to be successful at generating leads from the three major sources, you 
need to implement efficient methods of contact. 33 Touches is a systematic 
marketing and prospecting technique, which ensures year-round contact with 
all of the prospects, customers, and business contacts in your database. 

Basic Steps 

1. Use contact management software, because this can be a lot of activity to 
follow up on. 

 

 

 

 
(continued on the next page) 
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14 A combination of seventeen e-mails, mailings, letters, cards, or drop-
offs (which might include your business card) and may be one of the 
following: letter of introduction, your personal brochure, market 
reports, Just Sold/Just Listed cards, your personal newsletter, recipe 
cards, property alerts, real estate news or articles, community 
calendars, invitations, service directories, promotional items, etc. 

8 Thank You or Thinking of You cards 

3 Telephone calls 

4 Personal Observance Cards (birthdays, anniversaries, mother’s day, 
father’s day, graduation, etc.) 

4 Holidays (Thanksgiving, Fourth of July, etc.) 

33 Touches Total 

Every single touch should have a quick reminder and instructions on 
how to give you referral business and identify the benefits of working 

with your team. 
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33 Touch 
 33 Touch Overview (continued) 

2. Start by mailing everyone in your contact database one of your mail-outs.  
The benefit of making contact by mail is that it makes it easier for you to 
call everyone and say: “Hello this is __________ from Keller Williams 
Realty.  Did I catch you at a good time?  I sent you a __________, did 
you have a chance to look at it?” 

3. By setting up a 33 Touch plan in your contact management software, you 
will receive automated reminders when it is time to touch a contact. 

4. Modify the 33 Touch to work for you.  The point is for you to be 
systematic as you make regular contact throughout the year.  It is better 
for you to modify this technique so that it works for you, rather than not 
doing it at all or doing it haphazardly.  Here are some ideas: 

• Instead of doing 33 touches, do 24 touches. 

• Instead of doing 33 touches, do 24 touches. 

• Instead of a quarterly newsletter, do a monthly newsletter (amounts 
to 12 mail-outs). 

• _____________________________________________________ 

• _____________________________________________________ 
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8 by 8 
8 by 8 Overview 

The 8 by 8 is a high-impact, high-saturation technique designed to put you in 
the Number One position in the minds of everyone in your contact database 
within an eight-week period.  For the best results, agents are encouraged to use 
the 8 by 8 to jump-start their 33 Touch. 

Basic Steps 

1. Set aside a specific time for the next eight weeks to make contact with all 
of the prospects, customers, and past customers in your contact database.  
For each contact on the 8 by 8, you will: 

(continued on the next page) 
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Week 1 Drop off a letter of introduction, your personal brochure, and a market 
report; include your business card. 

Week 2 Send a recipe card, inspirational card, community calendar, or market 
statistics; include your business card. 

Week 3 Send a recipe card, inspirational card, community calendar, or market 
statistics; include your business card. 

Week 4 Make a telephone call:  

“Hello, this is __________ from Keller Williams Realty.  Did I catch 
you at a bad time?  How are you?  Did you happen to receive the 
__________?  Did you have a chance to look at it?  The reason I’m 
calling is to find out if you happen to know of anyone who might be 
buying or selling their home.” 

Week 5 Send one of your free reports; include your business card. 

Week 6 Send a financial, household, or health tip; include your business card. 

Week 7 Send a real estate investment tip or article; include your business card. 

Week 8 Make another telephone call: 

“Hello, this is __________ from Keller Williams Realty.  Did I catch 
you at a bad time?  How are you?  Did you happen to receive the 
__________ that I sent you?  That’s great.  Did you have any 
questions?  Just a quick reminder, if you happen know of anyone who 
will be buying or selling, could you me with their name?” 

E
very single touch should have a quick rem

inder and instructions on 
how

 to give you referral business. 
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8 by 8 
8 by 8 Overview (continued) 

2. By setting up your 8 by 8 plan in your contact management software, you 
will receive automated reminders when it is time to touch a contact. 

3. Modify the 8 by 8 to work for you.  The point is for you to be systematic 
as you make contact for the next eight weeks.  It is better for you to 
modify this technique so that it works for you, rather than not doing it at 
all or doing it haphazardly.  Here are some ideas: 

• Instead of six mail-outs and two telephone calls, do four mail-outs 
and four telephone calls. 

• Instead of doing eight weeks, do twelve weeks. 

• _____________________________________________________ 

• _____________________________________________________ 
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FSBO’s 
Introduction 

FSBO’s are a great source of leads because you know the seller is motivated to 
sell.  Further, statistics tell us that 1) most FSBO’s will eventually list with an 
agent and 2) 100% of competing agents will have quit contacting a FSBO after 
four weeks.  A ready-made opportunity for you! 

How To Do It 

A systematic approach to prospecting FSBO’s will be very effective.  Follow 
the steps below: 

 

1. Search the local newspaper and website classified ads or drive around 
your geographic farm to find FSBO’s. 

2. Input the homeowner into your contact database. 

3. Launch the homeowner on your 8 by 8 (see below) FSBO plan to 
systematically make contact over the next 8 weeks. 

4. Make initial contact with the homeowner in person to arrange a time 
when you can tour his/her home. 

5. Include the homeowner in your 33 Touch so you can remain in contact 
and build a long-term relationship with him/her.  This is how you get 
referrals! 
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FSBO’s 

8 by 8 FSBO’s 

 

Below is a sample 8 by 8 for FSBO’s: 

 

8 by 8: FSBO 

Goal:  (1) Get an appointment, (2) get a referral, and/or (3) strengthen the relationship. 

Week 1 Make initial contact with the homeowner in person to arrange a time when you 
can tour his/her home.  Tour the home.  Send a Thank You note with your 
business card. 

Week 2 Drop off a FSBO package* with your business card and ask for an 
appointment. 

Week 3 Contact the homeowner by telephone to quickly touch base, ask if there is 
anything you can do to help, and ask for an appointment and a referral. 

Week 4 Drop off a List of Vendors with your business card and ask for an 
appointment and a referral. 

Week 5 Send the homeowner a Just Sold card describing the number of homes you’ve 
just sold in the past month (or past year). 

Week 6 Drop by in person to quickly touch base, ask if there is anything you can do 
to help, and ask for an appointment and a referral. 

Week 7 Contact the homeowner by telephone to quickly touch base, ask if there is 
anything you can do to help, and ask for an appointment and a referral. 

Week 8 Contact the homeowner by telephone to quickly touch base, ask if there is 
anything you can do to help, and ask for an appointment and a referral. 

E
very single touch should have a quick rem

inder and 
instructions on how

 to give you referral business. 

Ongoing: Include the homeowner in your 33 Touch. 

*Consult your Team Leader on what your FSBO Package should contain. 
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FSBO’s 

Scripts for FSBO Prospecting 

Role-play 

Directions: 

1. Watch as your instructor and a volunteer demonstrate all of the FSBO 
scripts on the following pages.   

2. Then, partner with someone else and role-play all of the FSBO scripts—
take turns so that both of you have the opportunity to play the agent. 

 

Time:  20 minutes 

 

 

Driving by a FSBO Home 

Setting: Park on the wrong side of the street and open your door toward the 
house.  Take a business card with you.  Knock on the door and take three steps 
back. 

AGENT: Hello, I’m __________, a real estate consultant from Keller 
Williams Realty.  I was driving by on the way to another 
appointment.”  (Peer into the house or look around the yard 
and give a sincere compliment.)  “What a beautiful 
__________.  Where did you get it? 

PROSPECT: Oh, that. I got that at __________. 

AGENT: I would love to take a few moments to see your home.  It’s not 
uncommon when I’m showing in the neighborhood to have a 
buyer who will ask me about properties that are for sale.  I 
make every effort to have all of the information available for 
them.  What time would work best for you?  [If the homeowner 
wants to show you his/her home immediately, tell him/her that you’re on 
your way to another appointment, and then ask again what time would 
work best.] 

PROSPECT: I can show you my home tomorrow at 6:30, but I’m not 
interested in having you sell it. 

 
(continued on the next page) 
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FSBO’s 
Scripts for FSBO Prospecting (continued) 

Driving by a FSBO Home (continued) 

AGENT: I understand.  I want to see your home because as a real estate 
consultant in this area, I often have buyers who ask me 
questions about homes like yours. 

PROSPECT: Okay.  But I can’t spend more than half an hour with you. 
AGENT: No problem.  Could I get the correct spelling of your name 

and a telephone number where you can be reached in case I 
should have to cancel? 

PROSPECT: The correct spelling of my name is…and my telephone number is…. 
AGENT: Great!  Here’s my business card in case you need to reach me.  

See you tomorrow at 6:30. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
(continued on the next page) 
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FSBO’s 
Scripts for FSBO Prospecting (continued) 

Calling on a FSBO Sign 

Setting: You see a FSBO sign, write down the telephone number and find 
something about the property to sincerely compliment the owner on.  Look up 
the property address in a reverse directory and get the owner’s name.  Pick up 
the telephone and call. 

 

AGENT: Hello!  Is this Mr/Mrs/Ms. __________ 

PROSPECT: Yes it is. 
AGENT: We haven’t had the chance to meet yet.  My name is 

__________; I’m a real estate consultant with Keller Williams 
Realty.  I’m sure that you have been bombarded with calls 
from real estate agents. 

PROSPECT: Yes. 
AGENT: I noticed your sign and the lovely __________ in your yard.  

Did you do this yourself or have someone do it for you? 

PROSPECT: Oh, that… 

AGENT: It is not uncommon when I’m showing homes in your 
neighborhood to have buyers who will ask me about properties 
like yours. In fact, it’s possible that your property might fit the 
needs of one of my buyers.  If I did have a buyer for your 
property, would you be willing to work with a real estate agent? 

PROSPECT: Do you think you will have a buyer for my property? 
AGENT: Mr/Mrs/Ms. __________, I have no way of knowing since I 

have not seen your property.  In fact, if I told you I had a 
buyer, wouldn’t I fall into the same category as all the other 
agents who have called you?  We at Keller Williams Realty 
prefer not to do business like that. 

PROSPECT: Well, I’m not interested in having you sell my home. 
 

 

 

 
(continued on the next page) 
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FSBO’s 
Scripts for FSBO Prospecting (continued) 

Calling on a FSBO Sign (continued) 

AGENT: I understand.  But if I happened to have a buyer who was 
interested in your home, would you be interested in working 
with a real estate agent? 

PROSPECT: Yes. 
AGENT: I would like to meet with you to tour your home.  What would 

work best for you: tomorrow or the next day? 

PROSPECT: Tomorrow. 
AGENT: Would you prefer morning, afternoon, or evening? 

PROSPECT: By 7:00. 
AGENT: So would 7:00 or 7:30 be best for you? 

PROSPECT: 7:00. 
AGENT: Wonderful!  I look forward to seeing you tomorrow at 7:00. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
(continued on the next page) 



Prospecting Chapter 2 
 
 

© 2004 v3.2 Keller Williams Realty, Inc. 34 

 

FSBO’s 
Scripts for FSBO Prospecting (continued) 

Touring a FSBO Home 

Setting: As you tour the home, focus on the homeowner’s home as he/she is 
expecting you to use pressure tactics to influence him/her to list with you.  
Here are questions you should casually ask while touring the home: 

AGENT: Why did you decide to sell this home? 

PROSPECT: Job transfer. 
AGENT: Terrific!  Where will you be moving to? 

PROSPECT: Minneapolis. 
AGENT: Good for you!  How soon do you need to be there? 

PROSPECT: In thirty days. 
AGENT: Excellent!  How long have you owned this home? 

PROSPECT: Ten years. 
AGENT: Super!  How did you determine your sales price? 

PROSPECT: Other agents. 
AGENT: Fantastic!  How are you marketing your home? 

PROSPECT: Open houses. 
AGENT: Why Great!  Are you prepared to adjust your price down when 

working with a buyer? 

PROSPECT: Yes. 
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Expired Listings 
Expired Listings 

Expired listings are a good source of business because, most of the time, the 
homeowner is still highly motivated to sell his/her home.  When you make 
initial contact with the homeowner to get an appointment, it is very important 
that you spend a little bit of time discussing why he/she thinks his/her home 
did not sell. 

How to Do It 

Follow the steps below to generate a good source of expired listing leads: 

 

1. Check your local MLS website for recently expired or withdrawn listings. 

2. Input the homeowner into your contact database. 

3. Launch the homeowner on your 8 by 8: Expired/Withdrawn Listing plan 
to systematically make contact over the next 2 weeks. 
 
