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Tell Keller Willhlams University what you think!
Simply enter

www.evalfr.com

INto any mobile device to complete your
evaluation for this session.

FAMILY
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The Perfect Profile of a Great Assistant

» Personality style—CSlI, SCI, CDI

» Avallability—An assistant schedule that supports the
goals of the team

e Attitude—"Can do”

e Talent
« Computer
« Communication skills
» Detailled/Organized
o Administrative skills
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Hiring System

Natural Style

Heller Group

Team Member
since

Because of attention to both people and quality \
control, has the ability to contribute to a pleasant and
efficient work environment for the team
SHANNON O’BRIEN = Maintains high quality control standards while also
being sensitive to the needs of the other team
members
*  Shows a high degree of conscientiousness and
thoroughness in handling any work project
*»  Able to accomplish complex tasks by working

\ enthusiastically with people /

5 The Perfect Real Estate Assistant




Agent’'s Description of the Perfect
Assistant

1. Delivers excellent customer 6. Keeps agent on track

service /. Handles the baby with the "dirty
2. Promotes the agent diaper"
3. Know_s t_he agent’s job 8. Monitors all systems
description 9. Implements new systems

4. Handles all incoming calls  10. Does productive and efficient
Handles all paperwork work

o
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Agent’'s Description of the Perfect

Assistant

11. Is a profit center ... pays for
him or herself

12. Knows the agent's schedule
and keeps him/her on track

13. Meets all deadlines
14. Monitors the goals
15. Keeps track of all numbers
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16.

17.
18.
19.
20.

Maintains “Office Policy and
Procedures Manual”

Assists in the hiring process
Maintains all marketing
Excellent communication skills

Keeps a professional
environment at all times




Agents, Do You
Know Your Job
Description?

1. Prospect $
2. Lead follow-up $

3. Go on qualified
appointments $

Assistants, Do You 4. write contracts $
Know Your Boss's 5. Negotiate contracts $

Job Description? M
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Job Description Sample

h'::'_" P Aszistant Syzoems for Success

Job Description Sample |
Goals

To help the agent incease business

To help the agent decrease expenses

To assist the agent in developing chents for life
To keep apenr on track

P
M.‘-.P‘:q

Assistant Sysoems for Success

Job Description Sample | {cont.)

Afrer Offer Is Received

"  Purup Sold or Pending =ign
Caollect property brochnres
"  Prepare closng file

Job Description Sample |
Goals

To help the agent increase business

To help the agent decrease expenses

To assist the agent in developing clients for life
To keep agent on track

To monitor goals

To handle administrarive duties

Diaily Musts

Receive agent’s daily schednle

Handle all incoming phone calls

Handle all incoming emails

Fill ont Dady Meeting form ar the end of the day
Commmnnicate with agent

Go throngh each actve file folder

Responsibilities
Handle all incoming phone calls

Betmien all phone ealls in a timely manner

Handle all incoming emails

Prepare all packages pre-list, isting and file folders

Keep all files near and ordesly

Send out any pre-list/ FSBO packages

Monitor and follow np on all sales/escrows/closing files writh
Maintam business supply inventory

Monitor wehsite

Handle all checking acconars, deposits and seconciliations
Enter information m QmickBooks

Keep track of miles

Send ount farm mailings quartedy

Follow-np letrers to all clients

Post new listings on office board

Monitors weekly, monthly, and veary goals.

Update all clients” records in the computer

Responsible for all data entry and reports

Responsible for all correspondence

Ask personal people farm for referrals for the agent
Maintamn and improve Office Policy and Procednre Manmal
Back np compurer files

Prepare weekly Group One Tabloid write ad nsing “If” sheet — dne Thursdays

Pu(‘:-:. ] Assistant Sysoems for Success Call 4: Job Desoription and Schedule

Afrer Closing

Beport sold to MLS
Bemove lockbox
Bemove Sold sign

L]
L]
L]
®  FEumail Tnsr Sold cards

Ve

Aussistant Syseems for Success

Job Description Sample | (cont.)
Pre-listings Clients

Pre-hsting package deliver or send
Call seller, confirm date/time

Prepare a New Client File - Compurer and hard copy

Wok with
= Prepare propey brochure
Group One tabloid,
Just sold post cards
Prepare CLIAs

on examples of

Order property profiles from title company

'] hin) > £, .

Assistant Systems for Success

Description Sample | (cont.)
e-listings Clients

Pre-listing package delmrer or send
Call seller, confirm date/tume
Prepare a WNew Client File - Computer and hard copy
Work with

Prepare property brochnse

Gronp One tablodd,

Just sold post cards
Prepare ChiAs
Order propecty profiles from title company
Property tax assessorf information sheet
Prepare the GREEN Lsting folder and WHITE Folder
LS Input sheet — filled out and highlight missing /needed information
Oeder 200 Just Listed names of neighbors from the title company
Prepare map and directions to property

on examples of

rings Clhients

®" Prepare a New Clent File - Computer and BLUE hard copy
MMonitors and follow np on all kstungs
Submit Green MLS informarion
Submit proper information and photos to MLS.
Photos and text to Realtor com and gronp website
Order “for sale™ sign
Sold Rider Up
Email MLS prantont to seller
Email new Listung to top 25 agenrs
Waork with on

Prepare property brochnee

Gronp One tabloid

Just sold post cards

Order brochures

“Thank you letter” to seller

Llake extra keys, pick np keys

Install lockbox with key

MMake snuce sign is ready

Make appomtment to ke pictares and wirmal tome

Put up brochunre box with fliers

0000

MMake snee clients enongh fliers

@ 2011 KELLER WILLIAMS REALTY,
Ine. ALL RiaHTs RESERVED.

| MAFS — FAST TRACK COACHING WORKBOOK

Open houses
! Send Jnst Listed cards
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Email Jnst Listed cards
1-300 information line

® 2011 KELLER WiILLIAMS REALTY,
| MAPS - FAST TRACK COACHING WORKBOOK | 52011 KeLLen WiLians Re n

lomms

pr | Asisont Sysems for Success

-
M -

Job Description Sample | (cont.)

