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CHAPTER
1 MREA OPERATIONS: LEAD GENERATION

|_ead
Generation

The Lead Generation Processes...

Set up and Maintain Contact Database.

Design Your Lead Generation Plans.

Establish Marketing Plans.

Establish Prospecting Plans.
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CHAPTER
1 MREA OPERATIONS: LEAD GENERATION

Set up and Maintain Contact Database

Overview

Your lead generation is dependent upon the size and effectiveness of your database. The more contacts you add
to your database and the more efficiently you manage those contacts, the more leads your marketing and
prospecting will generate.

1. Use a Contact Management System (CMS) to set up and use your database effectively.

1.1. Use the CMS to track birthdays, anniversaries, and Home anniversaries (the anniversary of when a
buyer purchased their home).

1.2. Use the CMS to track the Category, Source, Activity (whether or not they are a buyer, seller, or both),
and their Status or Level of Urgency (for example, will they be buying within the next month or 6
months down the road).

1.3. In a team environment, use the CMS to “assign’ a particular client/prospect to a Buyer Specialist or
Listing Specialist and then for that person to update the client/prospect record with notes about each
contact. This provides the Lead Buyer Specialist and Lead Listing Specialist with a means to keep the
team accountable to providing the expected levels of service. They will be able to see if contact is
consistent or broken.

2. Use your prospecting activities to generate new contacts for your database. Set up a system for your team
members to submit new contacts that you will use to feed your database.

2.1. Once you have your database set up in a CMS, you will need to put several processes in place to
maintain and utilize it. The first of these processes is to systematize the way in which you feed your
database. Your prospecting will yield several new contacts on a weekly basis. Your team members
must regularly input new contacts into the database.

2.2. Everyone must use the same procedure in tagging clients. Set up a policy for how your CMS will be
used. You will need to define your categories, sources, and status codes and then make sure that these
are used consistently.

3. Sort your database to increase your marketing effectiveness and to reward those who are helping you grow
your business.

3.1. Once you have a system in place to feed your database, you then have to sort your database by groups
or categories to better utilize it. Sorting your database allows you to target specific groups within your
database to increase your marketing’s effectiveness.

3.2. Some effective categories include Sphere of Influence, Allied Resources, Past Clients, Advocates, etc.

3.3. Once you have established your categories, you will need to manage it. This is where consistency
becomes important.

(continued on the next page)
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CHAPTER
1 MREA OPERATIONS: LEAD GENERATION

Set up and Maintain Contact Database

Overview (continued)

4. Systematically prospect and market to your database using the 8 x 8, 33 Touch, and 12 Direct programs.
You should customize these programs to suit your clients. Frequent touching of your contacts in your
database is the only way to stay fresh in their minds.

5. Periodically clean out your database of stale contacts.

5.1. Using a direct mail piece each month is helpful in that you can pay the additional postage for ‘return’
service — the post office will notify you of undeliverable mail and provide a forwarding address when
available. This helps keep your database up-to-date.

5.2. In addition, annually your team should go through and “clean up” the database. This is best done in
small chunks. Assign team members letters of the alphabet and take it one step at a time.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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CHAPTER
1 MREA OPERATIONS: LEAD GENERATION

Set up and Maintain Contact Database

Set Up Your Database

1. When you first select your Contact Management System (CMS) you will need to define some key fields to
be used in your database. These include:

1.1. Category. The category you select represents the relationship you have with that person and will
impact the level of communication. You will need to make sure that your team is clear on what each of
the categories means to you and make sure that they are used consistently. Refer to the Contact
Database Groups on page

1.2. Source: You will want to know the source of the prospective client. This includes Sign Calls, Cold
Calls, Direct Mail, FSBO, Referral, etc.

1.3. Activity: You will want to know if the contact is an Active Buyer, Active Seller, Both Active Buyer
and Seller, Prospective Buyer, or Prospective Seller.

1.4, Status or Level of Urgency: You will need to determine how you will classify the urgency of your
prospective clients. For example: An A seller would be someone who is ready to do business
immediately or within 1 month, whereas a B seller may be someone who will not be ready until 1-3
months from now.

1.5. Keyword fields: You will need a database that allows you to search by keywords, such as the name of
the company they work in or the geographic farm that they belong to.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.

© 2004 Keller Williams Realty, Inc. MREA Operations Manual v3.2 1-4



CHAPTER
1 MREA OPERATIONS: LEAD GENERATION

Set up and Maintain Contact Database

Feed Your Database

Once you have your database set up in a CMS, you will need to put several processes in place to maintain and
utilize it. The first of these processes is to systematize the way in which you feed your database. Since you will
need a large number of contacts to generate millionaire-level production, your team will utilize prospecting and
marketing to feed new contacts into your database daily.

1. Team members should enter new contacts into the CMS any time:

a. A prospective customer calls looking to buy or sell a home. Use the Buyer Interview sheet or
the Seller Interview sheet to gather the necessary information.

b. They meet anyone who is a potential client, Allied Resource, Advocate, etc.

2. New contacts must be placed in a Category and Group (see page 1-7) within your database.

3. Keep notes on all correspondence with each contact in the CMS.

4. For new contacts who are in the process of completing a real estate transaction with the team, use the
completed Seller Interview sheet or Buyer Interview sheet to add the contacts information into the
database initially. Update the contact’s information with personal information (birthdays, hobbies, etc.)
from the VIP Questionnaire. Set calendar reminders for birthdays and anniversaries.

5. For new contacts who are not in the process of completing a real estate transaction with the team, such
as someone you meet at a party or in the supermarket, you will need to enter their pertinent information

into the CMS as soon as possible after meeting them. Refer to Pertinent Contact Information on page 1-
6.

(continued on the next page)
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CHAPTER
1 MREA OPERATIONS: LEAD GENERATION

Set up and Maintain Contact Database

Feed Your Database (continued)

Pertinent Contact Information
When inputting contact into your database, be sure to include all relevant information.

1. The following information is a must have for all of your contacts:
Q Name
Phone number (home, mobile, and office)
Home Address
Email Address
Notes on past correspondence
Referral Source
Database group (see page 1-7)
Active (Are they actively searching or selling or are they prospective buyers or sellers?)

OO0 000D O

Status level (“*A’s” ready to buy/sell now, “B’s” ready in 1-3 months, etc.)

2. The following information is nice to have for all of your contacts, but is a must have for your Inner
Circles:
O Birthdays

Spouse’s/Children’s birthdays

Children’s names

Anniversary

Hobbies

Job position

I I Iy Ny Ry

Company

You should calendar all important dates (birthdays, anniversaries, etc.) and set calendar reminders, so
you remember to call these contacts on those dates.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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CHAPTER
1 MREA OPERATIONS: LEAD GENERATION

Set up and Maintain Contact Database

Feed Your Database (continued)

Group Your Database

Categorize the contacts in your database using the Contact Database Groups:
1. Every contact in the database must be placed in a Category and Group.

2. Leads will be categorized as either Met (people you have met) or Haven’t Met (the general public or a
targeted group of people you haven’t met).

3. Your Met and Haven’t Met databases should be further divided into groups of relevance. Divide your
Haven’t Met database into the public en masse and a targeted portion of the public. Your Met database will

be divided according to their relevance to your business. Use the chart on the next page to guide you in
sorting your database into groups.

4. Each group should be marketed to differently (see pg. 1-9) to maximize your marketing dollars.

(continued on the next page)
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CHAPTER
1 MREA OPERATIONS: LEAD GENERATION

Set up and Maintain Contact Database

Feed Your Database (continued)

Group Your Database (continued)

Category

Group

Definition
People you haven’t met and who

Lead Generation Strategies
Implement Marketing and Prospecting

General don’t know you. activities from the two broad prospecting
Public categories and the eleven broad
marketing categories. Refer to the list on
pg. 1-27.
HAVEN'T
MET People you haven’t met and don’t Implement a very specific marketing
Target know. It differs from the General campaign to this group. Utilize the 12
Group Public in that you have targeted Direct strategy.
them as people with whom you’d
specifically like to do business.
Individuals who know you because | Launch a tighter; more directed
Network | yoy have met them either in person | marketing campaign in hopes of building
Group or by phone. Might do business a strong relationship and generating more
with you. business per person than from the Target
Group. Utilize the 8 by 8 and 33 Touch
strategies.
: A very select subset of your Met Market to them in the same manner as
Allied Group. Individuals you expect your Network Group. In addition, meet
Resources | ejther to do business with or to with them one-on-one for a meal, a visit,
receive business leads from every or a party several times a year.
year—usually, multiple times. Can
and/or have done business with you.
MET People who not only have done Market to them in the same manner as
Advocates | psiness with you in the past and your Allied Resources. Some (the most
will continue to do so in the future, influential) you would see as often as
but will actively bring other people | once a month.
to you to do business, as well.
Not only can and will do business Market to them in the same manner as
Core with you, but they are well placed— | your Advocates. In addition, you should
Advocates

owner of a sports team, executive at
a large corporation, a builder, etc.—
and will send you a steady stream of
clients.

be providing some sort of service (e.g.,
screening potential employees, real estate
investment advice, etc.) to them that
improves their business as they are
referring people to you to increase your
business.
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CHAPTER
1 MREA OPERATIONS: LEAD GENERATION

Set up and Maintain Contact Database

Systematically Market to Your Database

Systematizing your approach to your database is essential given the large number of contacts that you must
have. You will market differently to the various groups that you create within your database.

In addition to setting up groups, you will also use several plans. Plans are to do lists that are launched in your
CMS that remind you how and when to communicate with your contacts:

1. For your targeted Haven’t Met database (i.e., purchased address lists), use the 12 Direct program to
market to them and try to move them into your Met database. For information on creating your 12
Direct program, refer to page 1-13.

2. When you meet someone and get their contact information, enter them in your database as part of one of
the groups in your Met database (Sphere of Influence, Allied Resource, etc.). You will then either begin
an 8 x 8: General or feed them through a specialized 8 x 8 specific to their needs, for example an 8 x 8
for FSBOs. For information on creating your 8 x 8 plans, refer to page 1-14.

3. When a contact finishes their 8 x 8 plan, put them on the 33 Touch: General plan or a 33 Touch plan
specialized to their needs, for example, a 33 Touch plan specifically for your ‘Clients for Life’. For
information on creating your 33 Touch plan, refer to page 1-23.

