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Course Objectives

At the end of this course, the student will be able to:

1. Explain why it is important to the customer that you connect with them.

2. Describe how you might adjust a listing presentation for a first-time seller, versus and
multiple time seller.

3. List ways to create credibility with your customers.

4. Explain how to create a good customer service experience with the ‘self-centered’
customer.

5. Describe ways to connect with the Millennials and other customers who typically aren’t
as people-connected as they are technology-connected.

6. Explain some of the ‘little things’ that you can do for your customers that creates an
experience that supersedes other experiences in working with real estate professionals.

Timeline

Introduction: 10 min.
Chapter 1: Where your customers come from 20 min.
Chapter 2: Why your credibility is critical to them 50 min.
Chapter 3: The challenges of the self-centered customer 25 min.
Chapter 4: Reaching the (Connected/disconnected) Customers 25 min.
Chapter 5: Your Customer’s Comfort 20 min.
Total 150 min.

3 hours CE
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Introduction

Why does it matter where they come from?

So why are we here today? You may have thought to yourself in recent days, “l have no idea
where this customer is coming from...” It can be challenging to understand their ‘whys’.
According to NAR statistics, the average Realtor is in their 50’s. So, as a real estate professional,
not only do you deal with people’s backgrounds and experience, you deal with some of the
idiosyncrasies that come with their generation.

All that being said...your business success will be directly proportional to your ability to provide
an unprecedented level of customer service. You need to see and address their expectations
whether they are aware of them or not. In doing so, this will allow you to separate yourself from
the competition. Customers will be forced to take notice and take you as credible and worthy of
their business.

If you do this well enough customers will think themselves blessed to have found someone as
good as you!
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Chapter 1

Why does it matter where they come from?

There have been tons of books written about the differences

between men and women. In fact, there are libraries full of books
written on the differences between people and cultures. They cite lots
of reasons from nature, nurture, if you used glass or plastic bottles, if
you were hugged enough as a child, spanked to much or not enough,

or the number of times you sang the Barney song as a child (I know it -
probably just popped back into your head after you spent the last /
decade trying to forget it. Your welcome for that). Regardless of the |
reasons for the differences, it appears they exist, and people have —
spent a bunch of time trying to figure them out and determine how to ~ This Fhota by Unknown Author s

deal with them. Why? Do the differences in people really matter? Is it B —

possible that understanding where people are coming from can better prepare you to deal with
them?

If you were going into a listing presentation with a person you know was selling for the
first time would it be a different presentation from someone who was selling there third home
or their tenth? What if they were from another country? Or if they were buyers and not sellers,
would you change what you say to them? The answer for most people would be yes. We know
intuitively that the different stages of life, and the amount of world experience the customer
has affects the type and quantity of information needed. Also, the customers personality and
many more variables should alter our approach to working with them.

BUILD YOUR BUSINESS WITH EXTRAORDINARY CUSTOMER SERVICE, BY JOSH CADILLAC PG. 4



ALCE.

ELITE DEAL CLOSERS

When we discuss the differences between men and women they obviously don’t speak
for all men or all women. We are not discussing how any one individual is but rather the
expectation we can have when dealing with a man or a woman. For instance, lots of books
suggest women are better multi-taskers than men are. As a man | can say in my case that is
100% true. | can focus on one thing and do a great job, but give me two things to focus on and
....... squirrel!!ll At the same time, | do cry at movies and ask for directions. Not all stereotypes
are accurate, but they do give you a way to preempt what a certain group will respond to. For
example: If you had a ton of extra white polo shirts and shorts you needed to sell, the tennis
community has an excellent chance of being an over representative segment of your buyer
pool.

The human mind does better when it lumps things, and people into categories. The
mind is processing a ton of information all the time, and for this reason it looks for shortcuts to
help it deal with all of that data. Creating groups of people or things allows the mind to
conserve processing power for other things like processing emotions, making sure we keep
breathing, and solving life’s true mysteries like: how many licks does it take to get to the center
of a tootsie roll tootsie pop?