NOTE: You will notice that the 8 x 8 plan for an Expired/Withdrawn 
Listing occurs in days, not weeks.  Thirty to fifty percent of all 
Expired/Withdrawn Listings will re-list within one week of expiration.  
Seventy to eighty percent will re-list within thirty days.  So, it is critical 
with an Expired/Withdrawn Listing that you make contact quickly and 
frequently within the first two weeks. 
 
While the plan is numbered “day 1”, “day 2”, “day 3”, etc., not all days 
occur consecutively.  Your goal should be to complete the entire plan 
within 2 weeks.  However, you don’t want to overwhelm the seller or 
seem pushy, so you should allow a day or two between contacts.   

4. Make initial contact by telephone to arrange a time when you can tour 
his/her home and give your listing consultation. 

5. Include the homeowner in your 33 Touch plan so that you remain in 
contact and build a long-term relationship with him/her.  This is how 
you get referrals!   
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Expired Listings 

8 by 8: Expired Listings 

Below is a sample 8 by 8 for expired listings: 

 

8 by 8: Expired Listing 

Goal:  (1) Get an appointment, (2) get a referral, and/or (3) strengthen the relationship. 

Day 1 Make initial contact with the homeowner in person to arrange a time when 
you can tour his/her home.  Tour the home.  Send a Thank You note with 
your business card. 

Day 2 Drop off an Expired/Withdrawn Listings package* with your business card 
and ask for a consultation appointment and a referral. 

Day 3 Contact the homeowner by telephone to quickly touch base, ask if there is 
anything you can do to help, and ask for an appointment and a referral. 

Day 4 Drop off a List of Vendors with your business card and ask for an 
appointment and a referral. 

Day 5 Send the homeowner a Just Sold card describing the number of homes 
you’ve just sold in the past month (or past year). 

Day 6 Drop by in person to quickly touch base, ask if there is anything you can do 
to help, and ask for an appointment and a referral. 

Day 7 Contact the homeowner by telephone to quickly touch base, ask if there is 
anything you can do to help, and ask for an appointment and a referral. 

Day 8 Contact the homeowner by telephone to quickly touch base, ask if there is 
anything you can do to help, and ask for an appointment and a referral. 

E
very single touch should have a quick rem

inder and instructions on 
how

 to give you referral business. 

Ongoing: Include the homeowner in your 33 Touch. 

*Consult your Team Leader on what your Expired/Withdrawn Listings 
Package should contain. 
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Expired Listings 

Scripts for Expired Listings 

Role-play 

Directions: 

1. Watch as your instructor and a volunteer demonstrate the scripts on the 
following pages.   

2. Then, partner with someone else and role-play—take turns so that both 
of you have the opportunity to play the agent. 

 

Time:  15 minutes 

 

 

Calling on an Expired/Withdrawn Listing 

AGENT: Hello, Mr/Mrs/Ms.__________? 

PROSPECT: Yes. 
AGENT: My name is __________ from Keller Williams Realty.  I 

noticed that your home no  longer shows up in the MLS.  
I’m curious if you are still interested in selling? 

PROSPECT: Yes, I am. 
AGENT: Mr/Mrs/Ms. __________, one of my specialties is working 

with properties that have not sold.  I was wondering, do you 
happen to know why your property didn’t sell?”  [Listen to her 
response.]   What if it were something else?  If I could show you 
how to get top dollar in today’s market would you be 
interested in meeting with me? 

PROSPECT: No thank you.  I’m re-listing with my current agent. 
AGENT: I understand, but since your home hasn’t sold, was it your 

intention to not get a competitive bid? 

PROSPECT: What do you mean? 
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Expired Listings 
Scripts for Expired Listings (continued) 

Calling on an Expired/Withdrawn Listing (continued) 

AGENT: Well, all real estate agents are not alike.  Since your home 
didn’t sell—and there’s a reason it didn’t sell—I was just 
wondering if you would be offended if I asked for your 
permission to present you with a competitive analysis and 
proposal. 

PROSPECT: Well sure, I see no harm in that. 
AGENT: Does tomorrow or the next day work better for you? 

PROSPECT: Tomorrow. 
AGENT: Would you prefer morning, afternoon, or evening? 

PROSPECT: Evening. 
AGENT: And what time do you finish dinner? 

PROSPECT: By 7:00. 
AGENT: So would 7:00 or 7:30 be best for you? 

PROSPECT: 7:00. 
AGENT: Wonderful!  I look forward to seeing you tomorrow at 7:00. 

 

 

 

 

 

 

 

 

 

 

 

 

 
(continued on the next page) 
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Expired Listings 
Scripts for Expired Listings (continued) 

Calling on an Expired Listing 

AGENT: Hi, my name is _______________________, with Keller 
Williams Realty.  I recently pulled your home up on my 
computer, and I was wondering if the home is currently for 
sale?  My computer shows your home is expired.  Why do you 
feel that your home did not sell? 

PROSPECT: That realtor… 

[If they get rude, go straight to the “Bottom Line…”] 

AGENT: There is a definite difference between real estate agents and 
real estate consultants.  Basically, the difference is that agents 
make a lot of assumptions and do a lot of telling and 
consultants ask a lot of questions and do a lot of listening. 
Bottom line: I want you to understand that I am a real estate 
consultant and specialize in homes that should have sold but 
didn’t, and if you wouldn’t be offended, I’d love to come by, 
introduce myself, gain an understanding of exactly what you’re 
needing in a successful transaction and then together we can 
decide if a win-win relationship can be created and if I’m the 
professional who will handle the job of selling your home.  
Would that be possible?  How about tomorrow at ______? 

 

 

 

 

 

 

 

 

 

 

 

 
(continued on the next page) 
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Past Client Referrals 
Introduction 

As long as you did your job well during the transaction, you stand a very good 
chance of getting a past client’s future business.  And in addition to repeat 
business, past clients will also reward your great service by sending you 
referrals.  If you have provided the level of service that creates raving fans, then 
prospecting your past clients is simply a matter of keeping in touch and 
reminding them of just how good you are. 

How to Do It 

Prospecting for referrals from past clients begins during the transaction process 
with that client.  Follow the steps below for a systematic approach to 
prospecting referrals from past clients: 

1. As soon as the transaction process begins, the client should be entered 
into your database if they are not there already. 

2. As soon as a transaction is complete, place the client on your 33 Touch 
plan. 

3. Educate, ask, and reward for referrals 
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Past Client Referrals 

8 by 8: Past Clients 

Below is a sample 8 by 8 for past clients.  Note that the 8 by 8 begins at the 
transaction start. 
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8 by 8: Past Clients 

Goal:  (1) Get an appointment, (2) get a referral, and/or (3) strengthen the relationship. 

Week 1 Make initial contact with the individual by phone and set up an appointment to conduct 
a listing consultation. 

Week 2 Conduct listing consultation.  Send a Thank You note with your business card. 

Week 3 Contact the individual by telephone to quickly touch base, ask if there is anything you 
can do to help, ask for a referral, and ask for an appointment. 

Week 4 Contact the individual by telephone to quickly touch base, ask if there is anything you 
can do to help, ask for a referral, and ask for an appointment. 

Week 5 Send the individual a Just Sold card describing the number of homes you’ve just sold in 
the past month (or past year). 

Week 6 Drop by in person to quickly touch base, ask if there is anything you can do to help, 
ask for a referral, and ask for an appointment. 

Week 7 Contact the individual by telephone to quickly touch base, ask if there is anything you 
can do to help, ask for a referral, and ask for an appointment. 

Week 8 Contact the individual by telephone to quickly touch base, ask if there is anything you 
can do to help, ask for a referral, and ask for an appointment. 

Ongoing: Include the homeowner in your 33 Touch. 
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Past Client Referrals 

Scripts for Past Client Referrals 

Role-play 

Directions: 

1. Watch as your instructor and a volunteer demonstrate this script. 

2. Then partner with someone else and role-play—take turns so that both 
of you have the opportunity to play the agent. 

 

Time:  15 minutes 

 

 

Asking a Past Client for Business 

AGENT: Hello Ms. Allied Resource, This is _________.  Happy 
birthday! [or Happy Anniversary or do we have a new baby?]  What’s 
been happening in your life? [open discussion]  You know, Ms. 
Allied Resource, I so enjoyed working with you and wanted to 
know if there is anything I can do for you, your family or a 
friend?  I always want referrals from people whom I love 
working with and talking to. I’d love to work with your friends 
and your family. Is there anyone you know in your immediate 
business—anyone whom you teach with—who might be 
looking to buy or sell?  [Tailor the question to their lifestyle: 
type of work, affiliates, clubs or organizations or hobbies.  For 
instance, you could have asked, “Is there anyone you know 
with whom you sail?”, if you know this is a hobby of theirs.  
Pick things that they do, and define their search. Because “Is 
there anyone you know” is like asking, “Who do you know in 
the world?” And the answer’s inevitably, “I don’t know 
anybody.” Define their search for them and the results will be 
better.] 
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Past Client Referrals 
Scripts for Past Client Referrals (continued) 

Asking a Past Client for Business (Alternate Version) 

AGENT: Ms. Allied Resource, I know you refer a lot of people to me. 
Would you do me a favor? Whenever someone says, “We are 
looking for a good realtor,”—and I know you’re good about 
saying ______ [your name] is the best—would you just say to 
them, “I’ve got the greatest realtor.”  And would you then just 
say, “I’m just going to call her and give her your name and 
number and have her call you?” 
 
Let me tell you why I’m requesting this, Ms. Allied Resource.  
If they are just handed a name and number they’ll misplace 
it…I know I would, then an opportunity will present itself to 
them like an open house, or a builder, and they start working 
with an agent or a builder representative without ever meeting 
me.  I would love to call them, introduce myself to them, and 
give them a chance to make their own decision. 
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KW A&Q 
 

Directions: 

1. Look at the categories below. The first contestant will choose a question 
from the category of their choice. 

2. Once the answer has been read, the first contestant to raise their hand 
will be given the opportunity to give the correct response.  If the 
contestant answers correctly, they win the prize for the question and may 
pick the next question from the category of their choice.  

3. If a contestant raises their hand but answers incorrectly, the next 
contestant to raise their hand has the opportunity to answer. Answers 
must be phrased in the form of a question. 

This is a closed book exercise. 
Time:  15 minutes 

 

Contacting Lead Sources Wild Card 

1 piece 1 piece 1 piece 

2 pieces 2 pieces 2 pieces 

3 pieces 3 pieces 3 pieces 
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Contacting Lead Sources Wild Card 
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My Scorecard 
We have reached the end of this chapter!  Before we move on, take five 
minutes to assess your mastery of this chapter's objectives. 

  

1. Refer to the My Scorecard sheet located at the back of this manual. 

2. Review the topics for this chapter. 

3. Grade yourself on your mastery level of each topic (A - F). Be honest 
with yourself.  At the end of this course, you will use this scorecard to 
evaluate your weak areas and develop an action plan for complete 
mastery of the subject matter. 
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MREA: LISTING SPECIALIST 

 

Chapter 3: 
Preparing 

for an 
Appointment 

 

 

 

 

 

 

 

In this chapter, you will… 

[1]  Internalize the Winning Mindset it takes to get a 
Listing Consultation appointment 

[2]  Gather information and get an appointment by 
conducting a seller interview 

[3]  Prepare for a Listing Consultation 
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The Winning Mindset 
How to Get It 

You may be competing for each listing against several other agents and even 
other mega teams. Follow the guidelines below so that you can make listing 
appointment calls with the attitude and mindset it takes to win! 

Be confident – Visualize getting the listing appointment and the signed listing 
agreement! 

Take control – Ask the seller questions to help you assess the seller’s needs 
and motivation. Directing the conversation with your questions will also keep 
the seller from posing objections. 

Listen carefully – Listen carefully to seller’s answers. Family, Quality of Life, 
Peace of Mind: You cannot put a dollar value on these core values. THEY 
ARE MUCH MORE VALUABLE THAN MONEY. These are the needs of 
the seller. You will go back to these key motivations again and again at every 
stage of the pre-listing and listing process. 

Isolate objections – Sellers may ask questions or have objections about money 
but each of those questions ultimately goes back to one of their core 
motivations. Restate their concern back to them in a way that isolates their core 
need and how your team can help fulfill that need better than anyone else 

Trial close at every step – Learn to recognize when the seller is saying “yes.” 
Once you have gathered enough information to prepare for the listing 
consultation, if the seller is agreeing with you or offering no objections then ask 
for the listing appointment. 
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Get an Appointment 
Seller Interview 

How to Do It: 

1. Use the Seller Interview form to gather information and get an 
appointment. The information you gather in the process of completing 
the Seller Interview form will help you assess the home seller’s needs. This 
will allow you to better demonstrate during the Listing Consultation how 
your team can serve those needs better than anyone else. NOTE: Do 
not perform a listing consultation over the telephone! 

