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Gus: Alright. Well, welcome again to “Ask the Coach”. Kailyn, since we have you on the phone, is there anything in
particular that you wanted to address?
Kailyn: I do have something very specific, Gus. I remember in Debbie’s scripts there is a portion in the Listing Language
where it’s like an open-ended question, where she posed to us to think as to whether we will take this overpriced listing or
not, after trying given persuasion techniques or persuasion language with the seller. So my question is, if you know someone
who really needs your help, they definitely need your help, but they're kind of recalcitrant in whatever – in price or in their
expectations, they’re very unrealistic but they do need your guidance – how do you handle that?
Gus: Okay. Well, the first thing that comes to mind is this: One – you must qualify in your own mind and be convinced that
their sense of urgency and motivation are sincere, and there's a strong intensity to that. In other words, they're not just trying
to see if anybody will buy; they really have a purpose for doing this. So if the motivation and sense of urgency are sincere
and it’s strong, then the advice is this… And again, I’m speaking for myself. Go ahead and take the listing in this
marketplace.
Kailyn: Okay, got it.
Gus: Now the next question becomes: What are they thinking and where do you believe you need to take it?
Kailyn: Sorry, what do you mean by that?
Gus: Well, when you accept the seller’s terms and you price the house based on what they want, what’s their expectation
now?
Kailyn: Okay, alright. So take their terms and also get to know their expectations.
Gus: Mm-hmm. But my question is, what do you think they’re thinking now that you’ve taken the listing, their terms and
their price? What is their expectation now?
Kailyn: Well, their expectation is I'll do every marketing method that I’ve promised in order to sell the property at the price
that they wish.
Gus: Okay. Next question: Do you believe they believe in their home? Do they believe that you believe in their home?
Kailyn: I think so.
Gus: Or they wouldn’t have given you the contract.
Kailyn: Right. I believe in the home; I just don’t believe the market can afford that price.
Gus: Certainly, but I think that’s a premature assumption at this point. That’s what I’m trying to guide by saying first of all,
they’ve got to get a sense that you're convinced that you can move their property. That's really what we're saying. Once they
have that level of confidence, now the next step is, they have a belief that their terms and price are going to deliver, because
right now chances are fairly good they came up with that price based on a Zillow reading, or some other platform. That’s
what’s reinforcing, plus how they feel about their home.
But nonetheless, that’s where you are once you’ve got it listed. Now, you employ your marketing, all your skill, all your
connections. And let me ask you, Kailyn – after a period of time if you're sincere in marketing the property and it’s staged
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correctly and you’ve gotten positive feedback about the home, tons and tons of hits and visit and showings, yet no contract –
now what do you do?
Kailyn: Well, I’ll do a sit-down with the sellers and review all of the feedback and the statistics with them, and ask them how
they feel that the property after XYZ showings that have not gotten a contract or have not yet sold.
Gus: Alright. So they might reach out to you and say…
Well, that’s what we hired you for. We want you to get our price.
So again, this is a learning experience for all of us on the call, because you are going to get something like this. How do you
handle it now?
Kailyn: Well, I think at the very beginning I'll set the expectation for them to commit that if I were to try their price with all
the marketing efforts, then after let’s say two weeks we must revisit if it's not getting any result, and do a price reduction.
Gus: Okay. Now, you said something very, very important – you’ll review it. So for all of us on the call, so we can move
forward on this, it really comes down to this: After 2-3 weeks you want to make sure you have an update meeting with your
client. Get them to convince you that you have done the marketing, you’ve met their expectations or exceeded it. They've
delivered to you a quality product, in terms of the staging of the home. It is getting feedback, it’s getting inquires, so in that
sense you are doing your job.
So really what this boils down to is, many times, Kailyn, and everybody else, the sellers just want to give it a try to see if
their price will bring a buyer. That's just human nature. But again, based on their motivation and sense of urgency, they will
now consider adjusting the price because they have to meet an expectation, whether that’s another home that they’ve bought,
or moving out of the state, or whatever it happens to be.