So, what we need to figure out if buyers and sellers have things about them that make
them “groupable”. Are there things about buyers and sellers that can make them easier to
understand and work with? If there are then we can anticipate those things and practice ways
of addressing them that will give us a better likelihood of preempting their needs and earning
their respect and trust. Kind of like what they do at restaurants. Restaurants had noticed an
amazing correlation between the number of people that came into their establishments and the
number of those people that were hungry. As you can imagine this was a very shocking
development. Knowing that people that are hungry sometimes get grumpy (the medical term
for this is “Hangry”) restaurants decided to exploit their advance knowledge about their
customers and start providing bread at the table shortly after guests are seated. This
anticipation of their needs allowed them to address them prior to the customer voicing them.
This is courteous, thoughtful, and respectful of the customer and shows experience which all
builds credibility which we will talk about shortly.
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Chapter 2

They’re scared

drivers of our customers. If you look at the data that shows the reasons

why customers use an agent this is what you will find: Customers are

worried about making a mistake, they are worried about the contract,

they are concerned about the process and paperwork, they are terrified of . q
negotiating the agreement. There are more but these are some of the

biggest issues for our customers. What is the running theme? The

consistent note in all of these things is fear. The customer is afraid of This Photo by Unknown Author is
making mistakes, losing money, being out negotiated, and also picking the  licensed under CC BY-5A
wrong agent to protect them from those things.

Credibility is so important because of one of the key emotional F \

What do agents typically think entices customers pay us the significant portion of their
transactions that they do? Our winning personalities? Our fantastic web presence? Our ability
to post the best cat videos to social media? How about your amazing 4D holographic listing
presentation with 47 slides dedicated to the history of your brokerage and a section with
smellomatic® integration so they can smell the fresh baked cookies they will be able to make in
their new home you will help them buy after you sell the current one? Do these things directly
address the customers fear? No, some of things might help you win their business but that is
because you are indirectly addressing their main emotional driver. Going back to our restaurant
analogy before. It would be like instead of putting bread on the table to address the customers
hunger motivator they instead hired a juggling act that juggled crackers. Sometimes during the
act crackers would fall on the table and customers would be allowed to eat those crackers that
did fall on the table. The restaurant owner is baffled as no matter how elaborate the juggling act
gets, the customer still doesn’t seem happy. The customers are hungry, and the owner is not
tailoring his response to their actual motivation.

How do you tailor your interactions with the customer to address their fear motivator?

BUILD YOUR BUSINESS WITH EXTRAORDINARY CUSTOMER SERVICE, BY JOSH CADILLAC PG. 6



ALCE.

ELITE DEAL CLOSERS

Class Exercise

What do you want when you are scared?

What type of person do you want to work with?

This is where a personal anecdote may help. | am known by many as the great roller
coaster converter. | have a reputation for being able to take folks that are terrified of roller
coasters and after a weekend turn them into huge enthusiasts of these amazing rides. How do
you do this you might ask? The answer is | don’t do what most people do. Most people get their
friends that are scarred on the coaster and start saying things like “Gosh your restraints look
awfully lose. They should have tightened those up so you don’t fall out.” Or on the way up the
hill where your terrified friend is considering their poor life choices they say “why did the
coaster make that noise? It never normally makes that noise. | think it is broken. Oh my God
they need to let us off!! We are all going to die”!! As you can imagine the terrified friend is now
registering a heart rate that would make a rabbit running from a heard of foxes (after drinking a
double shot of espresso and mistaking cocaine for the sugar) seem like a resting heart rate for
an Olympic decathlete. People do this because, well, they are bad people, and messing with
folks is fun | suppose. The results are the friend rides the coaster, arrives safe and sound at the
platform but was so terrified that they couldn’t enjoy it and never rides again.

So, even though the ride was completely safe, and the results were what was wanted by
the rider they still had a terrible experience. What can this tell us? Sometimes getting the job
done is not enough. We need to be aware of the emotional state of our customers. If not, we
can get the job done well, and they still wont want to ride with us again.

So, what do | do, you may ask to help folks to overcome this for? Well the first thing | do
is tell them the truth which is that | was terrified of roller coasters till my early thirties. In fact,
until | learned how to ride them and overcome my fight or flight reflex kicking in riding them
was sheer terror and misery for me. | also take them on the smallest coaster there is in the park
so they can start to get their body used to the sensations the ride will put them through. I sit
with them and remind them to scream. | tell them to get to an aggressive place in their head
and as we ride, | tell them exactly what is going to happen in a calm and confident voice. | will
ride the same small coaster with them two, three, even four times until they feel like it is no big
deal. The result: People that were previously terrified of little coasters are now trying to get me
to take them to the most extreme parks in the country.
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Where did | come up with this technique? Well | remembered what it was like when |
was terrified to ride, and what folks did to me. It is very clear in my mind the changes | made in
how | thought that allowed me to go from being afraid to feeling confident and comfortable. |
put myself in the place of the old me and asked myself: what would have helped me? When |
answered this question, the above method became very obvious. If | wanted people to ride with
me again, | need to not only get them on the ride but also make sure they enjoyed the
experience.