2. Use your completed Seller Interview sheet to: 

a. Update your team’s contact management database 

b. Update your team’s Listing Appointment Spreadsheet. 
c. Complete the necessary referral paperwork.  If the referring party is 

an agent, complete a Referral Reward form and Referral Information form.  
If the referring party is a “civilian”, complete only the Referral Reward 
form. 

3. File your completed Seller Interview form in a listing folder with the seller’s 
name. 
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Get an Appointment 
Seller Interview (continued) 

Role-play 

Directions: 

 1. You’ll need the Seller Interview form handout from the back pocket of 
your manual. 

2. Watch as your instructor demonstrates how to use the Seller Interview form 
to gather information, answer questions, handle an objection and convert 
a lead into an appointment. 

3. Find a partner and take turns practicing, using the Seller Interview form.  
You do not have to read the form word-for-word with your partner, but 
make sure that you cover all of the meaningful points. 

4. Assume the prospect received one of your mailings.  The person playing 
the role of the seller should be sure to raise the objection to the agent’s 
commission (see below). 

 

Time:  30 minutes 

 

I’m not going to work with anyone who charges over 4% commission. 

PROSPECT: I’m not going to work with anyone who charges over 4% commission. 
AGENT: I understand how you feel and most sellers want to net the 

most money possible. I’ll tell you what, why don’t we get 
together, get clear on your hopes and goals, put a plan in place 
to get them accomplished. Then at the end of our meeting, I’ll 
ask you what YOU feel our services are worth. Would that be 
OK? If we agree we’ll get that plan launched right away. If we 
disagree we’ll discuss it and the worst thing that can happen is 
that you might get a few more ideas that will help you net more 
money faster. Will that work for you? 
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Prepare for the Listing 
Consultation 
Pre-Listing Preparation 

How to Do It: 

There are two steps to follow to complete Pre-Listing Preparation. They are: 

1. Deliver a Pre-Listing Packet to the seller. 

2. Check the contents of your Listing Consultation Packet to make sure it is 
complete. 
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Prepare for the Listing consultation 

Deliver a Pre-Listing Packet 

What it contains: 

The Listing Manager will have prepared Pre-Listing Packets in bulk which 
contain the following: 

A Pre-Listing Folder which contains: 

1. Packet Folder (with team name, contact information and logo) to store 
all documents 

2. Pre-listing Cover Letter 

3. Comparative Market Analysis (CMA) (Most don’t include it. It helps the 
seller be more realistic when setting price). 

4. Seller Book (bound booklet with team name, contact information, and 
logo) 

• Team Mission Statement 
• Introduction to the Team (including photos and brief team resume) 
• Testimonials 
• Marketing Program 
• Getting to Know Your Real Estate Agent 
• Service Provider List (mortgage co., title co., etc.) 

5. Seller Listing Checklist 

6. VIP Questionnaire 

7. 10 Favorite Features 

8. Seller’s Disclosure Instructions 

9. Seller’s Disclosure Checklist 

10. Homeowner’s Association Disclosure 

11. Utilities, Taxes, and Square Footage Disclosures 

12. Mold Disclosure 

13. Home Warranty Brochures 

14. When Selling Your Home… 

15. Movie Flyer 

16. 2 Business Cards 
(continued on the next page) 
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Prepare for the Listing consultation 
Deliver a Pre-Listing Packet (continued) 

The Pre-Listing Packet may also contain: 

17. Logo velour bag, with chocolates 

18. Movie – “Pricing Your Home to Sell,” by David Knox 

19. Popcorn 

 

Deliver the Pre-Listing Packet 

Have the Pre-Listing Packet delivered to the seller via courier and have them 
sign for it. Delivering the packet in this way and having the seller sign for it 
adds value to the prospect’s interaction with you. 
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Prepare for the Listing consultation 

Listing Consultation Packet Contents 

What it contains: 

Work with the Listing Manager to prepare a Listing Consultation Packet.  Make 
sure it contains the following items: 

1. Listing Walk-through Notes 

2. Advertising Copy 

3. Seller 10’s Sheet 

4. Comparative Market Analysis (CMA) 

5. Seller’s Estimated Closing Statement 

6. Listing Agreement 

7. Addenda to Listing Agreement 

8. Lockbox Agreement 

9. Security System Addendum 

10. Agency Disclosure 

11. Affiliated Business Arrangement Disclosure 

12. Lead-based Paint Disclosure (if home built before 1978) 

13. Mortgage Information Request Letter 

14. Preparing Your Home for Sale 

15. Pet Sheet 

16. Who Do You Call When… 

17. Presentation Survey 

18. Self Addressed Stamped Return Envelope for Survey 
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My Scorecard 
We have reached the end of this chapter!  Before we move on, take five 
minutes to assess your mastery of this chapter's objectives. 

  

1. Refer to the My Scorecard sheet located at the back of this manual. 

2. Review the topics for this chapter. 

3. Grade yourself on your mastery level of each topic (A - F). Be honest 
with yourself.  At the end of this course, you will use this scorecard to 
evaluate your weak areas and develop an action plan for complete 
mastery of the subject matter. 
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MREA: LISTING SPECIALIST 

 

Chapter 4: 
Preparing for 
Objections 

 

 

 

 

 

 

 

In this chapter, you will… 

[1]  Handle objections to your commission 
[2]  Handle objections to signing a listing agreement 
[3]  Handle objections to the length of the listing 

agreement 
[4]  Handle objections to your recommended price 
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Common Objections 
Overview 
How to Do It: 

1. Change the way you look at objections.  Just as you should see questions 
as opportunities for you to shine as a real estate expert, you should see 
objections as opportunities for you to gather more information and learn 
more about your seller’s wants and needs. 

2. Learn your scripts so you project confidence and credibility when you do 
your consultation. 

Role-play 

Directions: 

1. Watch as your instructor demonstrates how to respond to objections 
using these scripts: 

a. Your Commission 

b. Signing a listing agreement 

c. The length of the listing agreement 

d. Your recommended price 

2. At the end of each set, role-play with your peer partner.  You do not have to read 
the scripts word-for-word with your partner, but make sure that you cover all of the 
meaningful points. 

TIME:  1 hour 
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Objections to Your 
Commission 
Two Types of Agents 

SELLER: Another agent said they would list my house for less commission. 
AGENT: Mr. & Mrs. Seller, unfortunately there are 2 types of agents in 

this business: those who have a vested interest in getting your 
home sold by an aggressive marketing plan like me and my 
team, and those who do very little in the way of marketing. 

 They tell you everything you want to hear, not need to hear, and 
use your home as their cheap marketing plan. You see, their 
goal is to tell you anything you want to hear, keep you on the 
market for as long as possible, and take your outside sign calls 
which, by the way, account for approximately 20% of all calls. 
Then they sell someone else’s listing so they can earn the 3% 
fee. 

 The longer you stay on the market with them, the more you 
help them, NOT YOU. National studies show the longer you 
remain on the market the lower your home will eventually sell 
for because it will become stale. Can you see how you are 
better off listing your home with me, who has a large team? 
We have monthly salaries, so I have a vested interest in selling 
your home, not just listing it, as quickly as possible. Does that 
make sense to you? 

SELLER: Yes, it does. 
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Objections to Your Commission 

Linking Full Commission Fee to Seller’s Full Profit 

SELLER: Joe at ABC Realty says he will lower his commission to four percent if I 
list my house with him. 

AGENT: Sure, Joe at ABC Realty will do it for four percent. Let me ask 
you a question. If Joe is willing to give up his money so 
quickly, how quickly will he be willing to give up your money?  
I am firm on my fee, and you can be confident that I will 
watch your money like a hawk.  So, how about it—will you 
allow me to earn my full fee so I can get you your full profit? 

SELLER: Full profit sounds good. 
 

Linking Commission to Integrity 

SELLER: Will you lower your commission? 
AGENT: I wouldn’t do that to you.  If I can’t maintain the integrity of 

my commission, how can you expect me to maintain the 
integrity of negotiating the value of your house? 
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Objections to Your Commission 

Explaining How Commission is Used 

SELLER: Would you be willing to lower your commission to four percent? 
AGENT: You know, Mr. Seller, we have just gone over the marketing 

plan, and we’ve looked at all that the_______ (team) and The 
Keller Williams Realty International team, can offer you in 
marketing your home.  When looking at a four percent 
commission, we wouldn’t be able to offer all of those things to 
you.  So, if you are looking for an agent who markets homes 
and has a proven ability to sell your house for top dollar, then 
let’s sit down and look at the numbers.   

 If you’re looking for someone who’s not going to give you our 
level of expertise and you’re just interested in getting into the 
MLS, then maybe we are not the team for you. 
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Objections to Your Commission 

Explaining How Commission is Necessary for a Win-Win 
Relationship 

SELLER: Joe with XYZ Realty said he would list my home for 5%. 
AGENT: Do you remember at the beginning of our conversation when I 

told you that if I came across a need (expectations) that you 
have that I felt I could not satisfy (exceed) I would choose not 
to take your listing?  I think we’ve just reached that point. 

 You see, I believe in win-win relationships.  I firmly believe 
one party should not have to lose for the other party to win.  If 
I take your listing, I am going to provide you with exceptional 
quality and a consultative-type service that will be a definite 
‘win’ for you. 

 If you want to discount me and pay me an agent’s fee of 5%, 
that would be a definite ‘lose’ for me because I can’t operate a 
successful business on 5%.  Does that make sense?  Do you 
think I can do a professional job for you?  Do you think you 
and your investment is in better hands with me or Joe? 

SELLER: You. 
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Objections to Signing a 
Listing Agreement 
Want to Visit with Another Agent 

SELLER: We want to go ahead and visit with another agent. 
AGENT: Besides visiting with another agent, is there any other reason 

that you would not hire us to represent you tonight? 

SELLER: No, that’s the only reason. I have an appointment scheduled already. 
AGENT: I understand and appreciate that you want to interview other 

agents.  Let me ask you a question:  Do you think the agent 
you’re going to interview has any better understanding of your 
needs or your personal situation, or a better system in place to 
get these needs accomplished? 

SELLER: I haven’t met with him yet, so I can’t say. 
AGENT: I appreciate that and I understand that.  And I’m all for 

honoring a commitment.  But let me ask you a question.  A lot 
of times, agents go through a lot of time preparing for a listing 
consultation.  You saw that in the CMAs that we discussed, 
would you agree?  Often, when an agent has done all their 
homework, and has spent all that time, only to learn that the 
seller decided not to hire them, that agent is no longer an 
advocate.  In other words, that agent doesn’t work hard 
helping us to sell that property.  What I’d be happy to do for 
you is to spare that agent all that extra work.  I’d be happy to 
give that agent a call on your behalf, cancel your appointment, 
get him all excited about the price and offer them half the 
commission if they help us sell it. Would that be OK? 

SELLER: Well, I don’t know… 

AGENT: I don’t want to appear like a pushy salesperson but may I ask 
you a question? Would you respect me in the morning if I 
didn’t ask you to hire us tonight?  You might feel that I would 
not have the courage to ask a buyer to buy your home if I did 
not ask you hire us tonight, would that be right?  Let me just 
assure you that I’m not afraid to ask the buyer to buy your 
house.  So would it be okay if I asked you to hire us tonight? 

(continued on the next page) 
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Objections to Signing a 
Listing Agreement 
SELLER: You know that sounds good, but we just want to think about it. 
AGENT: I understand how you feel. Besides thinking about it is there 

anything else preventing us from getting started tonight? 

SELLER: No, that’s it. 
AGENT: May I ask what is it that you need to think about? 

SELLER: We just want to talk things over. 
AGENT: I understand. I would be happy to step outside while you 

discuss things. Would that be ok? 

OPTION 1 

SELLER 1: Honey, do you want to list this thing now or wait? 

SELLER 2: Let’s just list it 
AGENT: Great let’s get the paperwork started! 

 

OPTION 2 

SELLER: No! We would really like to talk about it together overnight. We will give 
you a call tomorrow. 

AGENT: No problem. I understand. Would it be possible to  get 
together tomorrow to get things started? 

SELLER: That’s fine. 
AGENT: Does 5 PM work for you or would 7 PM be better? 

SELLER: 7 PM is fine. 
AGENT: It was a pleasure meeting you. We look forward to helping you 

get your goals accomplished. See you tomorrow at 7PM. 

 

 

 

 
(continued on the next page) 
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DO your BEST 

to get the listing 

that night! 

Your odds drop 

dramatically if 

you don’t!!  

Close 1st for the 

listing.  

Close 2nd for a 

follow up 

appointment! 