Afrer Offer Is Received

®" Puotup Sold or Pending sign
®"  Collect property brochnres
® Prepare closing file

Aftrer Closing

Beport sold to MLS

Bemove lockbox

Eemowe Sold sipgn

Email Jnst Sold cards

Email Just Sold cards

Sead thank von for working with ons group/letter and gift
Thank you letter to other agent

Thank you letter to lender

Send sold information to newspaper

Put in anniwersary file

Client snevey sent and recemred

Coavert file to GREEN zold file

Call on Move Card

Call Just Sold

Bemowve from internet

Dated Jan 20, 200_ Closing letter and statement for buyer
Dated Jan 20, 200_ closing Letter and statement for selles
Change website to Sold

Update sold records in pre-list package

Forwarding address

Email Solds wo

Buyver Clients

Prepare a New Client file - compnter and RED hard copy
Pull up house tn MLS

Prepare showing ronte

Schedule showing appomntments

Make copies for clients /agent

Make any follow-up calls

Conpgramlaton leters for buvers

Call clients and introduce procedures /what to expect
Monitor and follow np on clozung files with

Artend clozings

Send thank yon for working with ons group/letter and gife

Client sncvey sent and recerred

[TE Folder
Job Description and Schedule pssing ‘needed information
evdadlal om the title company

LUE hard copy

© 2011 KELLER WILLIAMSE REALTY,
Ine. A RigHTs RESERVED.

BOOK

© I011 KELLER WiLLIaMs REALTY,
Inc. AL RiaHTs RESERVED.

MAFPS - FAST TRACK COACHING WORKBOOK
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Systems: Why They Are Important

. Increase business

. Excellent customer service
. An efficient road map to duplicate success
. Set expectations
Define the goal
Manage stress
Ensure scalability
Increase profitability

O ~ND A WN R
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Communication System

Four ways to communicate:
1. Spoken

a. Tonality

b. Face-to-face

c. Call - Email — Call

2. Written
a. Clear
b. Concise
C. Brief

FAMILY
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Communication System (cont.)

Four ways to communicate:

3. Electronic
a. Emall
b. Texting
c. \Voice mall
4. Nonverbal
a. Facial expressions
b. Posture
c. Gestures

FAMILY
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What Does This Email Mean?

| did not Bob took that.

did not say Bob took that.

| did not say ( BOB took that.

| did not say Bob that.

| did not say Bob took THAT

v

How many times have your emails been interpreted incorrectly?

13 The Perfect Real Estate Assistant



Communication System (cont.)

Daily Meeting Form

Date:

omorrow [ need to

& 20011 KELLER WILLIAMS REALTY, INC.
MAPS — FAST TRACK COACHING WORKBOOK O KELLER LA 3 I: I | Y
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Listing Update

Chris and Monica
Listing Update 12/16/2014

Phone Number  Address Price R. Date Current Price Exp. Date  Original Price

Soma Wari
n Kathy/Ed Mayer
Daniel Callahan
[ 6 |Pam/Pete Couey
Aliaga Family (Jennifer)
n Roe/Carolyn Vernon
Jeffrey Frisse
Jeffrey/Paty Newman
Christine/DanieI Ricwulf
Don/Jane Muscetta
Meritage Homes
Meritage Homes
Meritage Homes
Randy Williams
Angelo/Janet Lardas
18 |Barbara Burell
19 |David Bird
Dennis & Rosemary
21 |Jim & Aimee
Fima & Lucy
23 |Kathleen
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760-518-5306
619-784-7121
760-607-2871

1760-717-3450

424-270-4099
760-758-5658
951-547-8300
951-547-8300
951-547-8300
619-381-4004
714-504-0018
760-728-1771
619-569-3837

'858-259-8305

858-397-3378
619-997-5318
619-988-1138
858-354-1115
858-449-4113

:818—364—3434 Lisa:7415 Charmont #2516
1760-632-1331
702-278-8667

7303 Circulo Papayo

| ‘2414 Front St. #36
619-813-8249 Pete 9652 Meadow Mesa

396 Paseo Marguerita
8040 Smokewood
2136 S. Coast Hwy
31457 Lake Vista Cir

309 N.Melrose Dr. #F

1409 Darwin Dr.
5523 Lipizzaner Cir
5599 Spanish Horse
5610 Quarter Horse
3740 Corona

14350 Ciera Ct

11016 S Stagecoach

10222 Norma Gardens #4
3750 Overpark Rd

11132 Orion Way

621 Elizabeth St

931 Concepcion Ave

687 Helen Dr

7635 Family Circle

*DOM since listing was refreshed

92122

92009
92101
92026
92084
92071
92054

92003

92083
92056
92057
92057
92057
91941

92064

92028
92071
92130
92126
92069
91977
92057
92111

10/30/2014|
1,099,000-1,159,900
| 789,900
10/29/2014 675,000-725,000
12/12/2014
11/12/2014 $425,000
$399,900
1,100,000-1,250,000
' $175,000