Class Exercise

What was scary for you when you started in Real estate?

We spend a load of time talking about getting the listing agreement or the buyers
brokerage agreement signed but very little time talking about what we need to say and do to
actually address the fear motivator the customer has that motivates them to work with us in
the first place. We need to remember what it was like when we didn’t know all we know. The
longer you are in the business the harder for most folks this gets to be. We need to deliberately
do our best to respectfully dumb the process down and slow it down so that the customer feels
more comfortable. In fact, the actual process of explaining the process to the customer in a very
accessible actually builds credibility for you with the customer and at the same time shows
them that you care about them understanding the process. This is important because of the
famous line that says: People don’t care how much you know until they know how much you
care.

We need to care about our customer and we do so by anticipating their needs. An
example of this is if you have ever had a professional driver pick you up from the airport. Not
the Uber or Lyft guy but the guy with a real car service company. If you have ever had this
happen you will almost definitely get a call from the company a day or so before you arrive to
confirm your arrival and ask you if you have any bags. Why do they ask you that? Because of
you do have bags the driver will (without you having to tell them) meet you down at the
baggage claim with a luggage cart ready to go. Why do they do that? Because it is their business
and they have learned over the years that doing these things are both helpful and appreciated
by their traveling customers. It makes them better at their job by anticipating what might make
their customers experience better.

There are three things | discuss in many of my classes that are needed to close
customers for life. While we discuss them in other classes, here | want to take the time to give
you some tips to creating the better customer experience using the “big 3” as | like to call them.
They are:
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1. Rapport: The customer likes you. This is getting past the initial sniff test. In dating
terms: the person you are talking to hasn’t started screaming for help, called over

the bouncer, or had their eyes darting around trying to find the nearest potential escape
route. If you have rapport odds are, they are not making up some lame excuse early in your
presentation to cut the meeting short and get you out of their house. Rapport is important
because people like working with people they like, and a real estate transaction takes time.
You want to like the folks you will be stuck with and them to like you. So here are some
helpful tips to help you garner more rapport in your customer interactions.

e Keep your energy level a little higher than theirs. If your energy level is too low, you
will be seen as a “downer”. People don’t like folks that bring them down. If your
energy level is to high you will make people feel uncomfortable and think you might
be a little nuts. What you are shooting for is for your energy to be a bit higher than
theirs. This is very compelling to people as they can feed off your energy. This makes
them feel good from being around you. Think about interactions you have had in the
past; can you think of a time when someone’s energy level made you like them?

e Smile: this is an easy one. Even on the phone a smile changes the tone of your voice
and makes people feel more comfortable with you. There have been numerous
studies on just how much of a difference smiling makes on how other people
respond to you. The difference is amazing. Try it out. One of my favorite things to do
is smile at someone until they smile back. Some sour pusses take a little longer than
others but almost without fail if you smile at someone they will, in short order, be
smiling back at you.

e Do not be afraid to be funny. Just because we are in a serious business and our
product is one of the most expensive things our customer will ever buy or sell
doesn’t mean we cant have a little fun. Sometimes jokes or kidding around is exactly
what the doctor ordered. If you have a sense of humor, let it out. The world could
use a good laugh or two.

e Get comfortable: If you are more comfortable the customer will be also. Have you
ever been on a date with someone where the location is great the food is great but
the person is uber nervous? How do you feel? A little anxious or nervous too right? If
you were out on a date and things started going wrong from the start, car gets a flat,
restaurant loses the reservations and there’s a long wait, and It starts raining and no
one thought to bring an umbrella yet through it all your date is super cool just
laughing and rolling with the punches how do you feel? Probably a lot more relaxed
than with our previous person who seemed to have a stick lodged somewhere south
of the border where | hear seldom does the sun shine. Be relaxed even when things
go sideways, and it will help your customers to like you.
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e Be in atalkative state: You want to warm yourself up to be “up” prior to talking to
the customer. Most people need a bit of time to get their energy level up and get
their brain firing on all cylinders. Do this in advance so that when you do talk to the
customer you are already at your best. The need for this is most often seen when
you haven’t been talking to anyone for a little while. First thing early in the morning
most people aren’t ready to chat (excluding you morning folk.... We are not talking
about you because | want to be nice....the rest of you know what | mean). Also late
in the afternoon or when you are tired can be time when you need to work yourself
up into prime rapport building mode.