4. You should be continually asking contacts for referrals. Those that are willing to send you referrals
should get the most of your lead generation time. They should be placed on the 33 Touch: Advocate
Appreciation plan (see pg. 1-26) through which they receive items of value.

5. Those contacts who actually do send you referrals should be rewarded for their efforts. And they should
be rewarded at every stop of the referral’s real estate transaction.

(continued on the next page)
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CHAPTER
1 MREA OPERATIONS: LEAD GENERATION

Set up and Maintain Contact Database

Systematically Market to Your Database (continued)

Your goal in marketing to your database is to constantly be moving people from the General Public, whom you
have never met, to the inner circles of your Sphere of Influence — your Allied Resources, Advocates, and Core
Advocates. The following diagram illustrates how this would work.

The Path to the Inner Circle
General Public

Haven’t Met Group

Target Group
Haven’t Met Group
Network
Met Group

HAVEN'T
MET

MET

Prospecting and
Marketing

Your Strategy: Generate Leads and Move People into Your Inner Circles

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
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CHAPTER
1 MREA OPERATIONS: LEAD GENERATION

Set up and Maintain Contact Database

Updating Your Database

Your database must be continually updated:

1. Every time a contact completes a transaction or finishes a plan, be sure that:
a. Their contact information is updated.
b. They are in the correct database category and group.
c. They are on the correct database plan.
d. The notes are current*.

2. Every time a contact finishes a plan, be sure that:
a. They are in the correct Categories.
b. They are on the correct plan.
c. Their notes are current.

3. Annually your team should go through and “clean up” the database. This is best done in small chunks.
Assign team members letters of the alphabet and take it one step at a time.

4. Every 2-3 years, send everyone in your database an “Updating Our Contact Information” notice
requesting updated information.

*It is very important that all team members record the dates and relevant highlights of any correspondence with
a contact. Recalling important details about a client lets them know that they are important, but this can be
difficult on a team since different team members interact with the client. Keeping notes in the CMS allows
anyone on the team to be able to quickly look at the client’s history and carry on a continuing dialogue with him
or her.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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CHAPTER
1 MREA OPERATIONS: LEAD GENERATION

Design Your Lead Generation Plans

Overview

1. After you have entered a new contact into your database, place them on the appropriate lead generation
plan:

1.1. Targeted Haven’t Met database contacts are all placed on the 12 Direct program.

1.2. For new contacts who are not in the process of completing a real estate transaction with the team,
choose the appropriate 8 x 8 plan for the contact:

1.2.1. 8 x 8: General

1.2.2. 8x8: FSBO

1.2.3. 8 x 8: Expired/Withdrawn

1.2.4. 8 x 8: Follow-up For Prospective Sellers
1.2.5. 8 x 8: Follow-up for Prospective Buyers

1.3. When new contacts complete their real estate transactions with the team or finish their 8 x 8 plans, place
them on the appropriate 33 Touch plan:

1.3.1. 33 Touch: General
1.3.2. 33 Touch: Client for Life
1.3.3. 33 Touch: Advocate Appreciation Program

1.4. At anytime during a plan, if the contact asks to be removed from your database, stop their plan and
either:

1.4.1. Delete their mailing address, or

1.4.2. Type a note on the address line or in the notes section that reads ‘Contact does not wish to
contacted.’

2. In addition to your systematized lead generation, you will continually market and prospect to the general
public utilizing several different methods. Refer to page 1-27 for more information.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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Design Your Lead Generation Plans

12 Direct

12 Direct is a systematized method of working the Targeted Haven’t Met portion of your database. It stands for
twelve direct mail pieces sent out annually (one every month):

1. Your direct mail pieces can be in print, electronic (such as an email drip campaign) or a combination of the
two.

2. Your Targeted Haven’t Met database includes your mailing lists for farm areas and/or any other
demographic groups.

3. Marketing pieces should be focused on marketing the benefits of working with you and your team and sent
to mailing lists obtained from your local printer or direct mail company.

4. To save time and money, plan and set up a twelve-month campaign prior to the beginning of the year; then it
can go on automatic pilot for the year. You can schedule e-mail drip campaigns on the Keller Williams
Intranet. Go to SmartMarketing/E-Card Center.

5. As new marketing ideas or materials come in, save them in a “Marketing Ideas Binder”. In addition, keep
samples of all of the marketing materials that you send out. Make sure that you track cost per piece,
postage, and where to order the materials. This will all help you in planning next year’s activities.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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Design Your Lead Generation Plans

8 X8

The 8 x 8 is a way of making you stand out in a new contact’s mind as the person with which they associate
anything having to do with real estate:

1. Choose the appropriate 8 x 8 plan for the contact:
a. 8x8: General
b. 8x8:FSBO
c. 8 x 8: Expired/Withdrawn Listings
d. 8 x8: Follow-up for Prospective Sellers
e. 8x8: Follow-up for Prospective Buyers

2. Refer to the following pages for information on how to design your 8 x 8 plans.

(continued on the next page)
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CHAPTER

1 MREA OPERATIONS: LEAD GENERATION

Design Your Lead Generation Plans

8 x 8 (continued)

8 x 8: General

Week 1 Drop off a letter of introduction, your personal brochure, a market report, and
your business card.

Week 2 Send a recipe card, inspirational card, community calendar, or market
statistics.

Week 3 Send a recipe card, inspirational card, community calendar, or market
statistics.

Week 4 Make a telephone call:

“Hello, this is from Keller Williams Realty. Did | catch you at
a good time? How are you? Did you happen to receive the

Have you had a chance to look at it? The reason I’'m calllng is to find out
who you know who might be buying or selling their home...

Week 5 Send one of your free reports.

Send a real estate investment or house maintenance tip.

Week 7 Send a refrigerator magnet, notepad, or other usable giveaway (not

throwaway!) with your name, logo, and contact information on it.

Week 6 J

‘ssaulsng [el4a)al noA anlb 01 moy
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Week 8 Make another telephone call:

“Hello, this is from Keller Williams Realty. Did | catch you at
a good time? How are you? Did you happen to receive the that
I sent you? That’s great. Did you have any questions? As you can tell, |
really hope you will allow me to be your Realtor for life. And also, let me
just give you a quick reminder that if you happen know of anyone who might
be buying or selling their home, could you please share their name with me
or my name with them...”

(continued on the next page)
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Design Your Lead Generation Plans

8 x 8 (continued)

8 x 8: FSBO

Below is an 8 x 8 plan for a For Sale by Owner. One of the key items of value you will provide to a For Sale by
Owner is the FSBO Packet, which is explained in more detail on the following pages.

Refer to the MREA
Scripts Catalog for
Scripts to use in
scheduling a preview.

Call to schedule preview. Preview property and leave FSBO Packet.

Send “How to Avoid the Five Deadly Mistakes When Selling Your Home:
Mistake #1—Pricing the Home Incorrectly” card.

Send “How to Avoid the Five Deadly Mistakes When Selling Your Home:
Mistake #2—Failing to Showcase Your Home” card.

Make a telephone call:

“Hello, this is from Keller Williams Realty. Did | catch you at
a good time? How are you? Did you happen to receive the

Have you had a chance to look at it? The reason I’m calling is to find out |f
you happen to know of anyone who might be buying or selling their home...

Send “How to Avoid the Five Deadly Mistakes When Selling Your Home:
Mistake #3—Using a Hard Sell during Showings” card.

Send “How to Avoid the Five Deadly Mistakes When Selling Your Home:
Mistake #4—Not Heeding Showing Feedback” card.

Send “How to Avoid the Five Deadly Mistakes When Selling Your Home:
Mistake #5—Thinking Open Houses and Newspaper Ads Will Sell Your
Home” card.

'ssaulsng [ellajal noA anlb
0] MOY UO SUO0I1oNIISUl pue Japulwal 3ainb © aney pjnoys yoanol ajbuis A1an3

Make another telephone call:

“Hello, this is from Keller Williams Realty. Did | catch you at
a good time? How are you? Did you happen to receive the that
I sent you? That’s great. Did you have any questions? As you can tell, |
really hope you will allow me to be your Realtor for life. And also, let me
just give you a quick reminder that if you happen know of anyone who might
be buying or selling their home, could you please share their name with me
or my name with them...”

(continued on the next page)
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CHAPTER
1 MREA OPERATIONS: LEAD GENERATION

Design Your Lead Generation Plans

8 x 8 (continued)

FSBO Packet

As part of the 8 X 8: FSBO, send out the FSBO Packet. The FSBO Packet includes the following forms. Use
the FSBO Packet Checklist to ensure that you include all of the documents:

1. The FSBO Packet cover sheet should be eye catching and offer to help the consumer (e.g., “Your Guide
to Survival in the World of Real Estate™). It should also have the team name, logo, and all contact
information.

2. The Sign In Sheet - FSBO is a subtle reminder to sellers that without an agent, they are responsible for
things like open houses. Explain to the FSBO that they can use the Sign In Sheet to log potential buyers
who come by during an open house. The seller should then follow up with everyone on the list to get
feedback. Explain that this is something that your team would do if you were representing the seller and
that it is an effective method for finding out what is on the minds of the buyers and to track how much
‘traffic’ comes through the house.

3. The Service Provider List is a way of letting sellers know that you have connections that make you a
valuable resource for their real estate needs.

4. The Security Tips — FSBO sheet reminds sellers that without an agent they are responsible for screening
potential buyers. It should question the sellers about such things as how they are going to prescreen
strangers, and how they are going to allow Realtors to show their home when they aren’t there.

5. The Litigation Checklist — FSBO reminds sellers that there are legal issues surrounding the sale of
property that you as a professional Realtor would help them to navigate through.

6. Preparing Your Home for Sale is a checklist for the sellers to get their home cleaned and repaired for
sale. It reminds sellers that there is a lot to selling a home and that a professional knows how to make a
house sell quickly.

7. The Seller’s Disclosure is a state-specific form and can be obtained from your local board of realtors.
Make sure that you explain the instructions for filling out the Seller’s Disclosure.

8. The Mold Disclosure form is state-specific and can be obtained from your local board of realtors. Make
sure that sellers understand that this form can have legal ramifications and should be filled out properly.

9. The Homeowner’s Association Disclosure form is state-specific and can be obtained from your local
board of realtors. Make sure that sellers understand that this form can have legal ramifications and
should be filled out properly.

