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Actions vs Action 
to Successful Sales 

WILLIE MIRANDA 

BROKER/OWNER/CEO

MIRANDA REAL ESTATE GROUP, INC. 

ULTIMATE REFERRAL AGENT, LLC   

My Background
• Prudential-Life Insurance
• 1995-Started Allstate Insurance
• 1998-Coldwell Banker-started “Part Time” Real Estate career
• 2000-Joined RE/MAX Premier 
• 2002-Starts Miranda Real Estate Group, Inc. 
• 2009/2010-#1 Real Estate Agent in the Capital District (2,500 agents) 
• 2015-#1 Independent Brokerage with 603 homes sold and over $127 

million in sales volume 
• 2016-Sold 790 homes; $159 million in sales volume 
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MIRANDA GROUP

Albany Business Review’s 2016 Rankings

• To have more fun!
• To make more money!

• To give more back! 

Our Goal at 
Miranda Real Estate Group, Inc. is…
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People Do Business
With Who They 

KNOW, LIKE and TRUST

• Too many agents to choose from 

• Information on the Internet (Zillow, Trulia and Realtor.com)

• Lack of Client loyalty  

• Too many Transactional agents

Today’s Real Estate Challenge

• Too many agents to choose from 
• Information on the Internet 

(Zillow, Trulia & Realtor.com)

• Lack of Client loyalty  
• Too many Transactional agents

Today’s Real Estate Challenge
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• 17	Million	“Leads”	to	its	“Premier	Agents”	
produced	270,000	transactions	with	a	1.5%	
conversion	rate!	

• 179	million	users
• 75%	online	real	estate	audience	market	
share

ZILLOW	FACTS

Transactional Agent Career Agent

Tend To Waste Time Uses Time Efficiently

Poor Spending Habits Know Their Numbers

No Client Loyalty Receive Repeat & Referral 
Business

Lead Squirrels With Low 
Conversion Rates

Systematic Database With 
Higher Conversion Rates

Ripe & Rotten – They don’t 
seek additional training & 
education.

Green & Growing – Constantly 
Seeking More Knowledge & 
Training.

Low Profit Margins/Agent 
Burnout

Higher Profit 
Margins/Successful Business

BIG 
PROBLEM 

Too many 
“Transactional” 

Agents
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“YOUR SUCCESS OR FAILURE 

IN THE REAL ESTATE BUSINESS 

IS IN DIRECT PROPORTION 

TO THE NUMBER OF PEOPLE THAT ARE IN YOUR 

DATABASE, 

THAT WHEN THEY THINK OF REAL ESTATE, 

THEY THINK OF YOU”

Chapter 1
Lead Generation: The Pillars of Success 

Every	business	requires	3	major	components:	
Sales	and	Marketing,	Operations	and	Finance

OPERATIONS

FINANCE
SALES 

&
MARKETING
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Lead Generation 

Average Agents (1-2 pillars) Better Agents (3-4 pillars) BEST Agents (8-10 pillars)

COI COI COI 

Open Houses Open Houses Open Houses 

Various online 
advertisements

Online

Offline

FSBO’s/Expired

Videos 

Client Events

Business Vendor/Mixers
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Top Producer 

Business Website
www.WillieMiranda.com 

Personal Brochure 
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Newsletter

Business Directory 

“Just Sold” Postcards  Newsletters 

Geographic Farming 
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Postcards

Marketing
Seller Book Buyer Book 

Books For Buyers
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Books For Sellers

Willie Bucks!

George Bucks
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Cline Cash

MEGA
Open House Event

The Power of Social Networking 
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Facebook Business Page Facebook Personal Page 

www.BombBomb.com
VIDEO TEXT AND EMAILS

http://vid.us/m8ibrg Dave	Ramsey
http://vid.us/pzuafw Jen	and	Rob
http://vid.us/zclntx DCG	Development	



13

Facebook Targeted Boosted Posts

Follow Up
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Pre-Listing 
Packet 
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THE MONEY BAG

Send Personal Notes
Thank	You	After Listing	Presentation-
Thank	you…	For	giving	me	the	opportunity	to	discuss	the	benefits	of	allowing	me	and	my	company	to	serve	your	real	
estate	needs.	We	believe	that	quality,	blended	with	excellent	service,	is	the	foundation	for	a	successful	business	
relationship.