The big issue we have to realize is that even though rapport is super important it isn’t
enough. In real estate classes they often talk about rapport as the “end all, be all” of customer
acquisition tools but that is just not the case. There are people we might really like but would
never trust them to babysit your kid. We need more than just rapport to build amazing
customer service and mee the customer’s needs. That is where credibility comes in.

2. Credibility: The customer respects you as an expert in your field and sees you as a person
worth working with. Credibility is an interesting thing. It is the tool we use to answer the
customers question: “why should | work with you”. There really isn’t a way to force people
to give it to you either. It really isn’t even necessarily what you say. More so it is how you say
what you say, how you carry yourself, and the body language you use when communicating
things. Learning to take advantage of the
opportunities our interactions with the customers
give us is one of the keys to getting into long term
committed relationships with customers.

® The best way to gain credibility is not to brag.
No one likes being around Braggy
Mc.Braggerson. If you were on a date with
someone that did nothing but brag how would
that feel? How much do you think our
customer enjoys it when you pull out your top ~ ThisFhote by Unknown Author is licensed under CC
producer trophy from four years ago and your
third runner up in the second grade spelling be reginal finals? When we are talking to
customers it is a lot like dating. The customer has lots of other options and we want
them to consider us and give us a fair shake. If we are doing nothing but bragging it will
not be a good experience for the customer and so don’t be surprised when there is no

second date.
e |Instead of bragging we need to let our conversation do the work for us. We need to
discuss the market with the customer in a meaningful way for a few reasons. 1. We
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know they will be interested in the market as they are hiring us and getting ready to
participate in that market and 2. It gives us the chance to show off all we know about
the market in a way that wont be seen as bragging. This gives us the chance to make the
case for us without having to resort to tooting our own horn.

Class Exercise

If someone asked you right now “how is the market” what would you say?

Lets take a quick break to discuss talking about markets to ease customer fears:

What two things make a market? Supply and demand. We need to look at all things from
the standpoint of how they will affect either or both of those things. For example: If
unemployment goes up there are fewer people with jobs and thus fewer people who can
qualify for a loan. That has a negative impact on demand, and thus could have a negative
impact on prices. What about if developers start building? What and how does that affect the
market. It would increase supply by lowering the scarcity of homes. This would apply negative
pressure to home prices. It does not mean that home prices will necessarily go down, but it
does mean there will be a negative force applied to their upward movement. What about the
costs of land, construction costs, energy efficiency requirements, etc.?

All of these things can have an affect on the real estate market, and we should know what
that affect will be. More than that though, we need to be able to give our customers advice
based up the market trends we are seeing. Current events can also have an affect on things like
earthquakes, hurricanes, viruses, and too many more to count as well as financial things like
interest rates, wages, inflation rates, and even stock market performance all impact our market.
We need to know how and be ready to discuss it.

One big item we always need to have our finger to the pulse of is DOM. This stands for days
on market and is the single best indicator of the type of market you are in. The key thing that
tells you if you are in a buyers or sellers” market is the ratio of supply and demand. The measure
we use to determine this ratio is called the absorption rate. We look at the number of closed
sales in the past 6 months and compare it to the number of currently available homes on the
market. If there are more homes available then sold then there it will take more than six months
to sell what is available. In other words if 7 homes sold in the past 6 months and there are 21
available currently then based on 7 buyers per six months buying it will take 1 % years to sell the
current inventory and from that we know we are in a buyers’ market. If on the other hand 15
have sold in the past six months and there are 5 on the market your time on market is 2 months
and you are in a very seller friendly market. The commonly agreed upon point when a market
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switches from a buyer’s to a sellers’ market is at 6 months of inventory. In other words, 10
homes sold in the past 6 months and there are ten homes currently available for sale.

One more tip to gain credibility is to always have interesting facts to discuss. One that | used
to like to use was to check the number of foreclosures currently on the market and let the
customer know. | would then compare it to the total number of homes available and discuss
how these homes pricing compared with the non-distressed homes on the market. We could
discuss any risks and benefits of buying a distressed home. We would go into how those homes
were or were not affecting the overall market. Usually the number of foreclosures is lower than
what the customer thinks and that gives us more stuff to talk about. This once again has me
being the person bringing the interesting info about my industry that makes them feel like |
really know it well which puts their mind at ease and soothes their fear motivator.