(continued on the next page)
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Design Your Lead Generation Plans

8 x 8 (continued)

8 x 8: Expired/Withdrawn Listings

Below is an 8 x 8 plan for an Expired/Withdrawn Listing. One of the key items of value you will provide these
sellers is the Expired Packet, which is explained in more detail on the following pages.

Hand-deliver Expired Packet.
Refer to the MREA:

Scripts Catalog for
additional scripts to
use in working with
Expireds/Withdrawn
Listings.

Make a telephone call:

“Hello, this is from Keller Williams Realty. Did I catch you
at a good time? How are you? Did you happen to receive the

? Have you had a chance to look at it? The reason I’'m
calling is to find out who you know who might be buying or selling their
home...”

Send “Your home didn’t sell? Did your Realtor offer: ?”
card.

Some Sample
marketing cards might
include: ‘Did your
Realtor offer...

1. Ateam of
dedicated
consultants.

2. Anultimate
marketing system.

3. A guaranteed sale
program.

Make sure that

whatever your card

references is a service
your team offers.

Make another telephone call:

“Hi, this is from Keller Williams Realty, following up on our
conversation from last week. Have you given any more thought to putting
your house back on the market...?”

Send market statistic or special report.

Make another follow-up telephone call.

'ssaulisng [e4iajal noA anlb 03

Send “24/7 Talking Ads” card, Just Listed/Just Sold card, or some other
card that highlights your marketing ability.

Make another telephone call:

“Hello, this is from Keller Williams Realty. Did | catch you
at a good time? How are you? Did you happen to receive the

that | sent you? That’s great. Did you have any questions?
As you can tell, | really hope you will allow me to be your Realtor for life.
And also, let me just give you a quick reminder that if you happen know
of anyone who might be buying or selling their home, could you please
share their name with me or my name with them...”

MOY UO SU01oNJISul pue Japulwal %oinb e aaey pinoys yanoil a|buls A1lan3

(continued on the next page)
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CHAPTER
1 MREA OPERATIONS: LEAD GENERATION

Design Your Lead Generation Plans

8 x 8 (continued)

8 x 8: Expired/Withdrawn Listings (continued)
Following are some key points about the 8 x 8 plan for Expired/Withdrawn Listings:

1. You will notice that the 8 x 8 plan for an Expired/Withdrawn Listing occurs in days, not weeks. Thirty
to fifty percent of all Expired/Withdrawn Listings will re-list within one week of expiration. Seventy to
eighty percent will re-list within thirty days. So, it is critical with an Expired/Withdrawn listing that you
make contact quickly and frequently within the first two weeks.

2. While the plan is numbered “day 1”, “day 2", “day 3”, etc., not all days occur consecutively. Your goal
should be to complete the entire plan within 2 weeks. However, you don’t won’t to overwhelm the
seller or seem pushy, so you should allow a day or two between contacts.

3. Some possible marketing cards include:

U ‘Did your Realtor offer... A team of dedicated consultants’
U ‘Did your Realtor offer...An ultimate marketing system’

O ‘Did your Realtor offer...A guaranteed sale program’

Make sure that whatever your card references is a service your team offers.

(continued on the next page)
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CHAPTER
1 MREA OPERATIONS: LEAD GENERATION

Design Your Lead Generation Plans

8 x 8 (continued)

Expired Packet

As part of the 8 X 8: Expired/Withdrawn Listings, send out the Expired Packet. The Expired Packet includes
the following forms. Use the Expired Packet Checklist to ensure that you include all of the documents:

1. The Expired Packet cover sheet should be eye catching and offer to help to the consumer (e.g., “So
Your House Didn’t Sell? Now, What?”). It should also have the team name, logo, and all contact
information.

2. The Facts about Expired Listings sheet should give the statistics and factors surrounding expired listings
in your area. Tell them why homes don’t sell and what they can do to ensure theirs will.

3. Your Team Mission Statement should clearly articulate what your team’s purpose is.

4. Your Introduction to the Team lists all of the professional credentials, awards, and recognitions for your
team members. It should also talk about years in the business and production totals. Your numbers
should always zone in on what it means to your client.

5. The Getting to Know Your Realtor sheet is a list of questions that the seller should use to interview
competing agents. Make sure that you know the answers to these questions and that you can point to the
answers in your Seller Book during the Listing Consultation. This is where you must know your own
numbers. This includes average days on the market vs. the local board, your list to sales price ratios
compared to the local board, etc.

6. Testimonials from past clients touting the virtues of your team should also be included in your Expired
Packet.

(continued on the next page)
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CHAPTER
1 MREA OPERATIONS: LEAD GENERATION

Design Your Lead Generation Plans

8 x 8 (continued)

8 x 8: Follow-up for Prospective Sellers

If the seller does not list with the team after the Listing Consultation, you will want to put them through an 8 x 8
designed to show them the value of working with your team. Your marketing focus should be directed towards
materials that educate the seller on what’s happening in the market.

Send a Handwritten “Nice to Meet You” letter, along with a market report
and your business card.

Send a market statistics.

Send a market statistics.

Make a telephone call:

“Hello, this is from Keller Williams Realty. Did | catch you at
a good time? How are you? Did you happen to receive the

Have you had a chance to look at it? I just wanted to check in and see how
your home selling efforts are going...

Send one of your free reports.

Send a real estate investment or house maintenance tip.

Send a refrigerator magnet, notepad, or other usable giveaway (not
throwaway!) with your name, logo, and contact information on it.

Make another telephone call:

‘'ssauisng [el4a)al noA anlb 01 moy uo
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“Hello, this is from Keller Williams Realty. Did | catch you at
a good time? How are you? Did you happen to receive the that
I sent you? That’s great. Did you have any questions? As you can tell, |
really hope you will allow me to be your Realtor for life. And also, let me
just give you a quick reminder that if you happen know of anyone who might
be buying or selling their home, could you please share their name with me
or my name with them...”

(continued on the next page)
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Design Your Lead Generation Plans

8 x 8 (continued)

8 x 8: Follow-up for Prospective Buyers

If the buyer does not sign a Buyer Representation Agreement with the team after the Buyer Consultation, you
will want to put them through an 8 x 8 designed to show them the value of working with your team. Your
marketing focus should be directed towards materials that educate the buyer on what’s happening in the market.

Send a Handwritten “Nice to Meet You” letter, along with a market report
and your business card.

Send a market statistics.

Send a market statistics.

Make a telephone call:

“Hello, this is from Keller Williams Realty. Did | catch you at
a good time? How are you? Did you happen to receive the

Have you had a chance to look at it? I just wanted to check in and see how
your home buying efforts are going...

Send one of your free reports.

Send a real estate investment or house maintenance tip.

Send a refrigerator magnet, notepad, or other usable giveaway (not
throwaway!) with your name, logo, and contact information on it.

Make another telephone call:

‘'ssauisng [el4a)al noA anlb 01 moy uo
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“Hello, this is from Keller Williams Realty. Did | catch you at
a good time? How are you? Did you happen to receive the that
I sent you? That’s great. Did you have any questions? As you can tell, |
really hope you will allow me to be your Realtor for life. And also, let me
just give you a quick reminder that if you happen know of anyone who might
be buying or selling their home, could you please share their name with me
or my name with them...”

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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CHAPTER
1 MREA OPERATIONS: LEAD GENERATION

Design Your Lead Generation Plans

33 Touch

Once you have completed the 8 x 8 for a new client or once you have completed a real estate transaction with a
new client, use the 33 Touch to maintain the relationship:

1. Choose the appropriate plan for the contact:

a. 33 Touch: General

b. 33 Touch: Client for Life (Sphere of Influence)

c. 33 Touch: Advocate Appreciation (Allied Resources, Advocates, or Core Advocates)
2. Re-launch the 33 Touch plan after one year and begin again.
3. Refer to the following pages for information on how to design your 33 Touch plans.

(continued on the next page)

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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Design Your Lead Generation Plans

33 Touch (continued)

33 Touch: General

Use the General 33 Touch plan on everyone except for past clients (who you will send through the 33 Touch:
Client for Life plan) or individuals who have or will send you referrals (who you will send through the 33
Touch: Advocate Appreciation plan).

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

ISl Thank You or Thinking of You cards

KIl Telephone calls

/88 Personal Observance Cards (birthdays, anniversaries, mother’s day,
father’s day, graduation, etc.)

/8l Holidays (Thanksgiving, Fourth of July, etc.)

Touches Total

Every single touch should have a quick reminder and instructions on

how to give you referral business and identify the benefits of working
with your team.

(continued on the next page)

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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Design Your Lead Generation Plans

33 Touch (continued)

33 Touch: Client for Life
Below is a 33 Touch: Client for Life plan for past clients in your Sphere of Influence:
1. Clients who do business with the team should be placed on the 33 Touch: Client for Life plan.

2. If they are currently on an 8 x 8 plan or the 33 Touch: General plan, cancel that plan and place them on
the 33 Touch: Client for Life plan.

3. If they are currently on the 33 Touch: Advocate Appreciation plan, do not change them to the Client for
Life plan. Leave them on the Advocate Appreciation plan.

(VA Newsletters.

FAl Holiday cards. If you throw an annual Client Appreciation Party, you
might send the invitation along with one of the holiday cards.

Il Telephone calls. You should be touching in (‘How are you?’) and asking
for referrals (*Who do you know?”).

I ‘Great Talking to You’ letters. Occasionally, you will want to follow up
your phone calls with a letter.

/8l Personal Observance Cards (birthdays, anniversaries, mother’s day,
father’s day, graduation, etc.)

YAl Usable ‘giveaways’ such as a recipe card or magnet notepad.

Touches Total

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

(continued on the next page)
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CHAPTER
1 MREA OPERATIONS: LEAD GENERATION

Design Your Lead Generation Plans

33 Touch (continued)

33 Touch: Advocate Appreciation

Below is a 33 Touch: Advocate Appreciation plan for those clients who have or will refer business to you. This
plan mirrors your 33 Touch: Clients for Life plan. The only difference is that with each newsletter you will
include an item of value.

1. The Advocate Appreciation plan should be used for those clients in your inner circle who either have
referred business to you or have committed to referring future business (Allied Resources, Advocates,
and Core Advocates).

2. Items of Value include such things as School calendars, New Year calendars, Baseball or Football
schedules for their favorite team, or Inspirational cards. To save time and money, plan and budget for
your items of value prior to the beginning of the year.

3. If they are currently on an 8 x 8 plan or another 33 Touch plan, cancel that plan and place them on the
33 Touch: Advocate Appreciation plan.