But to answer your question, once again in review – if the motivation and urgency is legitimate, then take the listing, because
the marketplace we’re in right now, which is a strong seller market across the country – the market will compensate, will get
the house sold, but we’ve got to make sure that the sellers are in line with the market value. So again, they just want to see if
they can get their price, but when they don’t, then they’re more apt to make the adjustment.
So here’s the last piece of the puzzle – I would ask you to be very aware of getting the sellers to lower the price instead of
you invoking the idea. So the way we would do that, at the very end we would say… So if you were the seller I’d say…
So Kailyn, given what we’ve kind of covered this evening, do you think changes are warranted so we can get this
property under contract?
Kailyn: Okay, got it.
Gus: Good.
Kailyn: So ask them the question; basically hand over the question back to them after our review.
Gus: Correct, because you’re standing on very solid ground. They’ve already admitted you’re doing your job.
Kailyn: Got it.
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Gus: Okay, good. So, let me segway for just a moment, then we'll get back to some more questions. I do have some
questions here that were emailed in and I'd like to cover one of them at least right now. And the question was this…
What can I do to have a great start in 2018?
Folks, that is probably one of the most common questions that we get, and at this time of the year how apropos. So let me
give you something that you can ignite your business in the very beginning of the year. Here we are. First of all, you must
reach out to all of your past clients, your raving fans, and all of the leads that you've accumulated in this current year, and you
need to call them, according to the date of this call, between the Christmas and New Year holidays. You need to call them
all, because they won’t be preoccupied with the holiday season leading up to Christmas; they’re now in flux between those
two holidays, looking forward to the new year.
So, you want to call your past clients, you want to call your raving fans, and here's what you're going to do: One – you're
going to ask for their support in your business come the coming year. Two – you’re going to ask their permission to reach
out to them during the next year. And three – you're going to ask them questions. You're going to commit to calling them at
least four times a year. So it would go something like this…
Hi John, it’s Gus with ABC Real Estate. I’ve been thinking about you and the family, thought it would be a great
time to reach out to you.
And then you’d go to this…
I am so looking forward to my business in 2018 to grow it even more, and I wanted to know if I could count on your
support.
Now, “support” is a soft way of asking for referrals. So that's what we want to do – ask for their support, not for their
referrals. So when you do that, you're going to get more people going, “Absolutely, how can I help?” Remember, these are
your past clients and raving fanbase. So then you say this…
Well, if it’s alright with you, I’d like to reach out to you during the course of the year, share something that would
be very, very helpful, and to also ask if you’ve come across anybody who's thinking about making a move. Would
that be alright?
And they go, “Of course.” So now they’ve given you license to call them and they've already agreed to support your
business. So then, when you call them back, you're going to ask these three questions. Number one…
Who do you know who's thinking about making a move?
Number two…
When was the last time you gave it some thought?
And question number three…
Folks, we’re hearing more and more people have a real heightened awareness of buying residential income property
for their retirement. When was the last time that crossed your mind?
Now, you're going to ask these three questions each time that you call. You may say…
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Well, Gus, they’ll remember the questions.
No, they won't. My goodness, you don't even remember what you had for dinner two nights ago, so it’s in one ear and out
the other. The key though is that you need to be consistent with asking these questions, and If you do, you'll probably raise
anywhere from two to four additional transactions, given the size of your past clients and raving fans. So I would encourage
all of you to slot that into your business model for the coming year, because if you do that, you'll be very, very pleased with
the results.
Now, with regards to old leads – call them as well, and it’s a very simple phone call…
Hi, this is Gus with ABC Real Estate. How are you? I was checking my notes and I was thinking about you. Have
you folks bought a house? Are you still looking to sell your home?
Now let's not kid ourselves – most of the people you're going to call them and they’ve decided not to do anything. Well, that
might be an opportunity for you to raise the flag and re-energize them. But a number of these people are going to go, “No,
we’re not going to do anything” or, “We’ve bought” or, “We’ve sold.” What you’re looking for are just those two to four
still interested parties. You can revive them. On this note, I’ll move on. I had a client last year who did exactly that, and she
was amazed when she heard this comment from an old lead…
Oh, it's so nice to hear from you. We thought you forgot about us. Yes, we're still looking to buy a home.