NEVER LEAVE 

WITHOUT ONE 

OR THE 

OTHER!!! 
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Objections to Signing a Listing Agreement 

We Want to Think About It (Alternate 1) 

SELLER: We really need to think it over before we sign any kind of agreement. 

AGENT: I understand that you want to think about it.  Let’s do this − 
let’s think about it together—three minds are better than two.  
So what is really stopping you from signing the listing 
agreement now?  Let’s talk about it.     

We Want to Think About It (Alternate 2) 

SELLER: We really need to think it over before we sign any kind of agreement. 
AGENT: Our state requires that the listing agreement must be signed by 

all parties or I won’t be able to spend my money and start the 
marketing program for you. Are there any questions that I 
could help you with? 

We Want to Interview Several Agents First 

SELLER: We’d really like to interview several agents before we make a decision. 
AGENT: I understand.  I really enjoy your home and I would like to represent 

you.  Let me ask you this question: Do you feel that I have the skills 
and resources necessary to sell your home? 

SELLER: Yes. 
AGENT: If you were going to Hawaii and you had the option to fly in first 

class or coach and there was no price difference, what would you 
do?  So why would it be different when selling your home?  I’m 
going to give you first class service and business consulting that you 
can’t get anywhere else. So would you like to list with me to sell your 
home tonight? 
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Objections to the 
Length of  the Listing 
Agreement 
Want to Sign a 30 Day Listing 

SELLER: I only want the listing to last 30 days. 
AGENT: As you have seen from my CMA, the average selling time is 

120 days, it takes almost 30 days just to get the full marketing 
plan in place. If you only sign a 30 day listing I won’t have any 
type of marketing plan in place and you will significantly 
reduce your chances to sell. Your home will hop from one 
agent to another in the MLS with peoples wondering what’s 
wrong with this house. Let’s sign up for a normal length of 
time that gives you a chance to get top dollar. 

Explaining an “Easy Exit” Listing Agreement 

SELLER: We want to sign a 30-to-60 day listing. 
AGENT: I would like to list your home for six months and give you my 

easy-exit listing.  What this means is that if at any time you 
become dissatisfied with my service or with me as a 
professional real estate consultant, you can terminate the listing 
agreement with a ___-day [or hours] written notice.  Does this 
sound fair? 

Shortening the Listing Agreement Term 

SELLER: We want to sign a 30-to-60 day listing. 
AGENT: I understand that you want to shorten the commitment.  

Rather than a 30-60 day listing, how about a two-day listing?  
Would that be better for you?  The way I work, your 
satisfaction is important to me.  I can insert a clause into our 
agreement that either one of us can terminate the listing 
agreement with 48 hours notice. 
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Objections to Your 
Recommended Price  
Best Buyers in the Market 

AGENT: Mr./Mrs. Seller, choosing the right price position to enter the 
marketplace attracts the best buyers in the market. Do you 
understand what I mean? 

SELLER: No, I’m sorry what do you mean? 

AGENT: You see, Mr./Mrs. Seller, these best buyers in the market 
have already seen everything available in their price range 
and nothing meets their needs. Their real estate agent is 
anxiously watching the new listings that hit the market in 
this price position everyday! When a home hits the market in 
this position it will attract immediate attention!  

 There may be 1, 2 or more of these best buyers waiting for a 
home like yours to become available. These real estate 
agents immediately call their buyers and get them excited 
about a new possibility that just came on the market. If 1 or 
more of these buyers gets excited about your home it is very 
possible that you could get 1 or more offers very quickly, 
putting you in a very strong negotiating position. Does this 
make sense? 

 By the same token, if this initial barrage of buyers just looks 
and does nothing what does that tell you? That’s right! It 
tells you that you are just like the other properties that have 
not sold yet. It could be an indication that you are competing 
in the wrong price position. Do you agree? 

SELLER: Yes. 

AGENT: Based on this information, what price position do you feel 
would most attract the best buyers currently in the market? 

  

 

 

 

 

 
(continued on the next page) 
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Objections to Your Recommended Price 

I Want My Price No Matter How Long It Takes 

SELLER: I want to get my full price no matter how long it takes. 
AGENT: I understand how you feel, but how would you feel about time 

if I could show you that the houses that sell for the most 
money sell in the shortest period of time? 

SELLER: What do you mean? 
AGENT: Let me ask you a question.  If you were a buyer, Mr. Seller, and 

you were out looking at properties and you looked at one that 
was on the market for two weeks, it had 10 showings and three 
buyers that had an interest in writing an offer, how would you 
feel about that property? 

SELLER: That it’s a good property. 
AGENT: Right. Now, by the same token, if we were out in the 

marketplace and I told you that this property was on the 
market for five months and it had no offers, how would you 
feel about that property? 

 Number one, you’d be wondering, what’s wrong with it?’ 
Number two, you’d say, ‘The price is obviously too high, 
otherwise it would be sold by now.”  Your third thought might 
be, “Am I going to have the same problem selling it if I buy 
it?”  So let me ask you a question.  Would you rather get an 
offer at the beginning of the listing period or at the end of the 
listing period? 

SELLER: At the beginning. 
AGENT: Right. Why? 

SELLER: Because you’re more likely to get a better price? 
AGENT: Exactly right. The sooner we get an offer the more demand 

and urgency we create in the buyer’s mind.  Creating an 
opportunity to get offers when your negotiating position is the 
strongest would serve you well, wouldn’t you agree? 

SELLER: Yes. 
AGENT: Great! What price position will give you the best chance of 

attracting offers early when your negotiating position is 
strongest? 

 
(continued on the next page) 
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Objections to Your Recommended Price 

We Have to Have $20,000 to Buy Another Home! 

SELLER: We have to have $20,000 to buy another home! 
AGENT: Mr./Mrs. Seller, pretend for a moment that you are a buyer, we 

have already seen 5 homes and I show you this one.  You like 
it, but you’re curious why it is priced so far above the market.  
I reply that the seller has to have $20,000 to buy a new home. 

 What would you do as a buyer? 

SELLER: Look somewhere else. 
AGENT: You see, if I could net you $20,000 I would love to!  We both 

would profit! I can only get you what the market will bear and 
that is right here [wave Sold Summary Page] in these 
comparables! Does that make sense? 

SELLER: Yes. 
AGENT: I mean we could list the home for $20,000 over the market but 

in doing so these needs [show needs sheet] will not be fulfilled! 
How will you feel if these needs aren’t satisfied? 
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Objections to Your Recommended Price 

Shouldn’t We Leave Room for Negotiation? 

SELLER: Shouldn’t we leave room in the price to negotiate? 
AGENT: That’s a great question!  May I share with you my philosophy 

on pricing homes? 

 ___________________________+$5,000____ 

 Room For Negotiation 

 ____________________________Market____ 

 If we price a home like most AGENTS and leave room for 
negotiation, then negotiation is what we’ll get!  Pricing the 
home $5,000 over market will usually generate one offer, 
which really weakens our negotiating position!  And, because 
of our weakened position, the price gets negotiated down to at 
or below market value! 

 It’s been my experience, if we price the home directly on the 
market, we have a better CHANCE of generating multiple 
offers which COULD drive the final, agreed upon price above 
the list price!  Why?  Competition!  Now nothing is guaranteed 
but this is the only strategy that gives us a chance at multiple 
offers!  Does that make sense? 

SELLER: Yes. 
AGENT: Now which pricing strategy has a better chance of satisfying 

your specific needs: pricing your home for negotiation or 
pricing your home for competition? 

SELLER: Competition. 
AGENT: So where do you feel we should price the home? 
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Objections to Your Recommended Price 

We’ve Done All This Updating Over the Past Year! 

SELLER: We’ve made a lot of updates and we should price that in. 
AGENT: I appreciate that and in a buyer’s eyes that simply means you’ve 

brought the home up to selling standards! 

 If you were purchasing a home and two similar homes were for 
sale, one for $    and one for $   
  which would you buy? 

SELLER: The less expensive one. 
AGENT: Wouldn’t you agree most buyers would feel like you? 

SELLER: Yes. 
AGENT: Is this going to be an issue? 

 

Note: If “Yes”, go to Win-Lose dialogue. 

 

Truth 
You don’t need unmotivated sellers in your life!!! 
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Objections to Your Recommended Price 

Real Estate vs. Retail Dialogue 

AGENT: Mr./Mrs. Seller, buyers shop real estate like they shop retail. 
Have you ever shopped at Sears and noticed a product there 
for $99.99 and then shopped at a competing store and found 
the same exact product (same quality same brand) for $79.99? 
What did the Sears price cause you to do? 

SELLER: Buy it at the competing store. 
AGENT: Exactly! People shop real estate the same way. In any given 

price range there are shining stars (great values) and also-rans 
(overpriced turkeys). The also-rans make the shining stars look 
even better. Does this make sense? 

SELLER: Yes it does. 
AGENT: Do you understand then that by pricing your home in a price 

range where you are not the shining star is actually helping 
your competition? You wouldn’t ever intentionally put your 
home on the market to help sell the competition, would you? 

SELLER: No, never! 
AGENT: That’s right, Mr./Mrs. Seller! In what price position do you 

believe that we would be the shining star among the 
competition? 
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Aha!  Accountability 

Exercise 

Directions: 

1. Think about what you have just learned that will help you prepare for 
objections. 

2. Get with a partner.  Each of you will take turns acting as an Aha! 
consultant.  Use the following questions to consult your partner about 
their Aha. 

3. Document your own responses. 

 

Time: 10 minutes 

 

 

1.   What was your Aha!? 

 

 

 2.   What is the need in your business that makes this such a revelation? 

 

 

 3.   How will this change your business? 

 

 

 4.   What do you need to do? 

 

 

 5.   Do you know how to do it? 
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My Scorecard 
We have reached the end of this chapter!  Before we move on, take five 
minutes to assess your mastery of this chapter's objectives. 

  

1. Refer to the My Scorecard sheet located at the back of this manual. 

2. Review the topics for this chapter. 

3.  Grade yourself on your mastery level of each topic (A - F). Be honest 
with yourself.  At the end of this course, you will use this scorecard to 
evaluate your weak areas and develop an action plan for complete 
mastery of the subject matter. 
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MREA: LISTING SPECIALIST 

 

Chapter 5: 
Delivering the 

Listing 
Consultation 

 

 

 

 

 

 

In this chapter, you will… 

[1]  Tailor your listing consultation to suit the 
personality profile (D.I.S.C.) of the seller 

[2]  Internalize the Winning Mindset it takes to get a 
signed listing agreement 

[3]  Identify and conduct the eight steps of a 
successful listing consultation 
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Know Who You’re 
Talking To 
The D.I.S.C. Personality Profile 

What is it? 

The D.I.S.C. personality profile is a tool which helps you identify what type of 
personality and behavior traits a person has. Carefully observing aspects of the 
seller’s home, speech, décor etc. can help you determine which presentation 
style will be most effective in getting a signed listing agreement. The D.I.S.C. 
personality profiles are displayed in the table below: 

ACTIVE 

DD  
Dominant – Driver 

General Characteristics 
Direct; Decisive 
High Ego Strength 
Problem-Solver 
Risk-Taker; Self-Starter 
Value To Team 
Bottom-line organizer 
Places high value on time 
Challenges the status quo 
Innovative 

Possible Weaknesses 
Oversteps authority 
Argumentative attitude 
Dislikes routine 
Attempts too much at once 

Greatest Fear 
Being taken advantage of 

I

 

(continued on the next page) 

 

74 

I  
Influencing – Inspiring 

General Characteristics 
Enthusiastic 
Trusting; Optimistic 
Persuasive; Talkative 
Impulsive; Emotional 

Value To Team 
Creative problem-solver 
Great Encourager 
Motivates others to achieve 
Positive sense of humor 
Negotiates conflicts; peace maker 

Possible Weaknesses 

More concerned with popularity 
than tangible results 
Inattentive to detail 
Overuses gestures and facial 
expressions 
Tends to listen only when it’s 
convenient 

Greatest Fear 
Rejection 
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Know Who You’re Talking To 
The D.I.S.C. Personality Profile (continued) 

What is it? (continued) 

 

PASSIVE 

SS  
Stable – Steady 

General Characteristics 
Good listener; Team Player 
Possessive 
Steady; Predictable 
Understanding; Friendly 

Value To Team 
Reliable & Dependable 
Loyal team worker 
Compliant towards authority 
Good listener; Patient & empathetic 
Good at reconciling conflicts 

Possible Weaknesses 
Resists change 
Takes a long time to adjust to change 
Holds a grudge; Sensitive to criticism 
Difficulty establishing priorities 

Greatest Fear 
Loss of security 

CC  
Compliant – Correct 

General Characteristics 
Accurate; Analytical 
Conscientious; Careful 
Fact-finder; Precise 
High standards; Systematic 

Value To Team 
Perspective: “The anchor of reality” 
Conscientious and even tempered 
Thorough in all activities 
Defines situation; gathers, criticizes, 
and tests information 

Possible Weaknesses 
Needs clear-cut boundaries for 
actions/relationships 
Bound by procedures and methods 
Gets bogged down in details 
Prefers not to verbalize feelings 
Will give in rather than argue 

Greatest Fear 
Criticism 
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Know Who You’re Talking To 

Another Way of Looking at the D.I.S.C. 