IVl Newsletters. Send a monthly newsletter. Include items of value such as a
School calendar, New Year calendar, Football schedule or Inspirational
items.

FAl Holiday cards. If you throw an annual Client Appreciation Party, you
might send the invitation along with one of the holiday cards.

Il Telephone calls. You should be touching in (‘How are you?’) and asking
for referrals (*Who do you know?”).

KBl ‘Great Talking to You’ letters. Occasionally, you will want to follow up
your phone calls with a letter.

/8l Personal Observance Cards (birthdays, anniversaries, mother’s day,
father’s day, graduation, etc.)

Al Usable ‘giveaways’ such as a recipe card or magnet notepad.
Touches Total

Every single touch should have a quick reminder and instructions on

how to give you referral business and identify the benefits of working
with your team.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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CHAPTER
1

MREA OPERATIONS: LEAD GENERATION

Design Your Lead Generation Plans

General Public Marketing and Prospecting

Keeping your name in the mind of your general public is a constant activity. In order to move the general public
into your Inner Circle you will need to implement Marketing and Prospecting activities from the two broad
prospecting categories and the eleven broad marketing categories listed below.

Marketing and Prospecting categories

Prospecting Marketing

(Proactive and Direct) (Proactive and Indirect)
1. Telemarketing 1. Advertising
Q FSBO (For Sale by Owner) O Newspapers Q Billboards
a Expired’s O Personal Vehicles O Yellow Pages
Q Just Sold's O Radio Q Television
Q Just Listed's O Magazines a Grocery Carts
Q Past Clients O Bus Stop Benches QO Moving Vans
Q Allied Resources 2. Promotional Items (Magnets, Calendars, etc.)
Q Geographic Farm Area 3. Internet Websites
Q Apartments 4. Direct Malil
a Corporations a Postcard Campaigns
Q Builders a Newsletter Campaigns
O Banks Q Just Sold/Just Listed Cards
Q Third-Party Companies O Special Events Cards
2. Face-to-Face O Quarterly Market Updates
O Allied Resources (Meals) 5. IVR and Computer Retrieval programs
Q Door-to-Door Canvassing 6. Broadcast
Q Open Houses a Voice Q E-mail 0O Fax
a Client Parties 7. Signs/Directional Signs/Brochure Boxes
O Networking Events 8. Name Badges/Logo Shirts/Car Signs
a Allied Resources 9. News Releases/Advice Columns
Q Social Functions and Community Events 10. Farming
a Seminars O Geographic a Demographic
O Booths at Events 11. Sponsorship
O Teaching and Speaking Opportunities Q Little League QO Charities

Community Events
Appears on page 138 of The Millionaire Real Estate Agent

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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CHAPTER
1 MREA OPERATIONS: LEAD GENERATION

Establish Marketing Plans

Overview

Buyers buy homes; sellers buy image. Therefore, your marketing will focus on two general areas:
1. Marketing the listings (which is addressed in the Market the Property section of Service Sellers).
a. You will need to market your listings in order to both sell the listing and attract a buyer base.
2. Marketing the team, which is addressed on the following pages.

a. Marketing the team will help you to attract sellers and move you to the number one position in
the minds of consumers such that when they think of real estate they think of you.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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Establish Marketing Plans

Marketing the Team

Marketing the team is done through a variety of methods:
1. Seek out Sponsorship opportunities for the team.
1.1. Sponsor local events in and around your geographic farm.

1.2. Also, offer to sponsor school publication, events, and sports for schools in and around your geographic
farm.

2. Send mailers to your Geographic Farm.

2.1. Create and send different mailers to your targeted geographic farm. This could be newsletters, public
service announcements, Just Listed/Just Sold cards, or other mail pieces.

3. Advertise your team in print ads and on the Internet.
3.1. Make sure that your team is clearly defined in print material such as magazines and newspaper ads.

3.2. Use the Internet to advertise your team. This can include pay per click deals with search engines. It
could also be as simple as cross-linking your Web site with your vendors’ Web sites.

3.3. Make sure that your team is mentioned on your Web site, using a ‘“Meet the Team’ Web page.

3.4. Put your web address on absolutely everything — letterhead, newsletters, postcards, etc.

(continued on the next page)

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
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Establish Marketing Plans

Marketing the Team (continued)

Seek out Sponsorship Opportunities for the Team

When marketing the team, make sure that your marketing dollars are spent on activities that will reach your
target audience:

1. Check local paper for upcoming events in and around your geographic farm. Call organizing body to
offer sponsorship.

2. Call schools in and around your geographic farm. Offer to sponsor school publications, events, and
sports.

3. Speak with heads of any organizations or groups that your team members are part of.

4. Use the Sponsorship Opportunities spreadsheet to track upcoming sponsorships.

(continued on the next page)
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CHAPTER
1 MREA OPERATIONS: LEAD GENERATION

Establish Marketing Plans

Marketing the Team (continued)

Send Mailers to your Geographic Farm
You will create several pieces of marketing that will be mailed to your various farms.

1. Create marketing material or contract a third-party vendor to do so. These can be in either print or
electronic format.

2. The pieces should be tracked using the Mailers Spreadsheet. In addition, it’s a good idea to keep a copy
of every mailer that goes out to use when coming up with future marketing ideas.
3. Besure to include:
a. Team name
b. Team contact information (address, phone number, and email address)
c. Team Web site URL
d. A quick reminder and instructions on how to give you referral business
e. Your USP (Unique Selling Proposition)
f. A Call to Action

4. If you are using a print format:
a.  Once you have created your materials, send them to a print company.
b. Make sure that the printer sends you a proof before printing the entire order.

c. If your printer also handles mailing, they need to be told where to mail the pieces and the date
of mailing.

d. Bulk mail companies and some printers have their own list of addresses for given areas. Check
with your local vendors to see who is offering the best rate. If you use a bulk mail company,
make sure that the printer sends the pieces to the bulk mail vendor.

5. If you are using an electronic format:

a. Go to http://help.kw.com/ecards_help.html for information on how to set up your e-card
campaign.

b. Go to the Keller Williams Intranet under SmartMarketing for e-card templates and to create and
maintain your e-card drip campaign.
(continued on the next page)
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Establish Marketing Plans

Marketing the Team (continued)

Advertise Your Team in Print Ads and on the Internet
You will advertise the team in several publications.
1. Make sure that you know the audience you are targeting.
2. Once you know your target audience, create the ad.
3. Mail ad to the ad department of the publication.
4. Request that the publication send you a copy of the publication when it is printed.
5. Follow up as necessary.
6. Make sure that all ads include a Call to Action.
7. Make sure your identification section (logo, font, contact information) is consistent across all ads.

8. Use the Team Advertising Publications spreadsheet ck the various ads.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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Establish Prospecting Plans

Overview

As part of generating new business, you must actively seek out new buyer and seller leads from FSBO’s,
expired/withdrawn listings, past clients, and Sphere of Influence.

In addition to these prospecting sources, you will prospect individuals who contact the team for information,
such as calls to the Interactive Voice Response (IVR) system and leads from a Web site lead capturing system.
These are warm leads and should be given priority over other forms of prospecting because the customer has
taken the initiative to call you.

Your primary sources for prospecting are:

1. Prospecting the Buyers Pool.

2. Prospecting FSBO’s.

2.1. Find and call FSBO’s in the local newspaper. In addition, everyone on the team should call in FSBO
addresses and phone numbers from signs when they drive by one.

3. Prospecting Expired/Withdrawn Listings.
3.1. Find and call Expired/Withdrawn listings in the MLS.
4. Prospecting IVR Leads.
4.1. Call back leads from IVR.
5. Prospecting for Referrals.
In addition, you will:
1. Call all contacts as part of your 33 Touch and 8 x 8 plans, and
2. Email/phone back leads from your Web site.
In order to keep organized, use the following tools:
1. Log all activities on the Daily Prospecting Log (see page 1-34) and in the notes section of your CMS.

2. For all leads, fill out a Prospecting Lead Card (see page 1-35) and submit it to the Lead Listing Specialist
for seller leads or the Buyer Specialists on floor-time for buyer leads.

(continued on the next page)
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Establish Prospecting Plans

Overview (continued)

Daily Prospecting Log
When prospecting, fill out the Daily Prospecting Log:

1. Every time you actually speak to someone while prospecting, enter the information on the Daily
Prospecting Log.

2. Use the following Daily Prospecting Log Codes for the prospect type code to enter in the Code column.
These are common codes used in prospecting. You may choose to update this list, removing or adding
prospects as needed:

Q FSBO = For Sale By Owner

FRBO = For Rent by Owner

EX = Expired/Withdrawn

AL = Around Listing

AS = Around Sold

CC =Cold Call

SU = Survey Call

VI = Video Call

WWW = Web site lead

FU = Follow-up

MA = Calls into any area a magazine has been mailed
US = Around any mailers sent out

PC = Past Client (asking for referrals)
IVR = Interactive Voice Response
SP = Sphere of Influence

Advo = Advocate

D Iy Iy Iy Ny Ny N Iy Ny

3. Enter the highlights of the conversation in the Comments column (e.g., “busy; call back later,” “don’t
need help now,” etc.).

4. If the seller agrees to speak with a Listing or Buyer Specialist, write the name of the Lead Listing
Specialist or the Buyer Specialist on floor-time you assigned the lead to if they were interested in an
appointment.

5. Fill out a Prospecting Lead Card and turn it into the person to whom you assigned the lead.

6. Schedule the follow up from the Buyer Specialist or Lead Listing Specialist.
(continued on the next page)
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CHAPTER
1 MREA OPERATIONS: LEAD GENERATION

Establish Prospecting Plans

Overview (continued)

Prospecting Lead Card
When filling out the Prospecting Lead Card:
1. Fill out the lead’s contact information.
2. Make sure to circle whether the lead is a buyer, seller, or both.

3. Mark “Short Sale” if the property will be foreclosed on but the lender is willing to take less money for
the payoff.

4. Mark “Move-up buyer” if the seller is looking to sell their current home and buy a new more expensive
home.

5. If you schedule a follow-up contact with the lead at a specific date and time, write the time in the
“Follow-up Date” and give the Prospecting Lead Card to the Buyer Specialist on floor-time or the Lead
Listing Specialist depending on the nature of the lead.