389,900
678,990

12/5/2014
12/5/2014
12/5/2014
12/9/2014

679,900
699,990
| 295,000
2499900-2899900
12/5/2014 369 - 389,000
1239,900-259,900
1285000
549-589,900
439-459,900
259900
319-349,900
' 389,900

375,000

370,000

9/3/2014
7/22/2014
10/1/2014

9/12/2014
10/24/2014

10/4/2014
12/9/2014

11/7/2014

11/4/2014
12/10/2014
11/17/2014

11/18/2014,

18-Nov

11/26/2014

11/13/2014
11/10/2014

11/21/2014,

12/19/2014

12/17/2014

12/18/2014
12/18/2014

12/18/2014
1/2/2015

12/31/2014 399,900
1/23/20151,049,900-1,159,900
12/23/2014

3/5/2015 675,000-745,000
1/14/2015 385,000
12/31/2014
5/5/2015
1/25/2014 1,100,000-1,250,000
5/4/2015 175,000
1/5/2015 389,900
2/10/2015 689,900
2/10/2015 699,990
2/10/2015 716,990.00
2/6/2015
5/4/2014 2499900-2899900
12/31/2014 389,000-409,000
2/19/2015 239,900-259,900
2/8/2015 1285000
3/9/2014 549-589,900
3/12/2014 439-459,900
4/24/2014
3/9/2014 319-349,900
5/16/2015

259,900

789,900

439,900
399,900

310,000

389,900

100

71
91
49
30

2
28
39

1
24
24
24
14
17
21
21

A
REUN

LY



Cynthia Cecial 7207 West Point 619-871-1816 $254,600
Total Sellers 35

|
Escrow List
12/16/14
Gary & Joanne Goss 1167 Quail Gardens 760-518-9111Gary $742,000

Buyer Property Address Phone # Price
John & Rose Langford 12376 Carmel Country Rd. #J302 619-865-4226John $321,000
Mike Hatch 4381 Hill 760-613-5503 $1,100,000
Kim & Chanh Tran dbl 10937 Via San Blas
1157 Breakaway
Mark Frederick 2732 East (dbl end) 858-504-0864 $100,000
William & Susan Prario (seller also) 8501 Sunview 760-788-7769hm 760-239-1044Sue $365,000
1167 Quail Gardens 760-688-8047cell 760-633-1645hm $742,000
Escrow List
12/16/14

Seller Property Address Phone 2nd Phone Price

Christian & Dominique Griffin
Lincoln & Ruby Pollock Dbl
Luc & June Tran

Gordon & Elizabeth Ralyea(Div)
Scott & Kelly Koopsen
Thomas Taylor

Greg & Lisa Provenzano

Tri Pointe Homes Dbl

Mike & Suzy Hufford

Dr. Mohammad & Susan Arab
Mark Frederick

Bill Feldman

Richard Grieser

Tri Pointe Homes

Jon & Denise Highum

Bank of America REO

Michael & Melanie Paliotti
Terry & Nancy Ward

Rene & Maureen Savalle
Marcy Tompkins

Matt Glass

Matt Costanzo & Shannon Mahoney
William & Susan Prario (buyer also)
Bill & Susan Prario

leff & Anita Draa

Lindy & Eileen Dial

Tri Pointe Homes

Cesar & Rufina Reyes

David Moore

Tri Pointe Homes

Mike & Cheryl Flanagan

Lei Ann Altar

Mark & Michelle Belford
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13165 Sunset Point
10937 Via San Blas

136 Caminito Del Postigo

1622 Landquist
1837 Blackhawk
1504 Rubenstein
1414 Lauren Ct
1157 Breakaway
12940 La Tortola
555 Front St. #902
1453 Frankfort
Avenida Oceano
3740 Valley Vista
1185 Breakaway
10237 Quail Canyon
1589 Corte Capriana
812 Daybreak

3631 Ryan

3802 Mykonos #22
1925 Burroughs
379 N. Melrose #A
3453 Corte Selva
337 Woodmeadow
8501 Sunview
17232 Cuvee Court
4451 Toni Lane
1124 Breakaway
1818 Devon

2732 East (dble end)
1169 Breakaway
24726 Bjoin Rd.
4951 Lamia Way
937 Doris

619-867-7513Dom
858-504-0263
858-926-6008

858-220-6424Christi

760-445-0030Gordon 760-943-8830Elizabet

760-807-0569S5cott
903-356-3830
858-342-1735Greg
949-478-8672Brandi
858-603-2514Mike
760-355-85000ff
858-504-0864
619-540-0079
949-478-8672Brandi
949-478-8672Brandi
619-787-4870Denise

760-807-2260Shelly

760-877-1951Lisa

619-944-85775uzy

619-449-2011

760-216-3342Michael 760-525-4914Mel

760-740-0815Terry
619-540-7971hm
907-529-6075

760-583-0919Kristen

619-871-1561Matt
760-788-7769hm

858-335-4438
619-460-3748
949-478-8672Brandi
760-497-8359
660-935-2665

760-807-9892Cheryl
760-436-3301hm
760-560-7611hm

760-809-5522Nancy
619-204-4074wk

858-344-4707Shannor
760-239-1044Sue

760-807-9801
760-470-8500cell
760-473-3459cell

$1,195,000
$285,000
$538,000
$590,000
$325,000
$985,000
$1,270,000
$400,000
$465,000
$615,000
$365,000
$310,000
$445,000

$587,000
$276,355
$280,000
$749,000
$443,500
$325,000
$155,000
$770,000
$453,000
$365,000
$680,000
$365,000
$420,000
$360,000
$100,000
$417,000
$343,000
$338,000
$575,000

A
REUN




Communication System (cont.)