Lastly, there are lots of scary things that can and should be discussed with the customer.
Having the conversations of what could happen is important. If you discuss a potential hazard
(i.e. the appraisal could come in low) and it happens, you are the smart agent that knew this
could happen and you have already discussed your plan how to deal with it with the customer.
If you don’t explain it the customer can feel either underinformed, misled, or that the agent
didn’t realize it could happen because they are incompetent. The technical term for the
customer thinking this way about our service is “no bueno”!

3. Trust:

Trust is the thing that tells the customer that you are not just out for yourself and your
commission, but you are out there to do great work for them. You are also out there to protect
them and give them the best possible device even if it means you make less or even no money.
They need to feel like you will place their best interest before your own. The reason why this is
so important is because of the perception that the average person have of people in our
industry. That perception is not good. They think of us as mercenaries you hire to do a job that
as long as they get paid will do it, but their loyalty lies not with you or the job but with their
money. This view inspires distrust in the customer. If you are giving them advice that is in their
best interest but also in yours they have to wonder if the advice you are giving is really good
advice for them or just you looking out for you. If you could be the kind of agent that customers
feel like really looks out for them then customers might be a lot more loyal and also a lot more
honest with you. It is up to us to change the way our customers see us. We can’t wait for them
to change we have to make it our active mission to show them we are someone that can be
relied upon to look after them and their needs.

The easiest way to gain trust is to actually run your business to look out for the
customer. Have a standard for your business that you help people to get their real estate needs
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met and commissions are a by product of your primary product, which are happy customers. If
someone that loves their home is short of money and tells you they may need to sell, the first

words out of your mouth should be “have you looked into refinancing? Maybe there is no way

to refi for them but the fact that you lead off with an option that makes you SO shows them that
your loyalties lie with them and not the money.

So, if they like you because you build good rapport, they take you as credible because
you did a great job of explaining the market to them in a clear and respectful way, and they
trust you because you always show them that their best interest is what matters to you then
you have probably just closed a customer for life. People like you are hard to find and so
customers are very unlikely to let you go. They do not feel like they can do any better. This is like
marrying somebody that you think is way better than you deserve, you won’t be the one filing
divorce any time soon would you? This is how customers are closed and how you build truly
long term and committed relationships.

Long-term committed relationships means an end to one night stand real estate and that
you are now working with customers that will only work with you. They are not out there
jumping from agent to agent treating you simply as a piece of meat to satisfy their real estate
fantasies. This is like being such a good girl or boyfriend that the other person wants you to
marry them (Yeah!!! No more dating scene) as opposed to just fooling around some and then
not calling you back. In fact, when done well enough customers will not only exclusively work
with you, but they will not let anyone they know work with anyone else but you. At this point
my marriage analogy breaks down or it is a really “interesting” situation best left for the cover
of a swingers magazine. What it does mean is that in addition to not needing to replace a
customer that jumped ship you actually have customers driving business to you. So, in effect,
your data base is no longer perpetually shrinking, or needing to be refilled with advertising
dollars; instead it is bolstered by the quality of your work and the satisfied customers that
continue to refer you their business. The best advertising there is for your business is the work
you do.
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Chapter 3

Minel!l

Something else to know about our customers is that they are becoming more selfish.
This appears to stem from changes made in the school system. It has become the crusade of
most educators to keep children’s self esteem as high as is possible. Self esteem is good right?
Well it can and it can’t be. If in an effort to keep people feeling good about themselves, you lose
the ability to make them aware of things that need correction that can be a problem. This limits
people’s ability to grow and makes them blind to their faults. It is often we here things like
people should love you for who you are. This sounds good, but does not take into account that
for some people being excluded was how they learned the need for deodorant and personal
hygiene. What does this have to do with our customer? Well this push for self esteem has
resulted in a much greater percentage of people being undiagnosed narcissist. When a
customer’s world revolves around themselves it changes their motivations and expectations.

A brief side note about self-esteem: High self esteem is actually very helpful for female
students. Scientific studies show that they score much better on tests than do female students
with neutral or lower self-esteem. These studies are conducted by showing one group of
women videos of women in empowered situations, another group is shown a video of women
in a situation where they are taken advantage of or made to feel weak, and the third group is
shown a completely neutral video. The scores are always best with the group that watched the
empowering video and worst on the group that watched the video designed to lower self
esteem with the neutral video watchers test scores in between the two. These studies and
others like them are the basis for the self esteem movement in education.