Thank	You	For	The	Listing-
Now	we’ll	go	to	work	serving	you	in	order	to	get	you	happily	moved.	You	can	rest	assured	that	my	company	and	I	will	
do	everything	possible	to obtain a	successful	sale	for	you.

Thank	You	To	Buyer	After	Showing-
It	was	my	pleasure	meeting	you	and	having	the	opportunity	to	show	you	homes.	You	can	rest	assured	that	I	will	do	my	
best	to	help	you	find	the	perfect	home	and	get	you	happily	settled.

Thank	You	After	Purchase-
Nothing	excites	me	more	than	helping	someone	find	a	new	home.	I	am	very	happy	for	you	and	feel	confident	we	will	
have	no	challenges	getting	you	happily	settled.	Please	call	me	if	any	questions	arise.

Personal Notes Continued…
Buyer	Thank	You	After	Close	Of	Escrow-
Its	been	my	pleasure	helping	you	get	settled	in	your	new	home.	We	are	sure	you	will	enjoy	many	happy	years	in	our	
community,	and	hope	you	will	call	me	if	I	can	be	of	service	to	you	or	any	of	your	friends.

For	Sale	By	Owner	Thank	You-
Thank	you	for	showing	me	your	lovely	home.	I	sincerely	wish	you	the	best	of	luck	in	selling	it.	If	you	should	find	the	
need	to	employ	a	professional	real	estate	firm,	I	would	appreciate	the	opportunity	to	show	you	all	the	excellent	
benefits	we	have	to	offer.

Happy	Anniversary-
It’s	with	great	pleasure	that	we	wish	you	a	happy	anniversary.	It	was	just	one	year	ago,	you allowed	us	to	help	in	
finding	your	new	home.	We	are	proud	to	have	you	as	one	of	our	satisfied	clients	and	hope	you	will	enjoy	many	happy	
years	in	your	home.

Referral	Thank	You-
Thank	you	for	referring	the	Smiths	to	me.	You	can	rest	assured	that	I	will	do	my	best	to	help	them	and	justify	your	
confidence	in	me.

New	On	the	Market	Card-
Guess	what	your	neighbor	just	did?	They’ve	selected	us	to	sell	their	home.	If	you	have	a	friend	or	relative	looking	for	a	
nice	home	in	this	area,	please	give	me	a	call.
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Listing Plan 
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Buyer Pending Plan 

Initial email 
to seller once 

listing hits 
the MLS 

Every Friday, this 
email is sent out 

to all of 
Willie’s Listings. 
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Agency
• Agency Disclosure Form
• Understanding our Fiduciary Duties 

What is Agency? 

A relationship of trust established when 
one party  (seller, buyer, landlord, tenant) 
gives another (a real estate licensee) the 
right to represent them in dealings with 

third parties. 

Fiduciary Relationship-defines the 
relationship between the agent and a 

principal 

This relationship is one of trust and 
confidence where one party owes the other 

a high standard of good faith than they 
would owe to third parties or customers. 
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The NYS Agency 
Disclosure

Timing 
Form should be signed on first contact with buyer 

or seller, before any confidential information is 
shared. 

Explain the difference between client and customer 
and your obligation to both. 

You can receive multiple NYS Agency Disclosure 
forms as the status of the relationship changes. 

Ex: Buyer’s Agent à Dual Agent 

Refusal to Sign
This form is required by the state to protect 

consumers by making them aware of the agents legal 
obligation. If they refuse-document date, time, 

notes, etc. Have them immediately sign an affidavit. 