6. If the prospect is a buyer and a seller, copy the Prospecting Lead Card and give to both the Buyer
Specialist on floor-time and the Lead Listing Specialist.

7. Make sure that you qualify the motivation and level of interest of all leads and document this on the
Prospecting Lead Card.

Correspondence and Urgency

A = immediate — 1 month B=1-3 moriths C=3-fmorithe D=6+ moriths

“4" gellet (hard delirer package)
0" ze]ler (FadBerpackage ) Interast Level:
=07 seller (mail package ) 5 = Hottest
“Beeller (bomd dslimer package ) fi = Hot terested
B eeller (mail package)

Cseller (mail package )
“ 07 geller (pnat ot stavdard S 8)
ST zaller (paat op stardard 238

8. Note any promises made to the lead so it is not missed (i.e., buyer requests school information or a
second set of information be sent to out-of-town spouse.)

9. Don’t forget to get the lead source. Ask ‘How did you happen to call us today’ or something similar so
that you can hold your lead generation dollars accountable. If the source is a referral, make sure that
you get enough information to be able to reward the referral (refer to the Referrals section of F.A.S.T.
Leads).

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
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CHAPTER
1 MREA OPERATIONS: LEAD GENERATION

Establish Prospecting Plans

Prospecting the Buyers Pool

Buyer specialists turn in the Buyers Log daily. Every buyer listed on a Buyers Log that was not converted into a
buyer consultation goes into the Buyers Pool:

1. Getthe previous day’s Buyers Log from the Lead Buyer Specialist. The Buyer Specialist on floor-time
will call all buyers in the Buyer Pool (i.e., those that do not have scheduled appointments listed on the
Buyers Log). Make sure to check the Comments column for special considerations or Buyers that do
not wish to be disturbed.

2. Use the Buyer Interview script from the MREA Scripts Catalog, along with your Buyer Interview sheet,
to convert the lead into a buyer consultation.

3. If the buyer is ready for a buyer consultation, consult the Floor-time Calendar to determine which
Buyer Specialist is on floor-time. Open the CMS calendar for the Buyer Specialist on floor-time and
schedule a follow-up time for the Buyer Specialist to conduct the Buyer Consultation.

4. Fill out a Prospecting Lead Card and give copies to the Lead Buyer Specialist and Buyer Specialist on
floor-time.

5. If a prospect is not home, leave a message, log the call in your CMS, make notes, and then follow up
later.

6. If a prospect does not convert but you feel that their level of motivation warrants further follow-up,
enter the prospect into your CMS, make notes, and launch a 8 x 8: General plan.

7. Fill out the Daily Prospecting Log.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
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Establish Prospecting Plans

Prospecting FSBO’s

For Sale By Owners are good sources for prospecting leads. To prospect FSBO’s:
1. Pull Sunday’s list of FSBO’s from your local newspaper website and print the list.

2. Set time aside to call all of the FSBO numbers on the printed list as well as those FSBO’s already in
your CMS on 8 x 8: FSBO plan.

3. If home, follow one of the FSBO First Call scripts in the MREA Scripts Catalog.
a. Address the prospective seller’s concerns
b. Evaluate the prospective seller’s motivation and urgency
c. Close for an appointment or another contact. Do not try to get the listing over the phone.

4. If the seller wants to think it over, schedule a follow up appointment and have the Lead Listing
Specialist call them back. Have team information with your USP (Unique Selling Proposition) and
testimonials delivered to their door. This can be a subset of your FSBO Packet or the full FSBO
Packet.

5. If the seller is ready for a Listing Consultation, schedule a follow-up time for the Lead Listing Specialist
to call them back and schedule the consultation.

6. Fill out a Prospecting Lead Card and give copies to the Marketing and Administrative Manager and
Lead Listing Specialist.

7. If the seller is not home, leave a message (using one of the Leaving a VVoicemail Message Scripts for
FSBO’s in the MREA Scripts Catalog), log the call in your CMS, make notes, and then follow up later.

8. If no follow-up appointment is made, launch the 8 x 8: FSBO plan and add the FSBO to the FSBO
Database spreadsheet. The FSBO Database spreadsheet should be printed out and hung next to the
Current Listings Whiteboard (refer to the Servicing Sellers section for information on this whiteboard).
Buyer Specialists can consult the FSBO Database spreadsheet when searching for properties for their
clients.

9. Fill out the Daily Prospecting Log.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
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Establish Prospecting Plans

Prospecting Expired/Withdrawn Listings

Expired/Withdrawn Listings are good sources for prospecting leads. To prospect Expired’s:
1. Check expired listings in the MLS.

2. Call all Expired/Withdrawn Listings (look up their phone number if it is not included in the MLS).
Contact the seller as soon as it is permissible to do so:

a. Do not attempt to make contact before the listing has officially expired.
b. Local market rules dictate when it is permissible to call an expired listing.
3. If home, use on of the Expireds First Call scripts in the MREA Scripts Catalog.
a. Address the prospective seller’s concerns
b. Evaluate the prospective seller’s motivation and urgency
c. Close for an appointment or another contact. Do not try to get the listing over the phone.
4. If the seller wants to think it over, schedule a follow-up appointment and have the Lead Listing
Specialist call them back. Have team information with your USP (Unique Selling Proposition) and
testimonials delivered to their door. This can be a subset of your Expired Packet or the full Expired

Packet.

5. If the seller is ready for a listing consultation, schedule a follow-up appointment and have the Lead
Listing Specialist call them back.

6. Fill out a Prospecting Lead Card and give copies to the Marketing and Administrative Manager and
Lead Listing Specialist.

7. If the prospect is not home, leave a message (using one of the Leaving a Voicemail scripts for Expireds
in the MREA Scripts Catalog), log the call in your CMS, make notes, and then call back later.

8. If the prospect will not convert, enter the contact into your CMS, make notes, and launch 8 x 8:
Expired/Withdrawn Listings plan.

9. Fill out the Daily Prospecting Log.
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Establish Prospecting Plans

Prospecting IVR Leads

One of the best technologies for marketing your listings is an Interactive Voice Response (IVR) system. These
telephone systems allow you to record detailed voice descriptions about all of your listings that potential
customers can listen to at any time.

The system assigns each listing a unique identifying phone number that you then place on all of your marketing
materials for the property (sign riders, flyers, websites, ads etc.). When customers call the toll free number for
the talking ads on the IVR, the system automatically captures the phone number the call was made from, the
source of the lead (sign, ad, internet, etc.), and the listing code (used to determine the property the caller is
calling about) and sends a page to the Buyer Specialist on floor-time. The Buyer Specialist on floor-time can
then call the lead immediately after their inquiry and use the IVR Calls scripts (see the MREA: Scripts Catalog —
Lead Generation) to convert the lead into a buyer consultation. A call back to these prospects should be made
within one to three hours, during work hours, and no later than 24 hours.

If you are coming on to your floor-time shift, log into the VR system and forward incoming pages to your
pager. Do not turn off your pager during this time. When the next agent forwards the pages to his or her pager,
you will no longer receive pages from the system until you log back in during your next floor-time.

When a page comes in:

1. Check the Talking Ads List (provided by your IVR solution (i.e., Arch Telecom, PatL.ive, etc.) to
determine which property the customer is inquiring about.

2. Pull up information on the property from the MLS Web site.

3. Call buyer back immediately and use one of the Calls from IVR scripts from the MREA Scripts Catalog
to convert the lead.

4. Record the lead on the Daily Lead Log. Use the IVR Source Code legend, listed at the bottom of the
Talking Ads List, to record the source the customer used to obtain the phone number—do not write
“IVR.” Refer to the Listing Code on the Talking Ad List for the property address and then record this in
the Property column of the Daily Lead Log. Record the prospect’s name on the Daily Lead Log if the
answering machine gives the name. Give the Daily Lead Log to the lead buyer specialist at the end of
the day.

5. See the Converting Buyer Leads section to gather information and schedule an appointment with
buyer.

6. If no one is home, leave a message and follow up later.

(continued on the next page)
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CHAPTER
1 MREA OPERATIONS: LEAD GENERATION

Establish Prospecting Plans

Prospecting IVR Leads (continued)

Talking Ads List

The Talking Ads List allows you to look up properties that customers call the VR system to check up on before
you call them back.

1. When your team takes on a new listing, assign the listing a 4 digit Listing Number. Fill in the
information for the property next to the appropriate Listing Number (if one is available) or assign a new
number on a new row.

B E I\" LTy
Talking Ad List
Listing
Humbers Auddress City Price Description MLS
Foz 7213 City Road Four City 200 000 | 323 obwv pool I0 acves, | D6IFI6

SCERE

2. When someone calls into the IVR system to get further information about a property, it will send a page
to your pager, which should be held by the Buyer Specialist on floor time.

3. The pager will display the phone number as follows:

a. Listing Number: the first four numbers in the page. Use this information to find the property on
the Talking Ad List before calling the customer back.

b. Customer’s telephone number: the next ten digits. You will need to write this on the Daily Lead
Log Sheet.

c. Source Code: the last number. The source codes are listed at the bottom of the Talking Ad List.
You will need to update this legend with your sources. Make sure you record the source on the
Daily Lead Log and the Buyers Log.

1.5ign = 2. Fhyer = 3. Hempepaper = L 5. Premisr =
G Tonar of Homes = T.Teh Site = T, Other =
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Establish Prospecting Plans

Prospecting for Referrals

As part of prospecting, past clients must be called on a regular basis. Everyday your CMS calendar will
generate a list of clients that must be called. If the clients are past clients or allied resources of the team, your
goal is to get their business, get a referral, or strengthen the relationship. Regardless of the outcome, note the
date and what was discussed during the call in your CMS. Refer to past notes before making future calls for
conversation topics (i.e., “So how did your daughter’s recital go?”).

Remember that contacts may not know how to give you business. You may need to educate them as to how
they can give you referrals. And if a contact gives you a referral, reward them immediately. If the referral leads
to business, you should also reward the referring contact at every stage of the referral’s home buying or selling
process (i.e., when they list with you, when an offer is accepted, when the contract closes, etc.).

When prospecting for referrals:

1. Check the CMS calendar to obtain the scheduled call list.

2. Make all scheduled calls.

3. If the person is not home, leave a message, make notes in the CMS, and schedule a follow up.

4. If the person is home, follow one of the Referrals scripts in the MREA Scripts Catalog, and make notes
about the conversation in your CMS.