There is one teensy, tiny issue. When boy’s self-esteem is higher, they actually score
worse on tests. The results are pretty rough for boys. They are doing worse in school than ever
before and they are not completing college at an incredible rate. Close to 75% of men that start
college will not complete as opposed to only 25% of women that drop out. It turns out boys do
better when their self esteem is lower. This is probably why drill sergeants aren’t interviewed for
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their jobs based on their nurturing & mothering abilities. Guys need a challenge to get them
going. Studies show that if they their self-esteem is too high, they just don’t study for the test.
So, basically guys now think a whole lot more of themselves than they used to but do a whole
lot less. It also explains why so many 30-year old’s are still living in moms basement instead of
making their way in the world.

If our customers are all about themselves what does that do to us and how we need to
handle them? The biggest place will be in their expectations from you. They think they are
perfect little snow flakes and for this reason they do not like to have the data they look at
guestioned. If they did their research on (fill in the online RE site of your
choice) they don’t want you to bother them with little inconvenient things like facts. Narcissists
remember are enamored with themselves and they want others to be too. They can be very
disrespectful of you and your knowledge as they know everything because no one ever looked
them in the eyes and said something like: “That is a terrible idea, Do better.” Okay maybe that is
too mean, but some folks probably really need to hear that. Because this is what our customers
can be like finding ways to preserve their delicate view of themselves and still carve out
credibility and value for yourself is critical.

Carving out value with folks like this is hard. Carving out value is establishing the fact
with the customer that we have knowledge and abilities that makes at least if not more valuable
than the amount of compensation we are due to make in a successfully completed transaction.
That is what we need to make our customer realize. To do this care must be paid to the fact that
they don’t do well with being “called out” for things. Giving them a way to save face will allow
them to preserve their illusion of being the greatest thing to the human race since the advent of
the PBJ sandwich, and at the same time allow you to show why you are worth the big bucks. An
example would be customer says something that is just wrong. i.e. “Home prices fall all the
time.” You respond as if you misunderstood what they said. You’re right home prices hardly ever
fall, and that is largely based upon the fact that they are inextricably linked to median income
which also almost never falls. In fact, if you were to put a straight edge from the year 1900 to
the present you would see a consistent 2.5-3% increase in the price of homes year on year. That
is why you are so smart to be buying a house right now”. This serves a couple of purposes 1. It
lets you show your knowledge and value to the customer. 2. It lets the customer save face. 3. It
contributes to global warming with all the sunshine you blew up the customers back side.

One other tough part of dealing with narcissistic customers are their expectations of
you. They assume because they are so amazing you will have nothing to do but to cater to their
every whim. Folks like this are the ones that call you three times in a row send a text email and
write a letter to Santa Clause about you if you don’t immediately answer their phone call. For
folks like this it is necessary to set boundaries. Usually letting them know subtly all that you
have more going on in your life than they do, and more important things besides can help. The
other option is to actually have a talk and set down boundaries. If the customer can’t
understand that you are another living breathing human being that has a life, then it may be
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better to let the customer go. This is a reason to keep an agent you really don’t like card in your
desk (a referral can be a wonderful weapon). Sitting down with them and saying something like:
“I' have allocated this time to work on your situation. | have several other folks that also need
my attention. | want to make sure | am handling everyone fairly and that | am giving you all of
the time that you are due.” They do not know how difficult our job is, and because the universe
revolves around them, they don’t care. You need to make them care. The reality is dealing with
folks like this can suck the life out of you and you will lose other business you could have,
because they are draining you of the energy you need. Don’t be afraid to stand up for yourself.
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Chapter 4

People are lonely

One of the most interesting thing s there is to read about is

how the most interconnected generation of people to walk the face of
the earth is also the loneliest ones to do so. That is right. The younger
people are the lonelier they are. There is a certain itch for human
companionship that a small screen just can’t scratch, and it is making
people sad and miserable. Levels of depression streaming from this
loneliness have reached epidemic proportions. The number of
anti-depressants being prescribed and number of folks seeking
alternative cures for depression on search engines has risen
dramatically and continues to do so. This loneliness is mixed with
incredible business. People are so extremely busy that they have no time for others. This leaves
them lonely and without the key thing they need to cure it: quality time with other humans.