The table below illustrates how to analyze an individual’s personality profile 
with regard to people/relationships, tasks/thinking, and passivity/aggression. 
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HOT Fast / Aggressive COLD 

Goal: 
To influence and persuade 

Often Described As: 
Flamboyant 
Effervescent 
Dynamic 
A people person; a 
schmoozer 

Their Main Question: 
Who? 

What They Fear Most: 
Rejection 

Primary Emotion: 
Optimism 

Goal: 
To win and control 

Often Described As: 
Controlling 
Driving 
Dominant 
Result-oriented 

Their Main Question: 
What?  What’s the bottom 
line? 

What They Fear Most: 
Being taken advantage of and 
having time wasted 

Primary Emotion: 

Quick to anger 
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Goal: 
To be steady and supportive 

Often Described As: 
Soothing 
Steadying 
A good listener 
Process-oriented 

Main Question They Ask: 
Why? 

What They Fear Most: 
Change 

Primary Emotion: 

Hides emotions 

Goal: 
To avoid conflict and comply 

Often Described As: 
Conscientious 
Analytical 
Calculating 
Detail-oriented 

Main Question They Ask: 
How? 

What They Fear Most: 
Criticism 

Primary Emotion: 

Fear 
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The Winning Mindset 
How to Get It: 

Adopt the mindset it takes to compete against other agents and teams and 
win!!! Follow the guidelines below to get the signed listing agreement!!! 

Be confident – Assume the close at every opportunity. Visualize getting the 
signed listing agreement! Success is 98% mental attitude. 

Don’t worry about the order of your presentation – You may want to 
explain the home selling process before you build rapport or vice-versa. Do 
whatever works for you. Let the presentation unfold naturally. 

Know who you’re talking to – Use what you’ve learned about the D.I.S.C. 
Observe how the seller decorates their home, how they speak and dress and 
keep house. Tailor your presentation style to suit their personality profile. 

Direct with questions – Identify what the seller’s core motivation is. If it’s to 
get settled in a new home before school starts remember that. As objections 
arise, ask questions to isolate how the objection relates to the core motivation 
and get the seller to self-discover how your team can meet their needs better 
than anyone else. 

Trial Close – Once you overcome an objection do a trial close. The seller may 
be ready to sign a listing agreement right then. If not, continue with the listing 
consultation. 

Stop if they say “Yes” – YOU DO NOT HAVE TO GIVE YOUR ENTIRE 
PRESENTATION. If the seller says “Yes” at any point – YOU HAVE JUST 
CLOSED. Get them to sign the listing agreement immediately. Don’t ask them 
a second time if they want to sign. You don’t want to give them another 
opportunity to say “No.” 
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Steps to a Successful  
Listing Consultation 
Steps and Forms 

How to Do It: 

1. Greet and build rapport while using the Listing Walk-through Notes. 

2. Set the stage. 

3. Uncover and prioritize their needs using the Seller 10’s Sheet. 

4. Explain the home-selling process. 

5. Talk about your team and who does what. 

6. Consult on pricing their home using CMA. 

7. Close and sign a listing agreement. 

8. Consult on the importance of proper staging. 
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Steps to a Successful Consultation 

Practice the Listing Consultation 

Practice 

Directions: 

YOU’LL NEED THESE HANDOUTS:  Listing Walk-through Notes 
and The Seller 10’s Sheet  

1. Watch as your instructor demonstrates how to do a listing consultation 
using the scripts on the following pages.  The demonstration will be done 
in three parts: 

Part 1 

1) Greet and build rapport while using Listing Walk-through Notes 
2) Set the stage 

3) Uncover and prioritize their needs using the Seller 10’s Sheet 
Part 2 

4) Explain the home-selling process 

5) Talk about your team and who does what. (use pg. 4-10 of the MREA: 
Operations Manual) 

Part 3 

6) Consult on pricing their home using CMA. 

7) Close and sign a listing agreement 

8) Consult on the importance of proper staging. 

2. At the end of each part, practice with your peer partner.  You do not 
have to read the scripts word-for-word with your partner, but make sure 
that you cover all of the meaningful points.  The person playing the role 
of the seller should ask a lot questions and raise objections. 

Time:  2 Hours 
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Steps to a Successful Consultation 

Step 1. The Walk-through 

Use the Walk-through Notes to build a rapport with the client. 

AGENT: Hello!  I’m __________.  Do you want me to remove my 
shoes? 

SELLER: That’s not necessary.  Please come in. 
AGENT: Do you mind if I set my things down on the kitchen table? 

SELLER: Not at all, I’ll show you the way. 
[Go right to the kitchen table.] 

AGENT: Did you complete the 10 Favorite Features sheet that was in that 
packet I sent to you? 

SELLER: Yes – here it is. 
AGENT: Great.  Looks good.  Thank you for doing this.  Would you do 

one thing for me?  I’d like for you to pretend I’m a buyer and 
take me through the house, pointing out what you feel are the 
positive benefits that your home has to offer.  [This allows you 
to build rapport as you’re walking them through the house. 
And it allows them to discover how difficult it is to sell their 
own home. You may also want to measure their home with a 
laser measuring device as you do the walk-through, it’s a nice 
value add for the seller.]   
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Note: Do not 

make repair 

recommendations 

while touring their 

home. It will be 

disastrous at this 

point!!! 
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Steps to a Successful Consultation 

Step 2. Setting the Stage 

AGENT: Mr. and Mrs. Seller, thank you very much for showing me your 
home.  I appreciate the opportunity to be here with you.  
[Open your pre-listing package to your mission statement.] 

SELLER: We’re glad you’re here. 
AGENT: The mission of the _______ team is to make you so ecstatic 

with your real estate experience that you feel compelled to tell 
your friends, family, neighbors and co-workers, out of a sense 
of obligation for their well-being, that they should call the 
________ team whenever they are thinking about a real estate 
transaction. Because of that goal, usually one of three things 
happens when we get together with potential clients. 

1. Number one, they understand the benefits of our system, 
the competitive advantages our system will provide, and 
how much we care about the opportunity to develop a 
relationship that goes beyond this real estate transaction. 
And they hire us that day, and frankly, that’s wonderful. 

2. The second possibility is that they may not understand 
the benefits of our system and the competitive advantage 
it will provide, and how much we care about the 
opportunity to develop a relationship that goes beyond 
this transaction, and they may not hire us that day.  And 
frankly, that’s not so good.   

3. And the third possibility—and frankly, I say this humbly 
not boldly, so please don’t take this the wrong way—but 
because of our mission statement, if a client has a need 
that we cannot fulfill, we’d rather turn them down, rather 
than let them down six months from now. Does that 
make sense? 

SELLER: So why might you be unable to take my listing? 
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Steps to a Successful Consultation 
Step 2.  Setting the Stage (continued) 

AGENT: Part of the reason I might not be able to take your listing, or 
any person’s listing, is if they have a need or an expectation 
that can’t be fulfilled.  In that situation, we’d rather turn 
someone down now than let them down six months from 
now.  That’s because we do things a little differently than most 
agents out there.  There’s a difference between agents and 
consultants.  Do you know what that difference is? 

SELLER: No. 
AGENT: A lot of people in the real estate industry, who I'll call agents, 

are more interested in their own agenda.  They’re more 
interested in getting the listing, or getting you to sign the listing 
today, or getting you to sign a real estate contract today.  
They’re more interested in the immediate gratification of the 
transaction. 

 A real estate consultant understands that first they help you get 
your needs met, and then they get their needs met.  A 
consultant’s sole focus is to give their clients advice based on 
their clients’ needs.  Their main objective is to build a 
relationship that goes beyond the transaction.  Great 
consultants want to be your consultant for life. Many agents 
act like they want to be your consultant for one deal. Who 
would you rather have working in your corner? 

SELLER: A consultant! 
AGENT: Great! Then would you like to list with me tonight to sell your 

house? 

SELLER: Yes! 
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Steps to a Successful Consultation 

Step 3. Needs Analysis 

Use the Seller 10’s Sheet to uncover and prioritize the seller’s needs. 

AGENT: Even before I have permission to consult you, Mr. and Mrs. 
Seller, I need to ask a few questions, so I’m clear what your 
main goals are in the real estate experience you’re about to 
embark on.  Is that okay? 

SELLER: Yes! 
AGENT: First, I have to ask for your permission to tell you if you are 

making an emotional decision that goes against your priorities. 

SELLER: Sure, I want the best advice I can get! 
AGENT: Mr. and Mrs. Seller, on a scale from one to ten, with one being 

totally undesirable and 10 being awesome, what one thing 
needs to happen for this to be a great experience?  If there was 
one thing that could happen, besides just selling the house—
because I know you want to sell it—what one thing has to 
happen to make this a great experience for you?  Or to make 
this transition in your life a smooth one? 

SELLER: I’m worried about getting the price that I’m asking. 
AGENT: Well, define the price that you’re asking? 

SELLER: Within $5,000 of $250,000. 
AGENT: What’s important to you about getting $250,000? 

SELLER: That’s what houses in this area are selling for, so if we got less, we think 
we would not be getting a fair deal. 

AGENT: So what’s important to you about getting $250,000 is you feel 
that homes in your neighborhood are getting that figure, and 
therefore that figure is what your home is worth. Are there any 
other reasons why getting $250,000 is important? 

SELLER: We’re going to need a certain amount of money to be able to move into our 
next house. 
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Steps to a Successful Consultation 
Step 3.  Needs Analysis (continued) 

AGENT: Okay. If we could add one other thing, Mr. and Mr. Seller, that 
would make this even better, what one other thing could be 
added? 

SELLER: We want to sell quickly. 
AGENT: Define quickly. 

SELLER: 60 days! 
AGENT: What’s important about 60 days? 

SELLER: Well, we need to be in Atlanta by the end of the summer, so we can be 
there for the kids to start school. 

AGENT: Will it be a problem if I sell your home tomorrow. [This gets 
the seller visualizing that you can sell their home.] 

SELLER: Wow, I hadn’t thought of that. We’d have to make a few arrangements 
but that would be great! 

AGENT: So, when I asked you what one thing has to happen for this to 
be a great experience, you said, “the most money possible.”  
When I asked you to define that, you said $250,000.  When I 
asked you what one other thing has to occur to make it even 
better you said, “to sell it quickly.”  When I asked you to define 
quickly you said, “60 days.”  When I asked you what’s 
important about that, you said that you’re moving to Atlanta, 
and you want to be there by the end of the summer, so when 
school starts, your kids can be established in the new area.  
Okay? Now, if there was one other thing we could add that 
would put the icing on the cake, that would leave no doubt in 
your mind about who you would call or who you would refer, 
for any real estate concerns—what one other thing could we 
add?  [You are turning this into a referral now.] 

SELLER: We’re not hiring an agent who will charge more than four percent. 
AGENT: Okay. What’s important to you about paying four percent or 

less? 

SELLER: I’ll net more money.  I think all agents are created equal, and no matter 
whom I list it with, it’s going to sell for the same price.  [Do not 
address objections at this time—you want them to self-
discover what is most important to them.] 

 [Transition to prioritizing their needs.] 
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Steps to a Successful Consultation 
Step 3.  Needs Analysis (continued) 

AGENT: Okay, Mr. and Mrs. Seller, here are your main goals.  Our main 
goal is to help you get all these goals accomplished.  Or, if all 
of them aren’t achievable, to have a conversation about what is 
achievable, and see if we can put together a relationship that’s 
going to last a long time.  Does that sound fair?  But let’s play 
hypothetical for a second.  And by hypothetical, I mean let’s 
assume that only one of these goals is achievable.  But by 
achieving it, the other two will fall in place.  What would you 
say would be the key ingredient to a great experience: 1) to get 
250, 2) to get your home sold within 60 days, or 3), to find a 
realtor that will charge you no more than four percent. 

SELLER: Selling within 60 days so we can get to Atlanta. 
AGENT: All right.  So let me ask you a question.  If we were able to put 

together a strategy that would get this done in 60 days and you 
didn’t quite get 250, and you didn’t find a real estate agent who 
charged only four percent, would you be okay with that? 