The Friday Report

1. The Friday Report Is a very effective way to have
a record of the accomplishments of the week.

2. It reminds the agent about the job and the value
of the assistant.

3. lItis a great reminder of the business moving

forward or not.

17 The Perfect Real Estate Assistant



Communication System (cont.)
Sample Email for Friday Report

"Good morning!"

Please send me a report on Friday on five things you
accomplished to move the business forward.

Please indicate your "Week High” and “"Week Low.”
How did you wow a customer this week?

Thank you for your contribution to our team.

FAMILY
18 The Perfect Real Estate Assistant REUN



Sample of an Actual Friday Report

What Is wrong
with this report?

19 The Perfect Real Estate Assistant

FRIDAY REPORT
Name: Sarah Date: 1/21/2014
Week High: Receiving "thank you" gifts from two
separate clients who closed escrow last week.
Week Low: Having to move one closing to next week.

Five Accomplishments:
1. Three new escrows

2. Three new buyer referrals placed out of area

3. Successfully negotiated two repair requests ...
seller and buyers happy

4. One short sale escrow closing one week early

5. Cleaned up file drawer and purged

Customer Wow: Saved client Smith $300 on repairs
REFUNKJ



Communication System (cont.)

Agent/Assistant Year-end Mastermind

If yon were CEO of my company, what wonld you do differently? Why? How would you
implementr

a.

.

Bring two : 35 stories; they can be about a system or client related to share with the
gronp.

rive me two ideas on ways you think I can improve customer se
Give me two ideas on ways vou think I can increasze

€ EEpenses.

Give me two wavs that as a team we can be more effective.

an I help you buir

What are two challenges /problems you would like to mastermind with the g
resolve?

a.

b.

MAPS — FAST TRACK COACHING WORKBOOK s | !}
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Prelist System

PREQUALIFYING PREQUALIFYING
LISTING APPOINTMENT LISTING APPOINTMENT

Seller Name:
Property PREQUALIFYING Deliver pa K ge(Yes, do bothl)
LISTING APPOINTMENT Call to Confirm

Questions ~ About the Home ILDING RAPPORT WHEN THE DOOR OPENS
Smile

Firm Handshake

Take Motes ona Clipboard
Ask Questions

Act like you love the house

Please tell me & little about your hom
This is the personality test tolearn who they are

says your home isy

» tthat? E PRESENTATION

B you do to sell homes!
1 Questions ~ Moving

Questions

_ IEWING THE CMA PRESENTATION

Be Confident confident Confident Confident!

K FOR THE SIGNATURE
FOR IN A REALTOR

st5times!
for the signature
for the signature

signature
k for the signature

reat Questions, absolut
L sounds

ing nkyou for speaking with me,
| will plan on meeting with you on at g | A
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Prelist System (cont.)

Call 82 The Perfect Listing Systemn

Prelist Paclkage

Hand deliver, mail, or delegate this package ~ use a personalized 9.5 x 11 envelope ora
company logo envelope.

Prelist Package

iefly at presentation
EXPIRED with different cover letter

Inclnude:

Appointment Letrer

erences / Docbors /Attoneys

MAPS — FAST TRACK COACHING WORKBOQOK

A
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Prelist System (cont.)

—— Prelist Letter

Call 82 The Perfeot Listing ‘Sysbenms

me to show yon my actrre marketing strat
for vour property while relieving . of the bucdens of
The maost impoctant step in the sales poocess is choosing the right realtor o effecrively and
i F = - ¥

profitably represent yous interests.

s allowred ns

to help vom writh thiz process.

ve X kevs available and a copy of j age statement. I am prepared to answer all of
estions and handle yons transaction peofi nally amd snecessfally.

As part of my customes service I hav
ointment. Enc d are the following irems:

Sincerely,

[AGEMNT'S MAMNME)

the left zide of the p et are the contract and seller disclosnce ze fill omt the disclos
e one appodntoaent. This informanion allows von and me to determine the ect sal

MAFPS — FAST TRACK COACHING WORKBOOK O E (RPN N L LA, FE&L T

ALL RigHT RESERVED. F f
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Listing
Appointment
Checklist

sistant
he Perfect Real Estate As
24 The
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Time
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Listings System

Showing Instructions
Location:

Code:

Lock box:
Vacant Try to contact leave message

Must contact

Securty Alarm Pets on onp

Name of Pet

~——Open Hongg Prom;
Send Jrsg Listeq cards
Email e Listed caeq,
Areh Telecom,
Fegs '
63012l ang /o, oompa.ﬂymebsine

%

\Bm'ldmg Permit chegy
\Pxepau-e disclomres P
\Eslimate °fllti’.i1:ies

\Wﬂua septic disdosup

Follow 1

———21 Day Price tedugy;,

— Seller update _ calegy
——Agent to o every 1

MLS # :/ - 3% :
LouLce /

# Bedsoos —— gongee” of Business

/ sThank 7OU W
Cross Steels.
Fhone:

afion
Informid
W
‘igu.‘ations;"Q&_A form sheet, new assessments):

Search leads g5, Propety mayy,
Five People to oy -

1.