This Photo by Unknown Author is
licensed under CC BY-MNC-ND

Gone are the days of bowling leagues or work folks coming over to help each other work
on their cars on the weekend. Folks go home after work now binge watch some Netflix and pass
out. All the time they are doing that of course they are tweeting, posting, liking, commenting,
and hash tagging their way to loneliness. If you look at the fastest growing hobby in the US right
now it seems to be a strong push back against this culture of disconnectedness, we are living in.
The fastest growing hobby in the US is board gaming. That’s right people are getting all low tech
in record numbers and are sitting across the table from other real people and doing this thing
called talking, but its really weird talking because the person you are talking to is actually not
only in the same country, but actually in the same room as you. The fact is even when we tend
to spend time with folks it is usually watching something on a screen together and not directly
interacting with them. This lack of connectedness is leaving holes in peoples lives. Recognizing
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these holes allows us to meet needs outside of our industry that can build tremendous
customer loyalty.

One of the best things to do with someone that is lonely is to actually spend time with
them. Rather than sending a form post card or setting them up in constant contact to get
spammed actually taking the time to be different and pick up the phone and call people. | can
hear the pained screams from agents saying they are too busy for this incredibly arduous
undertaking. The reason you are too busy is because you are engaged in a bunch of activities to
earn back the business you are not taking advantage of by taking better care of the customers
you have. There are agents that send house warming gifts or marketing pieces with magnets for
their fridge twice a year but won’t pick up the phone to say hello and see how their customer is
doing.

When you pick up the phone and actually talk to your customer for no other reason than
to check up on them do you think you have a lot of competition from other agents that do the
same thing? Our business is a lot like talking to a woman at a bar. If a fella walks up and uses the
most lame and tired line this lady has heard a million times before and another guy comes along
and says something she hasn’t heard and wasn’t even expecting, that is so funny, she nearly fell
off her bar stool, which one do you think is getting her number? We need to be fella number
two. We must be the creative ones doing what other folks don’t think of or unwilling to do.
Recognizing and capitalizing on these things is what separates you from every other agent that
tries to “chat up” your customer. They may talk to another agent but when you are doing the
right things to show them you care, you can rest assured they are still going home with you at
the end of the night.

Let’s look at some objection’s agents raise to doing this. Obviously when you think about
implementing a plan like calling people you run the risk that the customer doesn’t answer. So,
you leave them a voice mail. Wow, now that was a hard solution. | would also recommend
shortening your call back time on a follow up call if you do not speak to them in person. For
instance, normally | call customers once every four months. If | don’t get them, | leave a
voicemail letting them know | was thinking about them. Then | will reschedule their callback for
1-2 months out instead of three. | do this because while the voicemail shows that | personally
reached out it does not give them the chance to tell me about what is going on with them. The
giving of information to you is what makes people feel close with you. | want the customer to
hear my voice and feel like | genuinely care about what they tell me.

How am | supposed to remember what they tell me when | call them back months later?
If they tell me something serious is going on, | make a note of it with their call back reminder so
| can ask about it when | do call back. While that may not seem very sweet and cuddly of me
(that I need notes) it is effective and makes the customer feel like | care. | do care but my
memory isn’t great, but my notes never forget anything. Caring enough to recognize your
weaknesses and then making the effort to set up systems to show your customers you care is
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probably more caring than happening to be gifted with a great memory. Let your follow up
system do the remembering and you do the part that most people are to lazy to do and just pick
up the phone.

What if they want to talk forever and | can’t get them off the phone? This you can
handle with your salutation line of the call. Something along the lines of: “I was just thinking of
you and a minute before this meeting | have to attend. Wanted to give you a call to see how you
are doing.” Or Hi how are you | have been thinking about you and had a quick second. What’s
new with you”? These both build in an automatic time constraint. It also lets your customer
know that you are very busy, but never to busy to call them, because they are important to you.
This kind of loyalty and care means they will be much more likely to call you whenever they
have anything real estate related to discuss. Even if it is just a call with a question, you have the
customer calling you. That means when they think of real estate, they are thinking of you. The
amount you would have to spend on advertising to get that position in someone’s mind would
be insanely expensive (like Kardashian plastic surgery budget expensive).