SELLER: Yes, that’s the most important thing.  Because it’s unforgivable for us to 
not be there for the kids and for the family to not be settled in the new 
area.  And we need to have that peace of mind.  But we want the price, 
too. 

AGENT: I’m not saying one to the exclusion of the other.  But this is 
the agenda from which I’m going to consult with you for the 
rest of our relationship.  That’s how important this is.  Okay, 
so what would be the second most important thing, Mr. and 
Mrs. Seller, besides getting it done in 60 days? 

SELLER: The price.  [You have just effectively isolated the commission. 
Had you dealt with the commission right up front, not out of 
curiosity but out of judgment, they wouldn’t have self-
discovered how unimportant it was.  They would have not 
discovered how valuable it is to have the house sold in the time 
they need at very close to their asking price.] 

 

 Stop and role-play. 



Delivering the Listing Consultation Chapter 5 
 
 

© 2004 v3.2 Keller Williams Realty, Inc. 86 

 

Steps to a Successful Consultation 

 Step 4. The Home-Selling Process 

AGENT: Mr. and Mrs. Seller, would you mind if we sit down at a table?  
I’ve got some numbers I want to share with you. [open Listing 
Presentation book/ package]  What I’ve done is broken the 
selling process down into eight steps.  I’ve found that if I do all 
those steps, I’m successful at getting the home sold. So what 
I’d like to do is quickly take you through the process I use. 
Would that be okay? 

SELLER: Sure. 
AGENT: Mr. and Mrs. Seller, step number one is understanding current 

market conditions.  What I’m going to do here today is share 
with you what is going on in our market, so you’ll have a 
handle on that.  

 Step two is assessing or appraising the value of your home.  
You’ll see here I’ve done a market analysis to that effect.   

 Step three is setting the right price.  I think you’ll agree with 
me, Mr. and Mrs. Seller, that this is probably the most critical 
step in this process.  

 Step four is calculating your bottom line.  Based on my market 
analysis, I’ve done a net sheet that will show you what your 
costs will be and what you can expect to net from the sale of 
your home.   

 Step five is preparing your home for sale.  If we decide to go 
into business together, we’ll go through your home room by 
room, and I’ll share with you what you can do to maximize the 
value of your home.   

 Step six is advertising and marketing your home.  Unless 
you’ve got a lot of questions, I’m not going to spend a lot of 
time on that today.  Suffice it to say I’m a very aggressive 
advertiser of properties.  Do you have any questions at this 
point, Mr. and Mrs. Seller? 

SELLER: No. 
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Steps to a Successful Consultation 
 Step 4.  The Home-Selling Process (continued) 

AGENT: Mr. and Mrs. Seller, quite frankly, once we start receiving 
offers, qualifying the buyers and making sure that they can 
afford to buy your home, we’ll also help you negotiate that 
offer and then deal with things like home inspections, 
contingencies, and appraisals, until we can get you to step 8, 
which is getting you settled in your new home.  Is that pretty 
clear? 

SELLER: Sounds clear to me. 
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Steps to a Successful Consultation 

Step 5. The Team 

AGENT: I want to give you some insight into the real estate industry.  
Agents create reputations for themselves among other agents – 
some good, some bad.  We’ve worked hard to establish the 
___ team as the best.  Every real estate agent in town knows 
it’s a _______ team listing.  This means something to them.  
Our sign in your yard will be a determinant of the quality of 
buyer showing agents at your door.  For example, if you hire a 
foreclosure specialist, Mr. and Mrs. Seller, to represent your 
home for sale, do you think you might be attracting a bunch of 
retail buyers or a bunch of wholesale buyers?  Would you want 
to hire a foreclosure specialist in the sale of your home? 

SELLER: No. 
AGENT: Right.  And what about For Sale By Owner signs?  Do you 

think For Sale By Owner signs are a magnet for retail-type 
buyers, or wholesale buyers?  And do you think you can net 
more money by attracting wholesale-type buyers, or retail-type 
buyers? 

SELLER: Retail. 
AGENT: Exactly.  Well, the _______ team’s sign in your yard will have a 

couple of meanings to other agents.  Number one, we operate 
with integrity.  Number two, they’ll get paid a fair fee whenever 
they sell one of our listings.  Number three; our team will help 
them do their job by making sure things get done expediently 
so we get an on-time closing.  Fourth and most important, our 
sign in your yard means, that you have validity as far as pricing 
is concerned. The _______ team doesn’t take dramatically 
overpriced listings.  So whose sign do you want in your yard? 

SELLER: Yours! 
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Steps to a Successful Consultation 
Step 5. The Team (continued) 

AGENT: The _____ team is a team of specialists rather than one 
generalist.  We have 15 people on our team.  Most people love 
doing certain things and those are the things they tend to do 
the most.  All the other stuff—the detail-oriented business of 
real estate—can potentially slip through the cracks.  Or may 
not get done with the same energy and effectiveness as 
someone doing it who likes doing it.  Does that make sense? 

SELLER: Yes! 
AGENT: There are three different phases of the real estate process.  On 

our team, we have one group that specializes in serving buyers. 
They know the market better than average real estate agents, 
because they’re out in the market all day long. 

 The benefit to you is that we can serve seven to 10 buyers at 
once as opposed to the average solo agent, who can only serve 
one at a time.  We can make sure that more buyers see your 
home, which gives us a better chance to get your home sold 
faster, for more money. Also, between 15 people and seven 
buyer specialists there’s always someone in the office to get a 
buyer call and respond to a buyer who is interested in your 
home. Does that sound good? 

SELLER: Yes. 
AGENT: The other part of our system is our closing team.  Our closing 

team processes all contracts from contract to closing. 
According to the National Association of Realtors [Canadian 
Real Estate Association], the average For Sale By Owner, 
closes only 32 percent of the time.  Sixty-eight percent of the 
transactions fall apart because of details left unattended. 

 Even the average real estate agent only closes 75 percent of 
their accepted contracts. The worst nightmare would be to 
have the truck packed, ready to go to Atlanta, only to have the 
deal fall apart on the day of closing.  There’s a one in four 
chance, if you hire an average agent, of that happening. 
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Steps to a Successful Consultation 
Step 5. The Team (continued) 

AGENT: The _______ team’s average is _______ (98.5) percent of our 
accepted contracts close.  The reason is that we have a 
specialist who loves doing that and who does it 100 percent of 
the time.  She has a four-page checklist of things that we’ve 
added through the years, because we’ve done this 2700 times in 
our career over the last 17 years.  You are not going to be a 
guinea pig in a real estate transaction with the _______ team.  
________ (Closing Specialist) is going to keep you apprised of 
the drop-dead dates, home inspections, details on time 
contingencies, and financing contingencies. We have 
somebody there, 100 percent of their time, looking for red 
flags.  Do you think that will help the amount of stress you’ll 
feel? 

 Okay.  Everybody having a role allows each team member to 
get better at what they do without having to jump in and out of 
other tasks. Every Monday afternoon we call all our sellers so 
you know exactly what happened the last week, what 
marketing is being done, and you know exactly what’s going to 
happen the coming week.  Let me ask you a question.  If I can 
show you just one way that we use to attract buyers that no 
one else uses, would it follow that we have a better chance of 
getting your needs met? 

SELLER: Yes. 
AGENT: Let me ask you a question, Mr. and Mrs. Seller.  When you 

were out looking for homes, did you ever leave a message in a 
voicemail for an agent and not get a call back? 

SELLER: Yes! 
AGENT: Isn’t that frustrating? We use Arch Telecom—an IVR System.  

Are you familiar with those? 

SELLER: Somewhat. 
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Steps to a Successful Consultation 
Step 5. The Team (continued) 

AGENT: Great. When buyers call our 24-hour toll-free hotline, and 
punch in the appropriate 4-digit code for the property they’re 
interested in, they get an excited voice describing the features 
and benefits of that house, including the price and the address. 

 Most other agents just have pretty pictures in magazines and 
hope buyers will call. In addition to those calls, we also get an 
average of about 80 buyers calling us each week on the hotline, 
who aren’t calling other agents. 

 According to the National Association of Realtors [Canadian 
Real Estate Association] the average agent sells 10 houses a 
year].  Good agents in our market are selling 25 houses a year.  
Great agents—and there’s fewer than 20 in our area—are 
selling 75 to 100 houses a year.  The _______ team’s been 
selling more than 200 homes annually for the last 10 years in a 
row. 

SELLER: Wow, that’s great. 
AGENT: Do you think that the thought processes and systems we use 

must be a little bit different to generate that kind of 
production?  Wouldn’t you want that kind of thinking and 
production in place behind you to help get your goals 
accomplished? 

SELLER: Yes, definitely. 
 

 Stop and role-play. 
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Steps to a Successful Consultation 

Step 6. Pricing Strategy 

AGENT: Mr. and Mrs. Seller, if we can come to an agreement in price 
today, is there anything preventing us from moving forward? 

SELLER: No. [Try to close right here if you can.] 

AGENT: Okay.  Excellent.  In real estate, Mr. and Mrs. Seller, there are 
three books that are important.  The Sold Book, the Dream Book, 
and the Expired Book.   

 The Sold Book tells us what people are willing to pay in a given 
area in a given period of time. 

 The Dream Book tells us what people are hoping to get in a 
given area at a given time.  What a lot of people don’t 
understand—is that only 50 percent of what’s listed sells the 
first time it’s on the market. 

 The other 50 percent goes to the dreaded Expired Book.  And 
that tells us what people are unwilling to pay in a given area at 
a given time.  That’s the book of properties stamped 
“rejected.”   

 Now which book would you like your home to be in? 

SELLER: The Sold Book! 
AGENT: The most important information are properties that have 

already been sold.  In order to close your home once, we have 
to sell it three times.  We have to sell it to a buyer. a buyer 
agent, and an appraiser.  Now of the three, who do you think 
it’s the most difficult to sell the value to? 

SELLER: The appraiser? 
AGENT: Right. The buyer has an emotional interest. A buyer’s agent has 

a financial interest but an appraiser has no interest.  He’s a 
representative of the bank, a disinterested third party. I know 
you put in a lot of effort and your house is gorgeous, and I 
understand how you feel.  What I'd like you to do is pretend, 
for a moment, that you are an appraiser. 
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Steps to a Successful Consultation 
Step 6. Pricing Strategy (continued) 

AGENT: Be as objective as possible as we look at this data. Let’s start 
with your subdivision. At what price would you appraise this 
house. [You are leading them through a self-discovery process]. 

 Now let’s widen our search area. This house, for example, is 
around $200,000.  Let’s pull data a little above and a little bit 
below, say, 190-220.  Let’s use the $200,000 example.  Just to 
give you my formula, I’m looking for the absorption rate.  You 
want to see how many homes are selling each month because 
most people need to get their home sold in 30 days, even if 
their goal is the most money. So what I’m doing is I’m 
checking out the one-month supply of inventory.  I’m not 
going to search the subdivision of that area.  I’m looking for a 
certain sample that will give us enough homes to get an 
accurate projection, usually about three or four multiple-listing 
map areas, depending on the saturation. 

 In the sample of listings between 210 and 220, there are 20 
homes for sale.  And there are 12 homes that have sold over 
the past six months.  We figure out the monthly rate by 
dividing the number of homes by the number of months.  So 
it’s 12 divided by six equals two. That’s two homes per month 
that are selling.   

 You divide the number of active listings into the number of 
homes selling per month, which gives you the month’s supply 
of inventory.  In this example, with 20 homes for sale, and two 
homes selling per month for between 210 and 220, we have a 
10-month supply of inventory. 

 Now, Mr. and Mrs. Seller, in order for you to get an offer in 
the first 30 days, to be absorbed by the market in the first 30 
days, you need to be among what?  The top two homes of that 
list of 20. Make sense? 

SELLER: Yes, but that house isn’t as nice as ours. 
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Steps to a Successful Consultation 
Step 6. Pricing Strategy (continued) 

AGENT: I understand that, but remember, in that subdivision, only half 
of these houses are going to sell.  And in order for you to sell, 
you need to be among the top two of the listed properties.  
Now, let’s see how many are larger than yours.  Let’s see how 
many have _______ (fifth bedroom, etc.). Let’s see how many 
________ (back up to a golf course).  You know what I’m 
saying?  Let me ask you a question, do you believe you’d be 
among the top two homes if you listed it between 210 and 
220? 