Once they’ve entered into an agency relationship, an 
agent owes their client the following fiduciary duties: 

Think of OLD CAR 
Obedience 

Loyalty 

Disclosure 

Confidentiality 

Accountability 

Reasonable Care 

Obedience-The agent to act in “good faith” on the client’s behalf. Agent must 
“obey” the directions of the client based on the contract, unless the client’s 
directions are unlawful or unethical. 
Following the legal instructions of your client. 

Loyalty- Putting your client’s interest above everyone else’s (including your own) 

Disclosure- agent must disclose any material defect 

**Material Defect: something that could affect/hinder someone’s decision in regards to that 
transaction. 

OLD CAR
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Confidentiality-confidential information that is disclosed during the course of the 
agency relationship, must never be shared or used against the client. This is forever 
unless required to divulge it by a court of law or given express, written permission by 
the client.  

Accountability-Any $ that is received during the agency relationship is on behalf of 
the client. Must be deposited into escrow account by broker.  

Reasonable Care-
Use reasonable care while conducting your client’s business. NEVER go beyond the 
scope of your license. Always refer an expert (3). 
Ex: Legal issues, inspection issues, etc. 

OLD CAR

Seller’s Agent-
Represents ONLY the seller and owes all 

fiduciary duties to them. 

This agency relationship is usually created with a 
listing agreement or on the first contact. 

Broker will earn a fee for finding a ready, willing 
and able buyer for the seller’s property. 

Buyer’s Agent-

Represents ONLY the buyer and owes all 
fiduciary duties to them. 

This agency relationship is usually created 
on the first contact with a buyer, a buyer 

agency agreement or buyer broker contract. 

Broker will earn a commission when the 
buyer purchases real estate. 
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Broker’s Agent-

This person assists the listing agent or  
buyer’s agent in locating a property to sell or 

buy. 
Can’t speak directly to the client. 

They do not owe clients fiduciary duties. 
No vicarious liability.

**Vicarious liability –liability that is created because of the 
relationship between clients and agent’s actions-who is liable.

In New York State, an agent can be a 
broker’s agent. 

Agency
• Designated Agents 
• Dual Agency 

Dual Agent-

When an agent represents both the 
buyer and seller, if both consent in 

writing. 

Agent cannot provide clients with all 
fiduciary duties, such as, undivided 

loyalty. 

Agent is neutral and cannot favor sides 
but can mediate and negotiate in the 

transaction. 
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DO’s DON’TS
Can provide some fiduciary duties-
obedience, disclosure, reasonable care, 
accountability and confidentiality 

Can not provide undivided loyalty 

Represent both buyer and seller 

Must be in writing 

Dual Agency  

Dual Agent with Designated 
Sales Agent-

This is also known as an in-house transaction. This is a 
way to deal with complicated transactions that arise in the 

same brokerage. 

This must be in writing. 

The broker acts as the dual agent while the affiliated 
licensees assume the role of the seller’s agent or buyer’s 

agent.  

Designated sales agents cannot provide clients with all 
fiduciary duties, such as, undivided loyalty. 

Example: 
I have a buyer that I’m showing properties too. I have a signed buyer agency 
agreement with my buyer. Upon looking at one of my properties, he/she 
mentions they want to see one of my listings. Prior to the showing, I disclose to 
my buyer that I already have an agreement with the seller.  I owe the seller 
fiduciary duties just like I owe you fiduciary duties. If you decide to purchase 
this home, I can represent both you and the seller. However, if the buyer does 
not feel comfortable, I then go to my broker who will act as a dual agent. 
He/she will then appoint another agent from the company to represent the 
buyer. 

Dual Agent with Designated 
Sales Agent-
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DO’s DON’TS
Can provide some fiduciary duties-
obedience, disclosure, reasonable care, 
accountability and confidentiality 

Can not provide undivided loyalty 

Supervising broker becomes dual agent Can not disclose any confidential 
information between agents, that could 
hinder the sale or purchase of property

Broker designates another agent to 
represent either seller or buyer

Must be in writing 

Dual Agent with Designated Sales Agents 

Subagency

If you’re showing a non-client (customer or consumer) a property. You are then 
considered a subagent of the seller and owe the same fiduciary duties as their listing agent. 