Name(s)-
Work # / ‘

Addess
Home ¥ /
nohile #;/// Email m//
Othes #: Othec #°
Tenants /

25 The Perfect Real Estate Assistant

~—Assistan; 10 call s, — Getap d(;ﬂlm signeq
Emaj vith Jj cute g
- : seller wigg, link ~— Leave Exe-cuﬁve Assistans
—— Emajl 1, seller aq e Ask ﬁlftﬁfeﬂ:als e

——Calenda; 3, eks’
} o Dfﬁ\':es.i’st%

o MIg

~———Order =, sale™ Sign

Price Reduction Checklist
2Hce heducton Checklise

Change price in MLS
Print out MILS sheet with price change

New CMA printed at 21 days

File to Agent at 2] days

Make copies of MLS sheet and put in the foﬂwmg mailboxes:

boacd at the office
it to email all agents that have shown thep.tc-pﬂty

= price on listing checlkdist in Listing file
= price in lead database

[0 sign price change form - DocuSign
aotes to database

fide

Bte completed on:

e ~——— Phoge

N Ges ao) Contracty,
Nspectig (ves o) Contrag, 1'01:\ Diate:
e » P

Checklists

Fhoge.
T——fhoge:




Listings System (cont.)

90 [
-4 R
"3 |z

Communication Log

FAMILY
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Listings System (cont.)

The Perfect Real Estate Assistant

e I I e r 3 WEEK HONEYMOON OF COM NICATION ~ LISTIN

Session Two
Listing

=

WEEK 1 —‘/ﬁ/m\

I I O I I ‘ ! I I l O O I l . Assistant introduction call within 1 hour of receiving the listing using
First Call checklist.

2. Thank you for Listing Letter with all signatures of team sent the 1st day.
- ____ 3. Buyer agent(s) or office to preview within 48 hours.
e C I St 4. Agent to call and thank you/ask for referrals within first 5 days.
. Letter with copy of MLS print out sent by mail to seller. Call, email, call.
5. Assistant to call Seller and provide code for their property for 800

InfoHomeLine to hear the recorded message.

7. Assistant to call EVERYDAY of the first 5 days of the listing.

. Assistant call to review MLS print out and disclosures....check for mistakes.
Must have back by week 2.
Email links to personal website, MLS website, Realtor.com, etc.

3. Agent or assi t to call and review showings (including feedback) or 1

lack of showings.
. Assistant to send out email link to top 50 agents (and copy Seller).
_5. Also email sent to entire database of new listing with copy to Seller.

ant to have at least 2 calls and 3 emails the second week.

. New CMA sent to seller with monthly stats.

. Send a copy of the Plan of Action with checkmarks that all items are completed.

. Review # of showings and days on market with seller.
. Agent or Assistant to call for Price Reduction and review showing results or lack of
showings.

5. Minimum of 3 contacts this week.

HELLER REAL ESTATE GROUP TRAINER: MONICA REYNOLDS | ! 5
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Escrow/Closing System

Sale-In-Process Checklist

=
Call 1 1; Clozing Systern

ate that mnst
Call 11: Closing Systemns

lcdist
le-In-Process Chec
Sale-

Darte Received,

losing Tee and Sratement £5
losing Len and
Blee Bin an,
14

Stareiment
d Hold for Jam

Extension Completed

Cowrar (I sa, Clanse

cation and £ 2 be submineg o Sellag” lender for
wed for Buyer [/ Sellex

HING WC}RKBIZ){:}K © 2012 Keroon

WiLLiars Reaivy,
IMe. Bee Rigmrs RESERVED_
ORKBOOK

REUN
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Call 10: Closing Systems

Escrow/Closing System (cont.)

Pending Sale Letter

Pending Sale Letter

Name (SELLER)
Addr
City, State, Zip

Call 10: Closing Systenns
Pending Sale Letter (cont.)

Deas (SELLER),

5) Unlities: Once we know the date of closing,

= 1 will need to contact all of vour ntility
nd schedule them to be turned ez fe
MEL SErT number and tell them o are m
ne on the day of closir

er, water and sewer,
nd the service ended irx ame (this
r the buyers to call and have it transferred to their name.) 1 will also need t
tact prowid vour cable, internet, satellite, etc., and cancel or transfer them to
vour new adds .

rrect. After have been mad

& the final numbers

I have sent a copy of the ratified contract to all parties r e
1d buver’s lender. I will be in constant contact with the £ er) will attend cl
Buyer’s lender and the Buyer o ensure they have everything they need from
now mntil kit
ore the deadline in the contract, the Buyer will schedule an inspec 1 of your home,
we will contact you to d time.
contact yon for any needed informs: regarding payoff of your loan,
Homeowner's A

. vour new addo urrent flood insurance,

Before the dea

dline in the
insp

on report and

(TRANSACTION COORDINATOR)

e Appreciate YW our Referrals!!

FASTTRACK COAC

G WORKBQOK
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Escrow/Closing System (cont.)

Calll 10: Closing Systems

Colleague ThankYou Letter

Name (OTHER AGENT)

Thank You
Colleague Letter

thank you for sellir

my sellers the bes
ing the positive re.
tk for a smooth trar

In return, I will certainly keep vour listings in mind for my own clients and would appreciate
your continned help in the future.

Your Real Estate Colleague,

[AGENT'S NAME)

EA
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Escrow/Closing System (cont.)

Call 10: Closing Systems

Orphan Buyer Letter

DATE

Orphan Clients

Dear Robert,

Congratulatic VOl ! In ths w \ had many
we wanted : 1 oL se - : stings. We hope vou will
be very happy

If there nything we can dc ak v gquestions yon might have
abont th

Below is information regarding your Home Warranty.