SELLER: No. 
AGENT: Okay. Now, let’s look between 200 and 210.  There are 10 

homes for sale and in the last six months, 18 have sold.  So, 18 
divided by 6—there are three homes selling per month.  There 
are 10 for sale.  It’s a little bit over a three-month supply. 
Sometimes, it can be that gaping.  210 to 220, you’ve got a 10-
month supply, and 200 to 210, you’ve got a three-month 
supply.  Well, where would you rather compete?  In the 10-
month supply of inventory, or the three-month supply of 
inventory? 

SELLER: Three-month supply. 
AGENT: Right, because there’s less competition.  We look at these ten 

that are for sale, and we see what they would be competing 
against, just like another agent would checking the market for a 
buyer, and just like a buyer would.  Okay?  And then we look 
between 190 and 200.  In that price range, there are only six for 
sale. And 36 that sold in the last 6 months.  So 36 divided by 
six is six selling every month.  We have got a one-month 
supply of inventory.  That is a seller’s market.  If you don’t sell 
in 30 days in that type of a market, it’s obvious that you’ve 
overpriced your home.  How do we stack up?   

 Mr. & Mrs. Seller, based on your goals in which price position 
would you most effectively compete? 210-220? 200-210? Or 
190-200? 

SELLER: Probably between 190—200. 

AGENT: Let’s see how much money this means in your pocket. 

 [Complete a Seller’s Net Sheet to do a simulated sale.] 
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Steps to a Successful Consultation 

Step 7. Signing the Listing Agreement 

AGENT: Mr. and Mrs. Seller, after our conversation tonight, I feel we 
have the makings of a win-win relationship.  Would you agree? 

SELLER: Yes. 
AGENT: Great, do you want me to handle this sale for you?  Let's take a 

look at the listing agreement that I've prepared for both of us 
to sign. 
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Steps to a Successful Consultation 

Step 8. Staging the Home 

AGENT: Mr. Seller, when you hire me to handle the sale of your home, 
one of the special services I provide that is typically not 
provided in the industry is to thoroughly go through your 
home and determine the ways in which it can best be shown, 
make recommendations for cost-effective, cosmetic upgrades, 
provide the opportunity for some cleaning services, and 
generally stage your home so that it competes effectively with 
the other homes on the market in your price range. 

SELLER: Why can’t I just sell the house the way it is? 
AGENT: By deciding to sell your home, you no longer live in it.  [pause] 

Now, of course, really you still do, but we’re in a different 
strategy now. Your biggest goal is how much money you can 
get for it, and how quickly.  With a minimum of inconvenience 
to your family we want to make sure that your home stands out 
from the other homes people will be looking at in this price 
range. 

 As you know, if you go into a store, and you’re interested in 
buying, for instance, a new suit—the ones you’ll be attracted to 
are the ones they have on display, Right now, you and I are 
marketing your home.  We have to do everything we can to 
make your home look better, not just so people will buy it, but 
so they’ll pay more for it.  Does that make sense? 

SELLER: Will that mean I may need to make some repairs? 
AGENT: Repairs are a very interesting issue.  There are two types of 

repairs.  The first type is repairs you’re going to have to make, 
no matter what, to sell the home.  The second category is 
repairs that will make the home look better.  What I’ll do is go 
through the home and recommend to you, Mr. Seller, as part 
of my fiduciary service to you, the repairs in this home that are 
worth doing. 

 There are two things that are important to understand. In 
ninety-five percent of the cases someone coming to look at 
your home will be with another real estate agent.  In virtually 
every case, they will also require an inspection of your home by 
a professional home inspector.  

 

 

 
(continued on the next page) 
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Steps to a Successful Consultation 
Step 8.  Staging the Home (continued) 

AGENT: Any repairs that are going to perhaps put the sale at risk are 
going to be required anyway.  One of the advantages I have 
learned over my years in real estate is that if you make 
necessary repairs up front, then your house attracts more 
buyers.  More so than it does if there’s a needed repair need, 
that you’re offering to make after the sale. 

 We take away any question as to whether or not they should 
buy the home and we increase the chance that we’ll get an 
offer at the highest possible price. 

SELLER: I’m not very good at matching colors.  Are you going to help me? 
AGENT: Absolutely.  One of the services we provide is an interior 

decorator who is part of our service staff and who will come in 
and make recommendations.  If there’s any painting that needs 
to be done, we would be happy to recommend what we think 
would make the home more saleable. 

 Stop and role-play. 
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Give an Aha!, Take an Aha! 

Exercise 

Directions: 

1. Look at numbers 1 and 2 below.  Think about what concepts you are still 
struggling with.  And think about any Aha’s you may have had about 
delivering a Listing Consultation. 

2. Your instructor will throw out an Aha topic.  If you have an Aha about 
that topic, raise your hand and share.   

3. When you have given your Aha, you will name the next Aha topic for 
someone else to share.  If you are struggling with a particular concept or 
would like to hear someone else’s take on it, solicit an Aha on the topic. 

4. Put your Aha or the Aha of someone else into action using the 
worksheet below 

Time: 10 minutes 

 

 

1. The concept I’m still struggling with: 

2. The single most important “Aha!” for me: 

3. How I will use this “Aha!”: 

4. How I will benefit: 

5. What I need to do to make this happen: 
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My Scorecard 
We have reached the end of this chapter!  Before we move on, take five 
minutes to assess your mastery of this chapter's objectives. 

  

1. Refer to the My Scorecard sheet located at the back of this manual. 

2. Review the topics for this chapter. 

3. Grade yourself on your mastery level of each topic (A - F). Be honest 
with yourself.  At the end of this course, you will use this scorecard to 
evaluate your weak areas and develop an action plan for complete 
mastery of the subject matter. 
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MREA: LISTING SPECIALIST 

 

Chapter 6: 
Consulting the 

Seller 
 

 

 

 

 

 

 

 

 

 

In this chapter, you will… 

[1]  Consult with the seller on adjusting the listing 
price 

[2]  Consult with the seller on staging issues 
 

 

 

 



Consulting the Seller Chapter 6 
 
 

© 2004 v3.2 Keller Williams Realty, Inc. 101 

 

Consult the Seller on 
Price Adjustment 
How to Do It: 

Work with the seller to help them self-discover that they need to reduce the 
listing price of their home. 

Role-play 

Directions: 

1. Watch as your instructor demonstrates a pricing situation, using the 
script on the following page. 

2. At the end of the demonstration, practice with your partner.  You do not 
have to read the scripts word-for-word with your partner, but make sure 
that you cover all of the meaningful points. 

 

Time:  30 minutes 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
(continued on the next page) 



Consulting the Seller Chapter 6 
 
 

© 2004 v3.2 Keller Williams Realty, Inc. 102 

 

Consult the Seller on Price Adjustment 
How to Do It: (continued) 

Consulting the Seller to Reduce the Price 

AGENT: Hi this is _______ (name).  We’ve had your home on the 
market now for ____ days.  We’ve had approximately ___ (5) 
showings.  For those ____ (5) showings, I’d like to provide 
you with the feedback I’ve been receiving. [give feedback]. 
Based on the feedback we’ve received, don’t you agree that we 
need to reposition your home in the market?  I want to expose 
you to a new set of buyers and have you compete with a new 
set of sellers.  I would like to recommend a new price of 
$_____. 

SELLER: I don’t really want to lower my price because it might affect my net. 
AGENT: It will affect your net.  The issue is that the longer you sit on 

the market, the less you’ll receive. 

 Have you ever tried to chase a ball rolling downhill?  If you try 
to chase a ball rolling downhill, you don’t catch it until it’s at 
the bottom.  If you get behind this market and economy in 
terms of your pricing, you’re going to chase the market all the 
way down to the lowest price, just like you chased that ball. 
Let’s adjust the price of your home to one that gets us in front 
of the ball. Because if you were to start in front of the ball 
when it rolls down, you’re going to catch it. But if the ball is 
rolling down the hill and you’re just walking behind it, you’re 
going to accept a much lower price for your home than you 
should get. 

 Stop and role-play. 
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Consult the Seller on 
Staging Issues 
How to Do It: 

Work with the seller to help them self-discover that they need to make 
changes in the way their property is staged. 

Role-play 

Directions: 

1. Watch as your instructor demonstrates the script on the following page. 

2. At the end of the demonstrations, practice with your partner.  You do 
not have to read the scripts word-for-word with your partner, but make 
sure that you cover all of the meaningful points. 

TIME:  30 minutes 
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Consult the Seller on Staging Issues 
How to Do It: (continued) 

Consulting the Seller on Animal Issues 

AGENT: As you know, we have received feedback from agents and 
buyers about the cat odor.  Pets are always a very sensitive 
issue. I would like to recommend that you have the carpet 
deodorized. I know of a company that will do a special 
treatment on it. 

SELLER: I don't smell anything. 
AGENT: You get used to it when you live in the house. People are 

particularly more sensitive to cats than dogs. I don’t know why 
that is. Sometimes we have to take extra steps when we have 
cats in the house, versus when we have dogs. So it’s in our best 
interest to figure out a way to, as best we can, accommodate 
you and the cat, and mask the odor. If deodorizing your carpet 
does not work, we may have to consider replacing the carpet. 

SELLER: I don’t know. Can’t we offer a carpet allowance? 
AGENT: Yes, we can offer them a carpet allowance. Sometimes that is 

effective. One thing I want to tell you though is that most of 
the time people only have the capacity to look at exactly what 
is in front of them. And that is why model homes are staged so 
specifically. That’s why the mall puts up Christmas decorations 
in October. It’s all staging. It would be to our benefit to change 
the carpet out now, so when they walk in, it looks the way it 
will if they buy the home. 

 Stop and role-play. 
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My Scorecard 
We have reached the end of this chapter!  Before we move on, take five 
minutes to assess your mastery of this chapter's objectives. 

  

1. Refer to the My Scorecard sheet located at the back of this manual. 

2. Review the topics for this chapter. 

3. Grade yourself on your mastery level of each topic (A - F). Be honest 
with yourself.  At the end of this course, you will use this scorecard to 
evaluate your weak areas and develop an action plan for complete 
mastery of the subject matter. 
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MREA: LISTING SPECIALIST 

 

Chapter 7: 
Receiving and 

Presenting Offers 
 

 

 

 

 

 

 

 

 

 

In this chapter, you will… 

[1]  Review offers for accuracy and completeness 
[2]  Internalize the Winning Mindset to get a 

contract signed by both parties 
[3]  Present offers to your seller 
[4]  Handle seller’s objections to offers 
[5]  Make a counter offer 
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Review the Offer 
How to Do It: 

Review the offer for accuracy and completeness, paying particular attention to 
the following items: 

1. Appliances – go through appliances asked for with the seller. Be sure all 
of them convey. 

2. Price – check to see if the offer falls in the range of the seller’s 
expectations. 

3. Earnest Money – make sure the earnest money amount specified will be 
acceptable to the seller. 

4. Time for Acceptance – be sure to get the content initialed by your buyer 
if you go over the time limit. 

5. Loan Approval – needs to have a specific date (3 weeks is ample time). 

6. Financing Terms – make sure the financing terms are agreeable to the 
seller. 

7. Closing Date – make sure the closing date on the offer will work with 
your seller’s schedule. 

8. Home Warranty – review any home warranty considerations. 

9. Repair Limits – explain the repair limits to the seller. 

10. Special Clauses or Contingencies – carefully review any terms relating to 
closing costs, etc. 

11. HOA and Mold Disclosure – make sure the seller has completed these 
documents. Be sure the seller signs them and get them to the buyer’s 
agent to have the buyer initial them. 

12. Possession Date – if possible, negotiate a possession date of at least 24 to 
48 hours after closing to allow your seller sufficient time to vacate and 
clean the property. 

13. Seller Costs – determine all costs. Prepare a new Seller’s Estimated Closing 
Statement. 
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The Winning Mindset 
How to Get It 

From the moment you receive an offer you must engage with both parties and 
persistently stay with the process until both the seller and buyer have accepted 
the terms of the contract and signed it. 

Be open – Be open to everything but attach to nothing. 

Communicate – Let both the buyer’s agent and the seller know that you 
understand that this is an ongoing process and that you are going to continue 
to work with both of them until you find a way for the contract to be accepted. 

Stay calm – The seller may have a strong emotional reaction to the price or 
other terms of the offer. Be a calming influence until the seller is viewing the 
situation rationally again. 

Focus on the customer’s needs – Isolate the objections of both sides and 
offer solutions that will satisfy the buyer while still meeting your client’s core 
needs. 
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Present the Offer to 
Your Seller 
Best Face Forward 

How to Do It: 

1. Prepare a new Seller’s Estimated Closing Statement. 

 2. Review the completed Buyer Agent Questions Worksheet. 

3. Contact the seller by telephone or present the offer in person (use the 
“Presenting an Offer to Your Seller” script on the next page). 