Example: 
I pick up a lead on the internet and they want to see a property that is not my listing. I 
agree to show them the property but I have not yet secured a buyer agency agreement with 
them. When I show them the property, I am acting in a sub-agency capacity and owe the 
seller the same fiduciary duties as their listing agent. 

Fiduciary Duties To Customers/Third Parties

Honesty-
You must be honest without disclosing information that is confidential between you and the seller. 
You must disclose material defects. 
Example: A crack in the basement wall must be disclosed to buyers. 

Fair Dealing-
Seller makes certain disclosures about the home. 
Example: Federal Law mandates Lead Paint Disclosure 
**No discrimination based on protected classes  
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Protected Classes

7 Protected Classes (Federal):
1. Race 
2. Color 
3. Religion 
4. National Origin 
5. Family Status 
6. Disability 
7. Sex  

4 Additional in New York State:
1. Age 
2. Sexual Orientation 
3. Military Status 
4. Marital Status 

3 Additional in New York City 
1. Citizenship Status 
2. Partnership Status 
3. Lawful Source of Income 

Path to Becoming 
a Leading Lister 

Cost is Only an Issue
in the 

Absence of Value
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The 14-Step Listing Process 
1. Be On Time! Try to get to the house at least 5 minutes early. 

2. Knock on the door or ring the doorbell. Walk in the home, introduce yourself 
with a handshake and ASK where you can set your laptop up. 

3. Turn on your laptop, make small talk and open your listing presentation. 

4. Ask seller for a quick tour of their home. 

5. Make a mental note of positive and negative selling points. 

6. Complement the condition of the home. Let them know they have a great home 
and will have no problem selling it. 

7. Sit down, ask them what their moving plans are. Establish a time frame 
for their move. 

8. Segment into the listing presentation by saying the following:  “There 
are three very important elements in selling a home and they are 
Cleanliness, Marketing and Price. Your home needs to be clean, de-
cluttered and in showing condition at all times.  You need extensive 
Marketing to attract many potential qualified buyers to your home.  Your 
home will also need to be priced right in order to receive offers from 
these potential buyers.  Let me show you what we do at Miranda Real 
Estate to aggressively market your home.”  Follow listing presentation 
step by step. Ask if they have any questions. Answer questions and move 
on to the CMA summary and pricing. 
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9. Pull out CMA summary and show them a range of homes you selected and
circle Active, Pending, and Sold headings. Explain to the seller the criteria you
used to create the CMA Summary.

10. Explain the following: Active Listings – Are homes that your home will be
in competition with. These prices are sometimes very over priced and we refer
to them as fantasy land. A home listed for more than 30 days without a price
reduction usually is a good indicator of this. Pended Listings – These homes
which have recently sold and are still under contract. Closed Sales – This is
reality – These homes have officially closed and this is the best way to
determine market value on your home.

12. Ask the questions: now after looking over these recent home sales, we 
can see a range of homes similar to yours between $xxx,xxx and $xxx,xxx.  
Where do you feel your home should be priced based on these current 
home sales?  (Never give them a suggested price first).

11. Select 4-5 homes which have closed and that best match your seller’s 
current home. Review the features and benefits of these closed homes, such 
has square footage, list to sale price, days on market (DOM), number of beds, 
baths, etc…
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14. After receiving the agreed price on the home, close for the listing.  
“Well, Mr./Mrs. Seller, we went over our very aggressive marketing 
program and I feel very confident we can sell your home for Top Dollar 
and with the least amount of hassle.  Are you ready to get your home listed 
with me today/tonight?

13. Based on the conversation with the seller, determine what they feel they 
should receive for their home and what they would like to list it for.

Getting the Seller To 
Understand Price 

Pricing Listings Right
&   

Include: 
1. RPR on their home-this will allow them to see the range that their home falls 

in. 
2. Miranda Marketing-include information about how your company is going to 

actively market their home and what sets you apart from the competition. 
3. Dear Neighbor Letter-a letter from a past client about working with our 

company. 
4. Miranda Testimonials-More testimonials from raving fans! 
5. Personal brochure-allows them to get to know you better. 
6. Seller book with book mark. 
7. Business card.