Now, can you imagine having one of your old leads say that to you – the shame of going, “Oh my gosh, they're still out
there.” Well, for her, good news – she wound up selling them a house for $750,000, but it taught her a lesson. And so, I
would like you to take her experience, place it on yourself. Don't let those old leads buy from somebody else or sell with
somebody else. So anyhow, that’s what I would encourage you to do to get a great start in the coming year. Alright, Kailyn,
do you have any other questions?
Kailyn: That’s it. And that’s great. Thank you so much, Gus.
Gus: Pleasure’s all mine. Alright, let’s go to another question that was emailed in. And it said the following…
How can I get better at closing for more listings?
In the dynamic that we’re in, the marketplace that we’re in, listings by all accounts are pure gold. So when you have the
opportunity to give a listing appointment, obviously you want to walk away with a contract. So here are some things to
consider. First of all, number one – take a look at your own mindset, in terms of how you approach it. Are you somewhat
service-oriented, accommodating, wanting not to be too intrusive? Is that your mindset?
Number two – do you have a sense of what you're going to be saying and where you're going to take this appointment? Do
you have clarity as to how you're going to do that? If not, then here are some things to consider. First of all, be assumptive
and assertive in your demeanor, from the very moment you get there until you leave.
Now, it begins with something as simple as arriving to the appointment 15 minutes prior to the actual meeting. Get out of
your car, take your iPad or a notepad, whatever you prefer, and start making notes about the exterior of the home – the
landscape, the architectural design, how you’re going to photograph pictures, etcetera. Because the idea is that we would
love to have the sellers peer out their window and actually see you taking notes prior to the appointment. That will give them
the cue that you're serious and that you expect to be hired this evening.
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So that’d be number one. When you come into the door, after you're greeted in – from that moment, again, be assertive in
your demeanor and assumptive, asking very simple questions, such as…
Do you have an extra key for the home? We usually do our broker preview on Thursdays. I can arrange to have that
this coming Thursday, or would next Thursday be better? Have you folks finalized your decision on which home
you’re going to be purchasing once you sell this house?
It doesn't really matter, folks, what the answer is. What we're trying to employ here is giving them the message that you are
here to conduct business, that this listing belongs to you. By the way, if they do give you an extra key or agree to the broker
preview day, what just happened? That’s right – they just told you the listing is yours; now you have to earn it.
So that’d be the first thing – assumptive and assertive. Next, when you’re giving your proposal to the seller, as you begin –
it's funny, but we don't even recognize the fact that when we're telling them about what we can do to sell their home, we’re
actually defending ourselves. Now why is that so important? Well, that’s what everybody does…
Let me show you what we’re going to do. Let me do this. I do this, I do that.
And it almost becomes kind of a “patting your own back” experience. So if you really want to create a “head and shoulders
above” experience with the seller, begin by acknowledging the sellers and reinforcing their home. Establish real rapport with
these folks. So for example, once you place your things on the table, you ask for them to tour you through the home. Now
this is a page from Listing Language 2.0. And let’s say as you go through the kitchen you stop, you pause, and with genuine
amazement you might say…
My gosh, what an incredible kitchen! Whose idea was it to redesign the scheme?
Now if somebody asked you that question in your home, how would you perceive that? I would be thinking that somebody
really appreciates what I've done, and furthermore they're giving me kudos. It might not even be me, but the fact that they
were so genuinely affected by what I’ve done makes me feel good as a seller, and it's establishing stronger and stronger
rapport. Then I could follow it up by saying…
So Mr. And Mrs. Seller, do you believe this is one of the genuine features that buyers should know about that would
draw them closer to buying your home?
Oh, absolutely.
Well then, let me make a note of that so I won’t forget, and I’ll have the photographer take very careful pictures with
the right lighting.
See, as you’re interacting with the seller, they’re getting the sense that a) you really appreciate what they’ve done, and b)
subliminally they’re starting to give you the listing. Now, what about marketing? Here are some tips on that. First of all,
when you begin, you always ask the sellers…
What should we start our conversation around – marketing or pricing? Which would you like to talk about first, Mr.
and Mrs. Seller?