5. If they give you a referral, complete the Daily Lead Log. Notify the Lead Listing Specialist or Buyer
Specialist on floor-time, depending on whether it is a seller or buyer lead.

6. Complete the Referral Reward Form with the contacts information and turn it in to the Marketing and
Administrative Manager.

7. If the contact is not already on the 33 Touch: Advocate Appreciation plan, cancel the current plan and
launch the Advocate Appreciation plan.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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MREA OPERATIONS: F.A.S.T. LEADS

F.AS.T.
|_eads

The F.A.S.T. Leads processes...

Funnel Leads.

Assign Leads.

Source Leads.

Track Leads.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.

Items in bold reference other sections of this manual.
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MREA OPERATIONS: F.A.S.T. LEADS

F.A.S.T. Leads

Funnel, Assign, Source, and Track Leads

: referrals S
sign calls Funnel

— = ———% Leads are funneled into a single
point of contact for the team

Assign

Leads are assigned to the
appropriate team members

{
C‘i,“j() CBD’B &

Source

Leads are sourced in order to
calculate the return on investment
for various marketing and

00 i 01

prospecting activities.

Track

Leads are tracked in order to ensure that
customers are properly serviced.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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Funnel Leads

Overview

In addition to having systems to generate leads, your team must also have systems in place to deal with the leads
that come in. Your systems must Funnel, Assign, Source, and Track leads. And the level of integration
among those systems will determine the level of service delivered to your customers.

Funneling leads means herding leads from all of your various lead generation sources through a single point of
entry into the systems of your team. This is the most effective way to then assign, source, and track your leads.
It is also the most effective method of lead management in terms of accountability.

To properly funnel leads:

1. All team marketing should give the same email address, website URL, and phone number for the team.

2. All listing advertisement will use an interactive voice response (IVR) system. The IVR leads will be
funneled directly to the Buyer Specialist on floor-time.

3. Answer all calls as they come in by the second ring. Check voicemails three times each day beginning
in the mornings. Return all calls immediately.

4. Check email once an hour and respond to all emails immediately.

5. Record all leads on the Daily Lead Log. At the end of the day, all Daily Lead Log sheets should be
turned into the Marketing and Administrative Manager.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.

Items in bold reference other sections of this manual.
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Funnel Leads

Phones

Answering the phones

Phone calls are the most important thing to the life of the team’s business and should be accorded that respect.
Answering the phone is the responsibility of everyone on the team:

1. The phone in your office should never ring more than twice; customers don’t like to wait.

2. If you are the Lead Coordinator, make sure that you have explicitly asked someone to cover the phones
before you leave your desk for any reason—even if it’s just for a moment.

3. If you have been asked to cover the phones, make sure that you ask someone else to cover the phones
should you need to step away from your desk—even if it’s just for a moment.

4. When you leave the office, make sure that you inform the Lead Coordinator so that the team knows
you’re not available to answer the phones.

5. If you are the only person in the office, it is your responsibility to answer the phone. If the phone is not
answered by the second ring, YOU MUST PICK IT UP.

6. Smile before you pick up the phone. Greet the client with, “It’s a great day at Keller Williams. Thank
you for choosing the team. This is . How may I help you?”

7. If the call is a personal call, transfer the call to the appropriate team member.

8. Ifthe call is an existing client, transfer them to the Listing Manager if they are sellers, to the appropriate
Buyer Specialist if they are buyers, or to the Transaction Coordinator if their file is in the contract to
close phase.

9. Ifthe call is a customer, ask for the necessary client information to fill in Daily Lead Log.

10. Transfer customer calls to the responsible parties (see pg. 2-7) and record the name of the agent
assigned to the lead on the Daily Lead Log.

(continued on the next page)

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.

Items in bold reference other sections of this manual.
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MREA OPERATIONS: F.A.S.T. LEADS

Funnel Leads

Phones (continued)

Voicemail System
Calls will come into the office after work hours and on the weekend:

1. The Lead Coordinator must keep the voicemail pager with them at all times after work hours.
Voicemails from buyers/sellers will activate the voicemail pager. After hour voicemails should be
checked and dealt with as soon as they are received.

2. Transfer personal voicemails to the appropriate parties.

3. If the voicemail is from a customer, get as much client information as you can and fill in the Daily Lead
Log. (NOTE: the Lead Coordinator should have extra copies of the Daily Lead Log with them after
hours.)

4. Transfer the customer voicemails to the responsible parties and record the agent assigned to lead (see
pg. 2-7) on the Daily Lead Log. Follow up with the assigned agent to gather any necessary information
for the Daily Lead Log not given in the original phone message.

5. Team members should change their voicemails every day. Their voicemail messages should inform
clients of when they will be returning calls.

For example:

“Hi, this is Bob Roberts. Today is Thursday, September 12. | am away from my
desk at the moment. | will be returning calls between 11:00-1:00 and 2:00-3:00
today, so please leave me a message at the beep.”

NOTE: By specifying a time when you will return calls, you have set customer expectations. Phone calls
should be returned during the time you specify on your voicemail.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.

Items in bold reference other sections of this manual.
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MREA OPERATIONS: F.A.S.T. LEADS

Funnel Leads

Internet Leads

Many customers choose to make inquiries through email because it allows them some measure of anonymity.
However, they still expect a quick response from the team. Treat these as you would any other lead.

Also, the team Web site offers customers the ability to inquire further about properties or to ask general
information about real estate. The customers are prompted to enter their contact information if they would like
someone to contact them to answer their questions. When they enter their information through the Web site, an
email is automatically sent to the team with their contact information.

To prospect your Internet leads:

1. Check the team’s email account as soon as you get to the office and at least once an hour for the balance
of the day. If there are any leads, fill in the Daily Lead Log. Respond to all email immediately, as they
come in.

2. If the customers list their phone numbers, be sure to record them. If they do not give a number, record
their email address.

3. Pass the lead on to the responsible party (see pg. 2-7) and record the name of the agent assigned to the
lead on the Daily Lead Log. Follow up with the assigned agent to gather any necessary information for
the Daily Lead Log not given in the original email.

4. Team members should set auto-responders in their email client and the Lead Coordinator should set the
auto-responder for the main team email address. The auto-responses should inform the client of when
team members will be responding to emails.

For example:

“Thank you for writing the team. We will be responding to emails
between 11:00-12:00 and 2:00-3:00 today. If you need immediate assistance,
please call (555) 555-5555.”

NOTE: By specifying a time when you will respond to emails, you have set customer expectations. Emails
should be responded to during the time you specify in your auto-responder.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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MREA OPERATIONS: F.A.S.T. LEADS

Assign Leads

Overview

After leads have been entered in the Daily Lead Log, they must be assigned properly:

1. Buyer leads go to the Buyer Specialists on floor-time (see pg. 2-8). The assigned Buyer Specialist will
conduct the Buyer Interview and set up a buyer consultation appointment.

2. Seller leads go to the Lead Listing Specialist. The Lead Listing Specialist will conduct the Seller
Interview and set up a listing appointment. The Lead Listing Specialist will then assign leads to the
Listing Specialists.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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Assign Leads

Buyer Leads

Floor-time Calendar

When a buyer calls in, check the Floor-time Calendar to see which Buyer Specialist has floor-time at the time of
the call. If the agent on floor-time does not answer their phone, leave a detailed message about the lead, and
follow up with the assigned Buyer Specialist to ensure that they responded to the lead in a timely manner:

1. Create the calendar for the upcoming month at the end of the current month. You can either use the
Floor-time Calendar template, use Outlook, or use your CMS.

2. Weekdays can be divided up into three equal shifts. Saturdays and Sundays should be divided into two
shifts each day. The order of names from top to bottom on the calendar will determine the order in
which the Buyer Specialists take their shifts.

3. Make sure that each Buyer Specialist gets their fair share of floor-time.

4. Any changes in the shifts must be signed off on by the Lead Buyer Specialist and changed on the
calendar.

5. If a new Buyer Specialist joins the team, the Floor-time Calendar should be changed to add the new
Buyer Specialist. However, allow sufficient time for the new Buyer Specialist to train floor-time with
the Lead Buyer Specialist before they are given any floor-time of their own.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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MREA OPERATIONS: F.A.S.T. LEADS

Assign Leads

Seller Leads

When a listing lead comes in, it is given to the Lead Listing Specialist:
1. Use the Seller Interview sheet to interview the sellers to find out the necessary information.

2. Each Listing Specialist will be responsible for a certain geographic area within the team’s service area.
Assign the lead to a Listing Specialist based on where the seller lives.

3. Open the CMS and look up the assigned agent’s calendar. Look for an available time slot of at least two
hours that is 24-48 hours from the time of the initial seller interview. Confirm the time with the seller.

4. Enter the listing appointment into the Listing Specialist’s calendar, and notify the Listing Specialist that
they have a listing appointment.

5. Record the appointment on the Listing Appointment Spreadsheet.

6. Follow up with the assigned Listing Specialist as to the outcome of the appointment and the
recommended action (e.g., schedule second appointment; call back at specified time; etc.).

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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MREA OPERATIONS: F.A.S.T. LEADS

Overview

When a lead comes in, the source of the lead is immediately recorded on the Daily Lead Log. When the Buyer
Specialist or Lead Listing Specialist interviews the lead to set up an appointment, they will also record the lead
source on the Buyer Interview sheet or Seller Interview sheet (depending on whether the referred client is a
buyer or seller). When they record the lead’s contact information in the CMS, the Buyer Specialist or Lead
Listing Specialist will record the source of the lead in the CMS, as well.

1. Keep a Lead Source Spreadsheet that is updated weekly.

When the Lead Coordinator checks to make sure that all leads have been inputted properly into the CMS, they
will cross-check the Daily Lead Log sheet to the CMS to ensure that the source is correct. This information
should be shared and discussed at the weekly team meetings.

It is also necessary to compile the list of lead sources for the month in a Lead Source Spreadsheet for marketing
accountability. When the sources for all leads are known, it is easier to calculate the cost effectiveness of any
particular marketing method’s ability to generate leads.

2. Send referral rewards to all contacts and agents who have referred leads.

Sourcing leads is also important for referrals. Referring contacts and agents should be rewarded for their efforts
to support the team’s business. The Lead Listing Specialist or Buyer Specialist should fill out a Referral
Reward form for any lead that is referred to the team and submit it to the Marketing and Administrative
Manager to ensure that the source of the referral is duly rewarded.