Best Personal Regards,

Monica Revnolds

seller.com

Fidelity Home Warranty
Oirder # HTT7004

MAPS — FASTTRACK COACHING WORKBOOK | Q
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Escrow/Closing System (cont.)

Session Two
Listing

Session Two

Listing

The Perfect Real Estate Assistant The Perfect Real Estate Assistant

P -
af -
Y‘!\‘;g)
v

yAEN,

3 WEEK Ho

WEEK 3

WEEK 1

r and Agent.
1. Introductory congratulations call from Shannon within 1hr of receiving file.

(Congratulations, Contact information verified, hours, etc.) ent out with a confirmation of move-out date and copy

4. Thank you note from Chris and Monica to agent who sold property. E S C r OW
5. Call from Monica....Congratulations to Seller/ Buyer all inge s removed.

Email from Shannon with contact information for Shannon and hours available.

. Call going over all closing information and time frames for the next 2 weeks.
“What will happen next”

4. Congratulations letter from Chris and Monica with Closing Information.
(b lly restating what has been said on Call #2) (call~ email~ call)

Copy of executed contract in PDF or hard copy sent to s g yer who we
represent.

Seller sent a list of contingenci nd dates of removals.

Seller to receive k call from Monica for Congratulations/ask for Referrals.

First week, minimum 5 phone calls, 5 emails. Seller or Buyer to receive
minimum of 1 call per day.

. Appraisal date set up.

. Ce isting yer...set up expectations, contact info, assistants

1. Shannon confirms all times regarding inspections with seller /buyer.
2. Seller to receive Property Conveyance Checklist.

Shannon to set stage for repairs, call, email, call with negotiations. Email sent
with request for repairs.

Kara to send out 250 "Just Sold" car

Email to selling agent with updat

HELLER REAL ESTATE GROUP TRAINER: MONICA REYNOLDS HELLER REAL ESTATE GROUP TRAINER: MONICA REYNOLDS

A
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33 The Perfect Real Estate Assistant

On the Market Neighbor Letter

How to use this letter:

1. When the client signs the listing, you tell them that part of your strategic marketing is to notify the
neighbors. Here is a sample letter that you would like to personalize for them. Get permission and
make it personal.

2. You will mail it to the neighbors with a brochure, and your business card.

3. The return label will be their name and address.

4. Great to door knock with this letter and brochure

Dear (NAME),

We are your neighbors who live at . (something personal here)

(Examples: I own the green house on the corner with the red door. My wife and I have lived in the

neighbork for 7 years. I am also the person who walks my dog, a big German Sheppard every
s attend the Middle School |

Should you know of anyone who would like to live in our neighborhood please forward our
information to them_ Feel free to give it to any of your friends, family, or co-workers that may be
interested in our property or might know someone who is.

We have loved living here and hope to find a buyer that will feel the same. We really appreciate your
help.

OPTIONAL WHEN YOU HAVE AN OPEN HOUSE

Also we are having an open house just for neighbors only to see our home on Sunday from 12-1. We
will have lemonade and cookies and great way to see your neighbors!

Please come by and say hello. The 12-1 is just for neighbors. The public open house is from 1-4. If
vou know of anyone who should see our home, please send them Sunday to our house.

Enclosed also 1s my agent’s business card. Flease call if you have any other questions and
again, thank you for your help!

A
REUN

LY
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Just Sold Neighbor Letter

How to use this letter:

1. Send this letter out immediately when it goes under contract.

2. BEnclose your business card.

3. Use it door knocking.

4 Use a return address from the seller.

Dear (NAME),

We are woting to let you know that our agent found us a great buyer for our home!
Thanks to (HELILER THE HOME SELI.ER), we've sold our house!

Several of the neighbors sent us potential buyers, so thank you all! We promised our agent if they did
a great job for us, we'd send out their card to everyone, so please find that enclosed.

Thank you again and we wish you the best! We will miss this place, and we’re excited for our next
steps.

Sincerely,

(IName of Client)

A
REUN

LY



Tracking Numbers System

hf;&_ PS Assistant Systems for Success Call 13: Lead Generation Systems

Lead Follow-Up Worksheet

Lead Follow-Up
Worksheet om o come o ase routowr

" LFAD NAME "|SOURCE | DATE PRICE wmis |

LY
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Tracking Numbers System (cont.)

ystems for Success Call 13: Lead Generation Systemnns

Daily Tracking (cont.)

A D HT HEHTS TRAHSRAGTI¢HS
_DATE = FAFROPERTYT LERREESS ILEREUTEREGWACY FRICE IEEMT | NATE PFERTT ADDFACLLERUTERE SUERECH PRICE IEEMT

1 4TE B
o LT LTI A ——

-, Taksn
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Tracking Numbers System (cont.)

Buyer Board

37 The Perfect Real Estate Assistant




Customer Service System

Call 11: Closing Systemns

Assistant First Call Seri t
Mo S OGPt
Day One ... openin

Assistant and Agent Weekly Communication Scripts

) ¢
After Close Customer for Life Checklis
for Buyer and Seller

This Ch ¥

team . Conpratul:
ongratulaty on the

- A

introduce myself. T will

o speak for a ouple of minute
g items are what vou should ¢

Ter)
WEL FOTIL

t infermation and seller,”

uver information. Get all phon
ver how th

e numbers and
e seller /buyer wants to be

&. Thank vou letres
cted. What is best for them?
"W opened, company name, or attormney office or title company.
or the deadlines, in spections etc.
Tell them TOUL 3£e seqd

7. Thank yon lettes
rent calls E“’T!‘_Er‘ }
ing ar day
letter with this i ormation and 1 business card.
Tell them o sending an email with this information and Fang information.
y them weekly let them know Fou are available their

oy Listing™ lettes 2w
Is there anything else I

. 3.__3.;:.1.‘! 5
n do to make this a

9 ;"-.._g-eﬂt c

30 davs afrer closing to “chec

the Buyer|

NG WORKBOOK
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$24 000 LESSON

':-!F'un- isa copy ol anemailan agent, Chris Helle
This illustrates the imporfance of Custome
ha,n:r,r.ren wihen a ciient’s expectalions are not met.