4. Keep the tone of the conversation positive at all times. 

5. Explain the offer.  Discuss the time-on-market, number of showings, 
CMA’s etc. 

6. Show the seller the new Seller’s Estimated Closing Statement that you 
prepared. 

7. If the offer is reasonable, remind the seller that if they accept the offer, 
the property is sold at that point.  If the seller decides to counter-offer, 
the seller is, in effect offering to “buy back” the property from the buyer 
for the counter offer amount. 

8. Advise the seller, based on showing and market activity, as to when or if 
the seller might possibly expect another offer should the current 
negotiation fall through. The offer could be the last one the seller will see 
for months. 

9. Reach a point of positive agreement with the seller on whether to accept 
or counter the offer. 

10. If the seller wishes to accept the contract, have them sign the contract 
then. 

11. Call and notify the buyer’s agent that the seller has accepted the offer. 
Fax the contract to the buyer’s agent for the buyer’s signature 
immediately. 
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Present the Offer to Your Seller 
Best Face Forward (continued) 

How to Do It: (continued) 

12. Call and notify the buyer’s agent that the seller has accepted the offer. 
Fax the contract to the buyer’s agent for the buyer’s signature 
immediately. 

13. If the seller wishes to counter the offer, consult with him/her to 
determine a reasonable counter-offer amount.  Write the counter-offer 
amount on the contract and have the seller initial it. 

14. Call and notify the buyer of the counter-offer amount and request a reply 
within 24-48 hours or the shortest time usual for the market. 

15. If the buyer makes another counter-offer, repeat the offer evaluation 
process. 

16. If the buyer accepts the counter-offer, have the seller sign the contract 
and fax the contract to the buyer’s agent for the buyer’s signature. 

17. Once both parties have signed the contract, retrieve the contract, the 
earnest money check and the option check (if applicable in your state) 
from the buyer’s agent, the buyer’s agent may deliver the earnest money 
check to the closing company or put it into an escrow account 
(depending on your state). 

18. Give the option check to the seller and the contract, earnest money 
check (if you have it) and Listing Folder to your Transaction Coordinator, 
who will coordinate everything from contract through closing. 
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Present the Offer to Your Seller 
Best Face Forward (continued) 

Practice 

Directions: 

1. Watch as your instructor demonstrates how to present the script on the 
following page. 

2. At the end of the demonstrations, practice with your partner.  You do 
not have to read the scripts word-for-word with your partner, but make 
sure that you cover all of the meaningful points. 

TIME:  45 minutes 
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Present the Offer to Your Seller 
Best Face Forward (continued) 

Presenting the Offer 

AGENT: [Never ever criticize or show a negative attitude about a low-
ball offer. Present all points of agreement first before 
discussing pricing or other disagreements.] 

 Hi, it’s _______ (name) with the _______ (team).  Great news! 
We have an offer here for your review.  I’m going to go 
through the offer with you—is this a good time?  I’ll go 
through the appliances first.  They’re asking for some things, 
and I want to make sure we’re all on the same page.  We don’t 
want to end up buying someone a dishwasher at a later point in 
time  [take seller through any appliance issues]. They’re asking 
for the refrigerator, the washer, the dryer, and the range—do 
all of those stay with the property? 

SELLER: Yes. I was planning on leaving those with the property. 
AGENT: Now, the offer that came in with this is $_______.  They’re 

putting $_______ in escrow.  They want to close on _______ 
(date) and they’re asking for _____% in repair limits.  What do 
you think [excitedly]? 

SELLER: Well, I can’t believe they came in at $_______.  That’s pretty low. 
AGENT: It’s better than the offer we had yesterday [lightly]. 

SELLER: We had an offer yesterday? 
AGENT: No, we didn’t, that’s why it’s better.  The market is speaking to 

us, and we have an offer—those are good things.  How many 
showings have you had? 

SELLER: We’ve had ____ showings. 
AGENT: The average should be one offer for every eight to ten 

showings, so let’s entertain the offer.  We never know how 
much a buyer will come up on the price.  I’ve seen stranger 
things happen.  So let’s entertain this offer and give a counter-
offer.  How does that sound? 

SELLER: Sounds good, but do you think that’s better than just throwing it out and 
hoping for the next one? 

 

 
(continued on the next page) 
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Present the Offer to Your Seller 
Best Face Forward (continued) 

Presenting the Offer (continued) 

AGENT: Yes, I do.  Usually, your first offer is your best.  I would never 
want to simply throw away an offer. I would entertain all 
offers.  You never know how much a buyer will come up.  Put 
yourself in the buyer’s shoes.  You would want to get as much 
house for the money as you can.  But if you really loved the 
place you’d probably pay full price, or maybe even above full 
price, wouldn’t you? 

SELLER Should we counter, then? 
AGENT: I think we should. I represent you, so I will do whatever you 

want me to do. If you want me to go back and say, “We are 
not countering. We reject the offer,” I will do that. But I would 
strongly recommend that we come back with some kind of a 
counter-offer.  Something palatable to the buyer, but a price 
that does not give your house away. Would you like to 
counter? 

SELLER Yes, please help me with that. 

 
 Stop and role-play. 
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Handle Seller’s 
Objections to Offers 
Practice Handling Seller’s Objections to Offers 

Role-play 

Directions: 

1. Watch as your instructor demonstrates how to respond to the objections 
contained in the scripts on the following pages. 

2. At the end of the demonstrations, practice with your partner.  You do 
not have to read the scripts word-for-word with your partner, but make 
sure that you cover all of the meaningful points. 

TIME:  45 minutes 
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Handle Seller’s Objections to Offers 
Practice Handling Seller’s Objections to Offers (continued) 

That Offer is Too Low! 

NOTE: This script is great for a buyer’s market. 

SELLER: That price is just too low! 
AGENT: I certainly understand your concern.  But, let me ask you, are 

you aware of the difference between a buyer's market and a 
seller's market? 

SELLER: No, I don't know the difference. 
AGENT: Well, this is important for you to understand.   In a seller's 

market, the sellers are getting everything they want and then 
some.  In a buyer's market - which we happen to be in now - 
we get beat up a little on price.  You see, in a buyer's market, 
there is a wealth of inventory -- a lot of houses on the market.  
And it's just basic economics, when the supply is high, the 
prices go down.  So, while I can certainly understand your 
concern of letting go for too little, I can pretty much assure 
you that as the market prices continue to go down, you're 
more likely to end up with less money if you wait, not more.  
Ultimately, of course, it is your decision, I just want to equip 
you with the best information to net you the most money. 

It Took a Long Time to Get an Offer 

NOTE: This script is great for a buyer’s market. 

AGENT: Mr. Seller, we have marketed the heck out of your home.  The good 
news is that we finally have a buyer.  We have the buyer that we have 
been waiting for and they’re here and they’ve written us an offer.  
The other news is that it’s not exactly what we want.  So what we 
need to think about is what matters most to us right now.   

 If it took us this long to get an offer, we can almost assure you that 
in another 60 days you’re going to be looking at a lower offer.  Let’s 
take the contract that’s in hand, let’s review it carefully, let’s decide 
what we’re really willing to sell this house for, and let’s make this 
deal work. 

 

 

 

 
(continued on the next page) 
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Handle Seller’s Objections to Offers 
Practice Handling Seller’s Objections to Offers (continued) 

Will You be Upset with your Decision? 

NOTE: This script is great for a buyer’s market. 

AGENT: I need you to look at this offer and think about it. We can 
accept this offer tonight and the house will be sold. If you 
counter this offer, the buyer may re-negotiate and come back 
with a price higher than the original offer. But, if the buyer 
walks away, and never comes back, can you live with that? Or 
will you go to bed tonight upset that you didn’t sell it to the 
bird in hand, because you were looking for the birds in the 
bush? If you think you’ll be fine with your decision, then don’t 
worry about it. 

SELLER: You don’t think they’ll counter our offer? 

AGENT: They might, but you never know for sure. You have to be sure 
of your decision. 

I Don’t Want to Make Any Repairs 

NOTE: This script is great for a buyer’s market. 

AGENT: Well, Mr. Seller, the buyers have done their inspection, and I 
have a wish-list here.  Basically, that’s what it is.  I would like 
you to look at this list and agree to the things you would agree 
to if you were in the buyer’s shoes.  If you would ask for these 
changes if you were in the buyer’s shoes, I want you to say, 
‘Hey, I’ll do those.’ Obviously, it’s up to you—it’s your money. 

 Then again, we need to sell your house, and if you don’t do 
these repairs, I have to turn over this inspection report to any 
future buyer’s agent, so they’re going to see this inspection 
report anyway.  There’s a high probability that these things are 
going to come up again and again.  If you see something 
nitpicky, throw it out—tell the buyer you’re not going to do 
that.  But if it’s a major item or an item you would want 
addressed if you were in the buyer’s shoes, I want you to 
strongly consider doing it. 
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Make a Counter Offer 
Practice 

Directions: 

1. Watch as your instructor demonstrates how to communicate with a 
buyer’s agent about a low offer price. 

2. At the end of the demonstrations, practice with your partner.  You do 
not have to read the scripts word-for-word with your partner, but make 
sure that you cover all of the meaningful points. 

TIME:  20 Minutes 

 

 

 

Low ball offer 

AGENT: Hi, _______ (buyer’s agent). This is _______ with Keller 
Williams Realty. Thank you for your offer—we 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.]  Perhaps your 
buyer was fishing and hoping to purchase a home under 
market. [Pause again and see what they say.]  

 We’ve come back with a counter-offer that we think is 
reasonable and will work for both parties. We’re countering 
back for $_______. The rest of the terms in your offer are fine 
except for _______. We’re sure this is something that will 
work for everybody—your buyer is getting a home within 
market, the seller is selling at a reasonable price, we can all 
move forward and get this closed. 
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My Scorecard 
We have reached the end of this chapter!  Before we move on, take five 
minutes to assess your mastery of this chapter's objectives. 

  

1. Refer to the My Scorecard sheet located at the back of this manual. 

2. Review the topics for this chapter. 

3. Grade yourself on your mastery level of each topic (A - F). Be honest 
with yourself.  At the end of this course, you will use this scorecard to 
evaluate your weak areas and develop an action plan for complete 
mastery of the subject matter. 
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MREA: LISTING SPECIALIST 

 

Chapter 8: 
Putting It All 

Together 
 

 

 

 

 

 

 

 

 

 

In this chapter, you will… 

[1] Review what you have learned 
[2] Complete your own action plan 
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What You Have 
Learned! 

Chapter Topics 

1. The Role of the 
Listing Specialist 

a. Review the job description of the Listing Specialist 
b. Identify the key goal categories. 
c. Create a 4-1-1 
d. Experience an accountability session 

2. Prospecting a. Identify the three best sources for seller leads 
b. Understand the 33 Touch system 
c. Understand the 8 by 8 system 
d. Learn the basics of prospecting for FSBO’s, expired listings and past client 

referrals 

3. Preparing for an 
Appointment 

a. Internalize the Winning Mindset it takes to get a Listing Consultation 
appointment 

b. Gather information and get an appointment by conducting a seller interview 
c. Prepare for a Listing Consultation 

4. Preparing for 
Objections 

a. Handle objections to your commission 
b. Handle objections to signing a listing agreement 
c. Handle objections to the length of the listing agreement 
d. Handle objections to your recommended price 

5. Delivering the 
Listing 
Consultation 

a. Tailor your listing consultation to suit the personality profile (D.I.S.C.) of 
the seller 

b. Internalize the Winning Mindset it takes to get a signed listing agreement 
c. Identify and conduct the eight steps of a successful listing consultation 

6. Consulting the 
Seller 

a. Consult with the seller on adjusting the listing price 
b. Consult with the seller on staging issues 

7. Receiving and 
Presenting Offers 

a. Review offers for accuracy and completeness 
b. Internalize the Winning Mindset to get a contract signed by both parties 
c. Present offers to your seller 
d. Handle seller’s objections to offers 
e. Make a counter offer 

8. Putting It All 
Together 

a. Review what you have learned 
b. Create your own action plan 

You are here! 
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My Action Plan 
We have now reached the end of this course!  Before we conclude, take 15 
minutes to develop your own action plan for complete mastery of this subject 
matter. 

  

1. Refer to the My Action Plan sheet located at the back of this manual. 

2. Choose a peer partner and exchange contact information.   

3. Use your My Scorecard sheet to review your weak topic areas.  

4. In the “Big Rocks” column of My Action Plan, list the major areas in 
which you need improvement. 

5. In the “Action Plan” column, list three to four specific tasks that you will 
complete to bring yourself up to a mastery level. 

6. Under the “Accountability Date” column, record the date your partner 
will call to check on your status.   
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