Referring agents are also entitled to referral fees (in addition to the standard referral rewards), should their
referrals complete a real estate transaction with the team. The Lead Listing Specialist or Buyer Specialist who is
assigned a lead that is referred from another agent must fill out Referral Information form and submit it to the
Marketing and Administrative Manager.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.

Items in bold reference other sections of this manual.
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CHAPTER

2 MREA OPERATIONS: F.A.S.T. LEADS

Source Leads

Identify Source of Lead

On Monday of each week, record sources from the Daily Lead Logs to the appropriate Lead Source Spreadsheet
(buyers or sellers). Below are two Lead Source Spreadsheets for buyer and seller leads:

1. Use the Lead Source Spreadsheet - Buyers for tracking buyer leads. It is important to keep your buyer
lead sources separate from your seller lead sources in order to determine what type of leads a particular
source yields.

2. The spreadsheet should have a source code legend for ease of use. Update the source code legend with
the sources that you use for attracting buyer leads. Source codes must be consistent and known by all
team members.
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(continued on the next page)

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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CHAPTER

2 MREA OPERATIONS: F.A.S.T. LEADS

Source Leads

Identify Source of Lead (continued)

1. Use the Lead Source Spreadsheet — Sellers for tracking seller leads. It is important to keep your seller

lead sources separate from your buyer lead sources in order to determine what type of leads a particular
source yields.

2. The spreadsheet should have a source code legend for ease of use. Update the source code legend with

the sources that you use for attracting seller leads. Source codes must be consistent and known by all
team members.
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Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.

Items in bold reference other sections of this manual.
© 2004 Keller Williams Realty, Inc. MREA Operations Manual v3.2 2-12




MREA OPERATIONS: F.A.S.T. LEADS

Referrals

Referral Reward

It is important to reward those who send you referrals, regardless of whether or not those referrals buy or sell a
property with the team. When interviewing a buyer or seller who has been referred:

1. At the top of the Buyer Interview sheet or Seller Interview sheet (depending on whether the referred
client is a buyer or seller), mark “Yes” beside “Referral” and write in the name of the referral source.

2. Fill out a Referral Reward form.

3. Turn the Referral Reward form into the Marketing and Administrative Manager, who will send the
referral source an appropriate referral gift.

4. Be sure that every one who sends you a referral is properly marked as an Advocate in your CMS to
ensure that some form of regular contact (e.g., email, phone call, etc.) is made specifically to this group
in your database.

(continued on the next page)

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.

Items in bold reference other sections of this manual.
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Source Leads

Referrals (continued)

Referring Agents

In addition to referral rewards, referring agents are entitled to a referral fee at closing. When leads come in from
referring agents:

1. Update the Referral Information form with the team’s information and save as master.
2. Fill out a Referral Information form.
3. Give the Referral Information form to the Marketing and Administrative Manager.

4. The Marketing and Administrative Manager will fax the Referral Information form to the referring
agent.

5. When the Referral Information form is faxed back from the referring agent, place it in the Buyer Folder
or Seller Folder.

6. When completing the Disbursement Authorization be sure to include the referral fee and referring
agent’s information.

7. As part of your team’s referring agents rewards program, you’ll want to send the referring agent a hand-
written “Thank you” note.

8. Be sure that every agent who sends you a referral is properly marked as an Advocate in your CMS to
ensure that some form of regular contact (e.g., email, phone call, etc.) is made specifically to this group
in your database. You may even want to further designate them as “Referring Agent” to be even more
specific in your marketing messages to that group.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.

Items in bold reference other sections of this manual.
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MREA OPERATIONS: F.A.S.T. LEADS

Track Leads

Overview

Once leads are assigned, they must be tracked in order to ensure customer service. Team members must be able
to follow a paper trail to determine where a lead is in the transaction process and who has done what with the
lead.
When a Buyer Specialist or Lead Listing Specialist completes a Buyer Interview sheet or Seller Interview sheet,
they will record all of the information into the contact management software (CMS). Crosscheck the Buyer
Interview or Seller Interview sheet to the CMS to ensure that all the information is correct. If there are any
discrepancies, follow up with the agent assigned to the client.
In order to properly track leads:

1. Record leads on the Daily Lead Log when they come in.

2. Complete buyer interview or seller interview for lead. Enter new contacts into the CMS using
instructions listed under Set up and Maintain Contact Database.

3. Every time you speak with leads, update the CMS with notes about the conversation.
4. Record buyer consultation appointments in the Buyers Log.

5. Record listing consultation appointments on the Listing Appointment Spreadsheet.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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Track Leads

Logging Leads

Daily Lead Log

The Daily Lead Log is important to several areas of accountability. Enter any lead who calls in to the Daily
Lead Log:

1. When a customer calls in, record the following information:
a. The date and time that the customer called.
b. The customer’s contact information.

c. The address of the property the customer called about if they are buyers. Record the address of
the listing if they are sellers.

d. The source where the customer heard about the team.
e. Whether the customer is buying or selling.
f.  The agent assigned to the lead.

2. Turn in the Daily Lead Logs to the Marketing and Administrative Manager at the end of each day.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.

Items in bold reference other sections of this manual.
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Track Leads

Referral Reward Tracking

To ensure that referring contacts are rewarded at every step of the process, use the Referral Reward Tracking
Spreadsheet to keep track of who received what gifts:

1. Atthe end of every week, check the Referral Reward Tracking Spreadsheet against the Daily Lead Log.
If there are any new referrals, send them a referral gift. Record the gift under “Referral Gift” on the
Referral Reward Tracking Spreadsheet.

2. Check older referrals against the Current Listings Whiteboard and Current Buyers Spreadsheet. When
referrals sign a Buyer Representation Agreement or a Listing Agreement, send the referring contact an
appointment gift. Record the gift under “Appointment Gift” on the Referral Reward Tracking
Spreadsheet.

3. Check older referrals against Closing Department Whiteboard to see if the listing has been put under
contract. When referrals go under contract, send the referring contact a contract Gift. Record the gift
under “Contract Gift” on the Referral Reward Tracking Spreadsheet.

4. You should also check older referrals against the Closing Department Whiteboard to see if listings have
closed. When referrals close, send the referring contact a closing Gift. Record the gift under “Closing
Gift” on the Referral Reward Tracking Spreadsheet.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.

Items in bold reference other sections of this manual.
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MREA OPERATIONS: CONVERTING BUYER LEADS
C t -

Buyer Leads

The Converting Buyer Leads processes are...

Getting the Appointment.

Preparing for the Buyer Consultation.

Delivering the Buyer Consultation.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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CHAPTER
MREA OPERATIONS: CONVERTING BUYER LEADS

Getting the Appointment

Overview

When buyer leads come in, they are assigned to the Buyer Specialist on floor-time at the time of the call. When
you are assigned a lead, conduct an initial interview by phone (unless the prospects are walk-ins).

1. Use the Buyer Interview sheet and the “Buyer Interview” script (see MREA Scripts Catalog) to get the
pertinent information from the buyers.

The Buyer Interview sheet will elicit the necessary information from a potential client for a buyer consultation.
2. Book a buyer consultation appointment.

Do not try to have a buyer consultation over the phone. Schedule a face to face appointment for a buyer
consultation at the office (if possible) within 24-48 hours of the initial buyer interview. When you book a buyer
consultation appointment, database the client and the appointment to notify the rest of the team. Record all calls
on the Buyers Log and in the CMS; make sure to note the appointment time.

3. If the customer does not agree to an appointment, they will be placed in the buyers Pool.

Leads are the property of the team, not the individual Buyer Specialist. If the Buyer Specialist fails to convert
the lead into a buyer consultation appointment, after 48 hours, the lead goes into the buyers pool. The
Telemarketer will then follow up to convert the lead. If the Telemarketer converts the lead, the Buyer Specialist
on floor-time at the time of the call receives the lead.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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CHAPTER
MREA OPERATIONS: CONVERTING BUYER LEADS

Getting the Appointment

Initial Buyer Interview

The Buyer Interview sheet is designed to help the buyers feel at ease with you as someone who is looking out for
their concerns. The questions address the buyers’ wants and needs and provide you with the information
necessary to deliver the buyer consultation. When speaking with buyers for the first time:

1. Do not try to perform a buyer consultation over the phone.
2. Your main concern is to let the customers know that you are concerned with meeting their needs.

3. Use the “Buyer Interview” script (see MREA Scripts Catalogue) and go through the Buyer Interview
sheet with the buyers to get the pertinent information about them.

4. If they are currently working with another agent, ask if they have signed a Buyer Representation
Agreement. If they haven’t, then get an appointment with them, deliver a buyer consultation, and get
them to sign a Buyer Representation Agreement with you.

5. If they have signed with another agent, tell them that you would be happy to show them any of the
team’s listings, but that is something that their agent should be doing for them.

6. If they have not spoken with a lender, encourage them to see your preferred lender or one of their own
choosing to get pre-approved. In most cases, it is better that they speak with a lender before the buyer
consultation, so you are not wasting their time or yours.

7. Schedule a buyer consultation at office (if possible).

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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CHAPTER
MREA OPERATIONS: CONVERTING BUYER LEADS

Getting the Appointment

Databasing the Appointment

When you set up an appointment with a buyer:

1. Look up the potential client in your CMS—if the client does not exist in the database, add their
information—taken from the Buyer Interview sheet. Make sure that you input the source code.

2. Enter the appointment date and time in the CMS and on the Buyers Log.

3. Reserve a conference room for the date and time of appointment.

4. Copy the completed Buyer Interview sheet and give it to the Lead Buyer Specialist.

5. [If the client is a referral, fill out a Referral Reward form and turn it into Marketing and Administrative
Manager. If the client is a referral from another agent, you will also fill out a Referral Information form

and turn it into the Marketing and Administrative Manager.

6. If the buyer is also a listing prospect, copy the completed Buyer Interview sheet and turn it into the Lead
Listing Specialist.

7. Place the original Buyer Interview sheet in Buyer Folder.

(continued on the next page)
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CHAPTER
MREA OPERATIONS: CONVERTING BUYER LEADS

Getting the Appointment

Databasing the Appointment (continued)

Buyers Log
Use the Buyers Log to record and track all buyer calls for the day:
1. At the beginning of every floor-time shift, start a new Buyers Log.
2. Record all calls during your floor-time on the Buyers Log—this includes IVR calls, as well.