By and large, they’re going to want to go to pricing, but if you don’t mind, I’d like to start with marketing today. First, you
should be, as the agent, very, very aware of, if you happen to have a big box brand company, that it could have been that is
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the reason why they invited you over, or one of the reasons. So to diminish the effectiveness or the brand of your company in
your presentation could backfire on you.
So, when you think about how you're going to make this proposal, make sure that your company is also very, very obvious,
specifically what are your company's unique value propositions? What is the distinction about your company that sellers may
already be predisposed to or want to know more about? Now, marry that to what you do. What is your unique value
proposition? What makes you stand out?
Well, here’s something that most agents don’t really focus on, and that is your systems on how you drive buyers to the home,
your unique way of establishing exposure to the property. Let me give you an example. Maybe not in all markets, but I can
speak to the one here in the Greater Orange County market – there's a program called Reverse Prospect. And you may have
that; it may be called something different in your marketplace, but essentially it works like this: When you get a new listing,
the Multiple Listing Service will then send out an email if you signed up for it, to buyer agents membership who have already
imported their buyer profiles into the system.
So when that occurs and a new listing pops up, what happens immediately, is the information of your new listing goes
directly to that agent. Sound good? Well, in theory it does; the only problem is this – most of us don’t open our email, so it
gets lost. So what you want to do instead, folks, is this – your unique value proposition. You let the clients know that what
you do when you take a listing is that you text the top 25 agents who work with buyers and let them know that they're one of
the first to know about the new listing. Please, expect to get phone calls or text messages back, because nobody does that.
So try that.
And then finally, on price – the only things I would tell you about price would be this – to set yourself apart: Do not call by
its acronym the CMA, don’t tell them you’re going to be showing them comps. Nobody likes to have their home compared
to others. Remember, this is about letting the sellers know that you value the uniqueness of their home, and your job is to
position their home head and shoulders above the market. So you will not show them comps, but you will show them other
properties that “buyers will be evaluating.”
And then the second thing I would do is, be prepared to show them market trends, specifically what is available, what is
under contract, and what has closed in the last 45 days. That way they can see where the patterns are in relationship to the
chances of their home selling in certain price points.
Number two – show them the relationship between list price and closed price. So if that number is 105% of list, then we
know we're in a very strong seller market. If that number is 72%, then we know it's drifting down into a buyer's market.
Again, to help you help them establish the right price.
And then finally, how many days on the market? How long are homes taking to sell? Those three trends will help you to
reinforce and help them to establish the right price. So, that would be a little bit of an idea of what you could do. So, other
questions that we may have on our call today?
Kailyn: That’s it.
Gus: Alright. Well, I'll leave you with this then. One more little key peace to all of this to stitch it all together, to tie it all
together, to get off to a great start in the coming year. I’d like you to consider changing one thing about how you
communicate with your clients and prospects. If you’ll remember to do this and work on this, you will see an enhanced
performance, an acceleration in your business, and it’s the following: Listen more, speak less.
What do we mean by that? Well, I think a lot of us are probably more guilty of hearing than listening. Listening in its

www.excelleum.com
Copyright © MMXVII Debbie De Grote. All rights reserved

highest form is empathic listening, meaning you understand where the other person is coming from without judgement,
because it's too early to do that; you don't have enough information, intelligence. But when you’re talking with buyers and
sellers and you’re having communication, remember that when you’re telling them what to do, that’s a form of selling, and
most people don't like to be sold. But when you're asking questions, that's a form of buying. People love to buy, they just
don't like to be sold, because when they're buying, they’re buying under their own terms.
So, my job, your jobs, is to ask questions to determine what matters to the other person. The only time that a seller or a buyer
is willing to follow your guidance – please write this down – is when you know how they feel and what they're thinking
about the subject. So that's your call – through a series of questions to determine how do they feel and how do they think
about the subject.
So if it were price, I want to know what they think about their price and how do they fell about it. Does their price take
precedence over actually getting the home sold? That’s a really good thing to investigate, so I would encourage you to do
that. Now, in our script book and on our website we have resources to help you get better at asking questions.
So with that, my name is Gus, I’m with Excelleum Coaching. I want to thank you all for taking the time to share some of
these ideas with you, and we look forward to our next call. Take care everybody!
Kailyn: Thank you so much, Gus.
Gus: You bet. Bye bye!
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