Pre-Listing Packet
**Send the seller a pre-listing packet prior to your listing appointment.
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Pre-Listing Packet 
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Building Your Business 
By Referral 

CLIENT SURVEYS 



30

39 Touch System 
“Why does a hamburger from McDonald’s taste the same in Albany, New York and Los 

Angeles, California?”

Having systems put in place in each aspect of your business:
- Allows for repeat and referral business
- Time management
- Consistent and quality service!
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Newsletter

Video Blog 

Annual Home 
Value Report 

Script 
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RPR or CMA for Clients  

Client Events 
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Community Event 
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CLIENT EVENTS WITH A CHARITY-Ice Cream Truck

CLIENT EVENTS WITH A CHARITY-Pie Event

FREE	PICTURE	WITH	THE	EASTER	BUNNY!
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Time Management 

Chapter 4 Of My Book
Time Management: The Key to Success

Here	are	SIX steps	to	help	you	organize	your	schedule	so	that	you	can	focus	on	the	
right	things:	

1. Touch	it	Once	(Evernote)
2. Make	Lists	(yellow	lined	paper)
3. Plan	how	much	time	you	will	allocate	to	each	task
4. Plan	the	Day
5. Prioritize
6. Ask	yourself,	“Will	it	hurt	me	to	throw	this	away?”	

5 Time Management Must Do’s
1. Plan your week. 

2. Plan your day.

3. Control incoming calls.

4. Schedule 2 hours of proactive (lead generation) 
activities a day.

5. Take at least one day off per week.
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1. Plan Your “PERFECT” Week
Build structure into your life.
●Use one calendar.
●Schedule time off.
●Schedule family time.
●Schedule time for health activities.
●Schedule in celebrations.

2. Plan Your Day

Take 15 minutes to plan each day.
●1st - Follow up calls,  Power Hours
●2nd - Appointments, Client Meetings
●3rd - To Do Items, Returning Calls
●4th - Everything else
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3. Control Incoming Calls/Emails
●Explain in your voicemail/away message when 
you will return their call or email. 

●Don’t answer every call. 

●Schedule time to return calls and emails.

●Be consistent.

Sample Voice Mail Script
“Hi, you’ve reached Willie Miranda with Miranda Real Estate 

Group, Inc. Please Note: I will be in meetings throughout the day 
and will be returning phone calls today between 11-12pm and 
again between 4-5pm. For immediate assistance, please call my 
office at 518-348-2060, that’s 518-348-2060 or leave your name 
and number after the tone and I will return your call as soon as 

possible. Thank you and have a great day!” 
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4. Two Hours Of Proactive             
(Lead Generation) Activities a Day

●Calls (New leads, Seller calls, Buyer clients) 

●Personal handwritten notes 

●Adding and deleting names from database

●80/20 Rule

“A day without lead generation is a day 
you didn’t work.” 

High Dollar Activities
1.Prospecting and Making Phone Calls
2.Going on Listing Appointments
3.Working with Buyers
4.Negotiating and Getting Deals Closed
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5. One Day Off Per Week

●Take at least one day off per week to 
recharge and re-energize.
●Take two ½ days off if a full day in not 
feasible.  

Prioritize, Implement, Evaluate

●Prioritize your tasks each day (A,B,C,D).
●Do the “A’s” first. 
●Be flexible about moving B’s and C’s.
●Give yourself grace that not everything will get 
done in a day.

Prioritize, Implement, Evaluate
At the end of each day:
●Evaluate how well you managed your time.
●Determine what you would have done differently.
●Acknowledge your achievements!
●Plan out your next day. Make a new to do list.
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Goal Setting-Track & Measure 

“You can’t improve 
what you don’t 

measure!” 
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Takeaways?

QUESTIONS? 