You are going to spend time on marketing and customer acquisition activities. It is time
to start working on keeping clients. Make customer retention activities a part of your business
and give it the time it deserves. Spending time to make people know they matter to you will
make you stand out from your competition and pay huge dividends in your business. It will
reduce the amount of time and money needed to bring in new customers, because your old
customers will love you and never want to work with anyone else.
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Chapter 5

Your customers comfort

What is the reason Target takes so much

business away from Walmart? Target gives the
impression of doing what Walmart does but
everything somehow just seems nicer. People feel
like they are in a better store when they go into a
Target than a Walmart. How about the Starbucks
experience vs the Dunkin Donuts experience? Both
offer a cup a joe. One is more expensive but
otherwise both offer pastries and sandwiches.
Dunkin even has the broader menu. Yet Starbucks
takes a huge share of that market. Why does this
happen. One thing we can learn from the spending This Photo by Unknown Author is licensed under CC BY-54
patterns of people now is that they will pay for a

more premium feeling experience. This can be seen all over the place. Places that are actually
priced higher than their competitor’s actual outperform their competitors even though they are
charging prices that are higher. How can this be you may ask? People are willing to pay for
comfort. Mor ificall le will feel mor mfort

As a child | remember going to our most local shopping center, Winn Dixie. | never really
enjoyed going there but it was close, and the prices were good, so my parents always went
there. Then a few years later a new Publix was opened fairly near us as well. It was not as close
as the Winn Dixie and the prices were not as good. We literally drove by the Winn Dixie every
week when we went shopping to get to the more expensive Publix. Why did this happen? The
store just looked better. It gave us a feeling of being a good clean place to be. There was nothing
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inherently dirty or wrong with Winn Dixies store. Maybe the lighting wasn’t quite as good, and
maybe the fact that it was never very busy gave the feeling that no one wanted to be there. The
overall effect was that we were less comfortable shopping at Winn Dixie and more comfortable
shopping at Publix.

How much time have you given the thought process of the customer experience people
have when working with you? Do folks feel like you are a Starbucks or a Dunkin Donut? Is
Dunkin Donuts who you are looking to be? The reality is Starbucks and Dunkin do well. There is
a market out there for both. The question you need to consider is: what is your market? and
how do you create the type of experience your customer group wants? There is no requirement
that you be a certain way, but there should be a desire on your part to give your customers the
experience they expect and will keep coming back for. Apple spends a ton of time designing
their packaging to assure the experience of opening their products will be commensurate with
what an Apple user should expect. The opening process for them is designed to delight and
bring drama to the moment when you meet your new device. They do this because they are
considering how you feel and think. How is that working out for them? | hear they sell a couple
of units here and there (This is sarcasm. Any attempt to take this literally will cause an
immediate eye roll along with the potential of mockery from your friends).

Focusing on the little things that create the environment that your customer interacts
with you in will affect how they feel when working with you. If Winn Dixie just installed some
more lights and maybe changed the color of the aisle signs it may have been enough to make
their store more inviting. Competing on price and offering to cut commissions is not enough.
When you are doing that you are really paying for customers to overlook their discomfort
instead of addressing the things that could give them a better overall experience. Look at what
you are selling and ask what those customers expect. If you are selling Key West real estate
customers may be expecting an agent to be wearing board shorts, flip flops and a Ron Jon t-shirt
while looking a bit like Earnest Hemingway and having an adult beverage always in hand. If they
are buying a penthouse in Manhattan, they may be expecting suit, tie, French cuffs w/cuff links
etc. The agent from Manhattan probably drives a luxury car that is immaculate and the agent
from Key West has one of those little cars where everyone peddles to make it go. If the Key
West guy went to try to sell In Manhattan people would be very uncomfortable and would
probably suggest he start his trip to New York at Bellevue (the psychiatric hospital). Our
Manhattan agent probably would fair too much better in Key West. Seriously! Who Wares a tie
in Florida?

What does you card look like, your car, your briefcase, email signature, etc...? Spend the
time to think about how every piece of what you do contributes to the overall experience of you
customers have. Make sure their experience is the one you want them to have. If you don’t
think that is important just ask Sears and K-Mart.
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All the things we have discussed have encouraged you to have a better understanding of
your customer. To see and address their expectations whether they are aware of them or not
will allow you to separate yourself from the competition. In doing this, customers will be forced
to take notice and take you as credible and worthy of their business. If you do this well enough
customers will think themselves blessed to have found someone as good as you. When
customers feel that way, they do the advertising for you so you can focus on closing more deals.
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