(=San vego, CA), sent to his

r
r Service and what may

Team,

We had a seller cancel after being listed with us for one week, and there was not
one thing they said that | did not disagree with, I'm embarrassed, disappointed
and not happy.

Just so we are clear (most of you have heard this before) when a client hires us,
they have done so because they want the bestl And they expect just that, their
expectations are extremely high and rightfully so_. At that point their confidence is
at its highest, and our job is to keep it there by doing what we say we do and
communicating often and clearly. “ou see a little thing like a sign not showing up
when they were told it would be there causes them to question whether we are
too busy or whether they are irr1|::|:|rtar|t tous. It iu'; juu';t a ﬂ;icm T.D us, to them
EVERYTHING IS A BIG DEAL,

on in their livesill We need to treat it that wa'_ - -.."-..l'hen n:uur HEHE'H partnem don't gn:u
see their home within 5 days like they were told, their confidence in us goes
down, when the write up or photos are not world class, we lose credibility. When
the client sends an email to the entire team, with information that is important to
them and us and not a single person has the common courtesy, or commaon
sense to reply, what does it say??7?7?7?7?77 | know this, it doesn't scream "you
are important, we care about you, ylbu chose the right agency!™

| hope that every person reading this is bothered by it, because if not then you
should be looking at whether you are up to being on the best team in San Diego,
please be honest with yourself and with me. If you are who | think you are, then
take this as a valuable lesson (because we just paid %24 000 for it), and learn
and realize how important Customer Service is.

S0 that we can all focus, learn and remember, | want each of you to take a
minute and reply to this email with a sentence or two on what yvour definition of
Customer Service is or should look like for our team. Thank you for looking!

R FAMLLY
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Hiring System

1. Does the need justify a new hire?
2. Write a job description.
3. Submit an advertisement.
4. Ask for referrals ... affiliates.
5. Check references.
6. Check skills.

/. Do not hire on the spot.

8. First impression ... how important?
9. Administer DISC test.

10. Administer a value test.
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Hiring System (cont.)

EXECUTIVE ASSISTANT
Immediate opening for assistant real estate executive.

You should be an organizer, a positive person, a good communicator — both written and
verbal — have excellent computer skills, have a good sense of humor, be a fast learner
with a quick mind, and be willing to work hard and smart. You’ll work in a fast paced
real estate office in (city). We offer an exciting atmosphere in a people-
oriented business.

This is NOT an entry-level position.

Please indicate salary desired.

The first step is to email your réesumé to:

Email:
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SECOND INTERVIEW
QUESTIONS

Where do you hope to be in five years?

What do you think it takes to be ssful real estate agent? Have you
personally ever worked with an agent”

. Describe the time you were most motivated at any of your previous jobs.
General review:

» Review the job description for the ition you are attempting to fill.
» MNote minimumrequ and refer to them often as you

review resume pp FlRST INTERV' EW
» Iqlmrr—- the applican ame, add or personal information to limit
QUESTIONS

TIPS FOR SUCCESSFUL INTERVIEWS | Ive problems of conflicting pririties?

Why are you considering giving up your current job or position?

What exactly did you do at your last job? Tell me what your average d in holding a position such as this?
workday was and whatyou we or handling.

. ) What accomplishments are you most proud of professionally?
(ﬂ:ys}orper_setv_lt_:n_z ‘I:!ackground: You wan le from the applicant. The a\ Personally?
skills and experience. I'r'IDlIthhIHIH by [_rnannq an phere that allc : ) o o
Real estate background: Someone alreac Hpr—’akfreelv Below are ways to facilitate open discussion: : Have you ever thought aboutbeing a real estate agent?
with then

If you had more spare time, what would you do with it?
tra ing time.

. last job. How did you handle it?
1. Try to put the applicant at ease right away at the beginning ofthe

. . . > ndle a cus o called an s angry?
Educatlonalbackground Thlwanql\mw interview. If the applicant feels comfortable, hefshe will be more like to : How would you handle a customer who called and was angry®

share information. handle a customerwho was upset about something the

sful j e ce. . . . . . agentha ared? IJnulri you tum that s on around and make
bfLI|JDb performance. . Ifyou find that the applicant freezes on a particular guestion, go on to the the person a happy

Specific job skills and training: Note spe nextquestion. It takes time for applicants to relax and feel
various computer programs/software, © comfortable with the interviewing process. 8. Do you tend to dig into the tough problems in the morming, afternoon, or
i te the applicantis easy to cros late in the day?
readily. 3. Tw fo ask questlnmthat facilitate discussion; avoid questions that require
or “‘no” answer. 9. Why do you do the tough stuff at that time?

. estions open-ended so thatthe 10.  How many tasks can you handle at once?
appln.al it ha.s the op.p.orlm ||tyt_ 5p.ealx freely. .
How do you organize your work?

Be sure to ask only job-related questions. Wha fpeo oy you?
sential in an interview. It is important fo let the

hterruption. Remember. the purpose of the Tell me about the worst supervisor you ever worked for.

Tell me how you handled working in that situation.

- While the applic
expressions. Tl
aboutwhatis
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CREATING A PERMANENT EMPLOYEE FILE

| |
I I I rI I l : ; : ;l ‘ ! I I l CO l l Each staff person should have an Employee File that is a permanent record of
n important information.

The Employee File:
»  Confains confidential information
»  Should be maintained in a locked file drawer

INTERVIEW RATING SHEET

v Include the following documents in the Employee File:

Name of Prospective Employee: ORIENTATION CHECKLIST ,?  Original employment application

Date and Time of interview: Time Arrived:

DATE: . Rating form

(Note: Rate the following items on a scale of 1 -5, 1 is the lowest and & is the highest score an )
applicant can receive.) . Previous reference checks and comments
INTRODUCTIONS AND TOURS

Appearance . Anytests usedto evaluate skills during the interview (i.e., typed letter)

Paositive “can do” attitude

Poise

Voice

Quick to Leamn

Can priaritize well, organized

Self-starter

Can deal with difficult people

Team player

Open to criticism

Problem solver

Mature

Dependable

Focused

Goal Setter

Willing to make decisions

Supports my weaknesses

Good telephone voice

Could handle difficult customers diplomatically
and effectively

Mot afraid to *handle problems/calls™

Good penmanship

Familianty with real estate

Typing skills

Computer skills

Knows your areal/streets very well

. Introduced to co-workers, staff, and manager in office

. Tour of facility, including: . Social Security Number, withholding records
Rest rooms
Mail rooms . Signed Confidentiality Agreement
Bulletin boards
In-boxes and message slots
Office supplies
Copy center
Fax machines and printers ~ Signed Orientation Checklist
Kitchen
Coffee/vending machines _ 80 Day/ Yearly Evaluations
Water coolers

Emergency exits and emergency equipment . . .
Parking arrangements 10. Benefitinformation (as applicable)

Signed Job Description (by assistant and agent)

POLICIES AND PROCEDURES 11. Record of completed training (as applicable)

Provided copy of Policy and Procedure Manual.

PRI PRI PRI BRI R R BRI BRI R R R R R R R R R RS
(Sl PG Ry PRy VG R S PRy S L PR PR L S L S P L LIPS S PR L PR
mmnmnmnmiannian i aninon

12.Copy of license (if applicable)

Reviewed Policies and Procedures including:
Starting and quitting times, lunch hour, breaks, etc... 13. Compensation Record
Explained sick, vacation and holiday policy
Time and leave reporting
Reviewed Compensation Schedule , payroll timing
Discussed overtime
General Comments: Discussed dress code
Reviewed emergency procedures
Discussed visitors
Discussed email and intemet usage

N U S S S SN S S S S SO SO S S S

PR3 BRI R RS R
L L0 Lo LD L
Mo

POSITION INFORMATION

5. Reviewed job description, performance expectations and standards.
6. Reviewed probationary period and performance evaluations

7. Reviewed initial job assignments and training plans.
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Developing Systems for Success

Your systems create the business.

When the systems are in your head ... it prevents
delegating and building a duplicable business.

As you create systems, write them down and create a
checklist.

Manualize all your systems.

Create the systems/checklists by listing everything you do.
Put it in a logical order.

Having systems In place takes the stress out of the

business and creates a great experience for buyers and
sellers.

o gk~ W DNR=
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What Systems Will Create for You

« OPERATIVE EXCELLENCE:
« Systems will improve efficiency, ultimately leading to higher profits.
« CUSTOMER SATISFACTION:
 When a business serves its customers well, the customers respond
by returning.
« COMPETITIVE ADVANTAGE:
» Serving your customers better than anyone else leads to more sales.

Well-serviced clients will tell everyone. Poorly serviced clients will tell
everyone.

* BETTER DECISION-MAKING PROCESS:

« When you follow a system, it quickly becomes apparent when you
are successfully following it, or when you are not. The path is clear.
The process allows for effective delegation.

A
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What Systems Do You Have In Place?

(OF ORI VU = S GO

Communication system
Prelist system

Listing system

Closing system
Customer service system
Expired system

FSBO system

Database system

Hiring system

10.Lead generation system

11.

racking numbers system

46 The Perfect Real Estate Assistant

12.
13.
14.
15.
16.
17.
18.
19.
20.
21.
22.

Buyer system
Affiliate system
Short Sale system
Marketing system
REQO system
Budget system

Tracking expenses system

Internet/website system
Price reduction system
Goal setting system
Market statistics system

A
REUN

LY



KW MAPS Group Coaching Program
with Monica Reynolds

The Perfect Assistant—$199/mo. for 6 months.
» 18 webinars/group calls—one hour each
» 3 calls per month

* First call each month for agents only teaching you

how to be a great boss

* Next class: Wed, March 11, 2:00om CT
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KW MAPS Group Coaching Program

with Monica Reynolds

 The Graduate Perfect Assistant—$295/month for 6
months

» 18 webinars/group calls—one hour each
3 calls per month
» All calls are for assistants only

» Must have completed The Perfect Assistant
* Next class: Thu, March 11, 2:00pm CT M
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Please complete an evaluation for this session. 3 S

Use any mobile device! # g_
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www.evalfr.com. -

To download a free copy of this presentation:
www.familyreunion.kw.com/downloads
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