3. If you schedule a buyer appointment, make sure that you enter the date and time of the appointment in
the Appt. Date and Appt. Time columns.

4. If there are any special considerations or the buyer asks not to be disturbed again, make note in the
Comments column.

5. When you are done with your floor-time shift, turn in your Buyers Log to the Marketing and
Administrative Manager.

6. Any buyer leads not converted into an appointment will be placed in the buyers pool and given to the
Telemarketer for follow-up.

7. The Marketing and Administrative Manager should review the activities on the Buyers Log and discuss
lead conversion during weekly 4-1-1’s with Buyer Specialists.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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CHAPTER
MREA OPERATIONS: CONVERTING BUYER LEADS

Preparing for the Buyer Consultation

Overview

1. Follow the Buyer Appointment Checklist to ensure that everything is prepared for the meeting.

After you have scheduled an appointment for a buyer consultation and recorded the appointment in the
appropriate places to notify the rest of the team, use the Buyer Appointment Checklist to guide you in preparing
for the meeting.

2. Prepare and place the items from the Exceeding Buyer Expectations Checklist.

The Exceeding Buyer Expectations Checklist is designed to help you exceed the client’s expectations from the
minute they walk in the door. It is a checklist of the items of value that you will be delivering to your buyer
throughout the home buying process.

3. Compile the components of the Buyer Consultation Packet.

The Buyer Consultation Packet contains all the necessary forms and paperwork for conducting a professional
buyer consultation. In addition to the Buyer Representation Agreement and related contracts, the packet
contains several marketing pieces that explain to the customer the value proposition of your team.

NOTE: All of the steps to preparing for the buyer consultation can be incorporated into a CMS plan which can
be launched when you database the appointment.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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CHAPTER
MREA OPERATIONS: CONVERTING BUYER LEADS

Preparing for the Buyer Consultation

Buyer Appointment Checklist

Use the Buyer Appointment Checklist to guide your activities in preparation for the buyer consultation:
1. Go through the checklist to ensure that each step has been carried out by the various team members.

2. Once the checklist is complete, turn it into the Lead Buyer Specialist.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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Preparing for the Buyer Consultation

Exceeding Buyer Expectations

Your team should be prepared to exceed your buyers’ expectations at every stage of the home buying process.
Modify the Exceeding Buyer Expectations Checklist to suit the budget and style of your team:

1. To impress the buyer as soon as they walk in the door, you may consider displaying a “Welcome” sign
with the buyer(s)’s name(s). Simply update it, print it out, and hang it at the front of the office every
time you have a buyer consultation appointment.

2. You may also place a bag of chocolates (or mints, candy, etc.) for the buyer on the conference room
table before the appointment.

3. Inaddition, you could stuff a logo tote bag with the Buyer Book, and give it to them after they have
signed the Buyer Representation Agreement. Other items to consider for the tote bag are:

a. Maps

b. Local events calendar

c. Local attractions guide

d. Material about purchasing a new home
e. Schools guide

(continued on the next page)
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CHAPTER
MREA OPERATIONS: CONVERTING BUYER LEADS

Preparing for the Buyer Consultation

Exceeding Buyer Expectations (continued)

Welcome Sign
Below is a sample Welcome Sign for your Exceeding Buyer Expectations Checklist:
1. Update the template with your team’s name. Save this as the master.
2. Update the buyer’s name for each appointment. Print out the sign, but do not save this as the master.

3. Post the Welcome Sign at the front of the office before each appointment.

KELLER
WILLIAMS

"[type team name here]”

Welcomes

"[type guest name here]”

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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Preparing for the Buyer Consultation

Preparing the Buyer Consultation Packet

The team should have 20-30 buyer packets on hand at all times. All masters should be kept up to date at all
times. Before a consultation appointment, use the Buyer Consultation Packet Checklist to make sure that your
Buyer Consultation Packet is complete:

1. The Logo Folder should have the team’s name, logo, and all contact information on the front cover.
The folder should have two pockets for documents.

2. The Buyer Book (bound booklet with team name, contact information, and logo on the cover) will
contain:

a. Your Team Mission Statement — tells the buyer why your team is right for them (i.e., the
benefits of working with your team).

b. Introduction to the Team — lists all of the professional credentials, awards, and recognitions for
your team members and briefly describes who the various team members are and what they do
on the team (include photos).

c. Testimonials — tells the buyer what past clients thought about the level of service they received
from the team.

d. Getting to Know Your Realtor — gives the buyer questions that they should use to interview any
competing agents. You should not only know the answers to all of these questions, but also be
able to point to the answers in your Buyer Book.

e. Buying vs. Renting — compares the advantages of owning versus renting.
f.  Buying a Home FAQ — addresses the most common buyer questions/concerns.

g. Service Provider List — should be a list of your preferred third-party vendors (mortgage co., title
co., etc.) whose services you recommend to your clients.

h. Step-by-Step Process — lists the steps the buyer will take in trying to purchase a home. Be sure
to give the buyer a space beside each step for them to write in the date that the step will occur.

i. Moving Checklist — provides the buyer with a guide to preparing for their move. This can be
provided by your preferred moving company vendor.

j. Notes on Viewed Properties — is blank space at the back of the Buyer Book for the buyer to take
notes as they view properties.

(continued on the next page)
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Preparing for the Buyer Consultation

Preparing the Buyer Consultation Packet (continued)

3. The Homebuyer’s 10’s Sheet is different from the Seller 10’s Sheet Listing Specialists use with sellers.
With buyers, you want to find out what their needs are for both the transaction and the home.

4. The VIP Questionnaire gives you the necessary information about your client to enter them into your
database of past clients.

5. The Who Do You Call When... sheet tells the buyer which team member they should contact for various
concerns throughout their home buying process.

6. The Buyer Representation Agreement is a state-specific form, which you can get from your local board
of Realtors. It is a contract that states that the buyer allows your team exclusively to act as their agent in
the purchase of their home. Do not cheat the process during a Buyer Consultation. You must get a
signed Buyer Representation Agreement from the buyer. This agreement tells you two things:

a. Who is committed to you.
b. And, consequentially, who you should be spending your time with.

7. There may be Addenda to the Buyer Representation Agreement specific to your state or circumstances,
which may need to be included in your Buyer Consultation Packet.

8. The Agency Disclosure is a state-specific form, which you can get from your local board of Realtors. It
explains to buyers and sellers an agent’s legal obligations when representing the buyer, the seller, or
both.

9. If your team is associated in any way legally with a business that potentially concerns the purchase of
property by the buyer, the buyer must sign an Affiliated Business Arrangement Disclosure stating that
they have been made aware of the potential conflict of interest and that they realize that it is not
necessary for them to use that particular company in order to complete the real estate transaction with
the team. Check with your state’s real estate commission for information on what affiliations you must
disclose.

10. The MLS Search Printout is the list of search results you get when you enter the buyer’s home search
criteria into your MLS search engine. The resulting data will vary from MLS to MLS.

(continued on the next page)
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CHAPTER
MREA OPERATIONS: CONVERTING BUYER LEADS

Preparing for the Buyer Consultation

Preparing the Buyer Consultation Packet (continued)

Service Provider List

The Service Provider List is made up of service providers who have pledged to give your customers the same
level of service that they would get from you:

1. Update the template with all of the service providers that you have worked with and would feel comfortable
recommending.

2. Remove any categories for which you have no businesses to recommend.
3. Note which vendors are licensed or bonded.

4. Give careful consideration when recommending home inspectors. To limit your liability, always list several
inspectors that the buyer can choose from.

5. Regularly review the list, removing companies that are not providing the level of service you expect and
adding new companies as they come to your attention.

(continued on the next page)
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CHAPTER

3 MREA OPERATIONS: CONVERTING BUYER LEADS

Preparing for the Buyer Consultation

Preparing the Buyer Consultation Packet (continued)

VIP Questionnaire

Include the VIP Questionnaire as part of the Buyer Consultation Packet:

KELLER
WILLIAMS

YIP Questionnaire

In order to better serve you, please complete and return this sheet with your lsting
paperwork. Thard youvery soach for the oppotanity to serve youl

Your nare:
Spouse/Significant Other’s narae:
Ilailing address:
Florzical address:
Phone rarabers:
Fou Hore: Tobile:
Work: Fax:
Spousef50 Work: Fax:
Ernail address: Yo
Spousef50:

e SPECIAL Month Day Gender Name

DATES

Your birthday
Record these dates in your CMS Spouse/S0 birthday

database and set reminders so that < Child #1 birthday
you can email the client(s) on the Child #2 birthebay

appropriate dates. Child #5 birthday
Child #4 birtheday

Wedding
L A ynrversary

FAVORITE THINGS You Spouse/Significant Other

Flower

. Color

Record these in your CMS database Restaurart

for gift ideas for referrals. Holidayr
SportHobhby

Other

Please list any friends or faraily members who may be in need of assistance at this time:

[Click: here ad type ourteam's rame]
[ tick Tere @ type yourtenm's addres]
[Click: here ad type portesm's phane b er]
[Clidk here aad type porrdeie]

Keller Williams Fealty International © 2004

(continued on the next page)
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CHAPTER
MREA OPERATIONS: CONVERTING BUYER LEADS

Preparing for the Buyer Consultation

Preparing the Buyer Consultation Packet (continued)

MLS Search Printout
The MLS Search Printout must be prepared for the Buyer Consultation Packet:
1. Go to your local MLS Web site.
2. Go to the property search page.
3. Enter the buyer’s criteria (i.e., area, type of home, number of beds, baths, square feet, etc.).
4. Print detailed reports on the top ten houses matching the buyer’s criteria.

5. Keep a printed record of all MLS searches you have given to the buyer in the Buyer Folder.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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Preparing for the Buyer Consultation

Driving Directions

The buyer consultation should be held at the team’s office if at all possible. However, if the buyer cannot make
it to the office, be sure to get driving directions to the meeting location:

1. Open Internet browser.

2. Go to MapQuest.com.

3. Click on the Driving Directions icon.

4. Enter starting and destination addresses.

5. Click Get Directions.

6. Click Print.

7. Paper clip driving directions to the front of the Buyer Consultation Packet.

8. Ensure that you allow sufficient time to get to the appointment. It is okay if you are early, but it is never
acceptable to be late.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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CHAPTER
MREA OPERATIONS: CONVERTING BUYER LEADS

Delivering the Buyer Consultation

Overview

When the buyers arrive for their consultation appointment, they should be greeted, lead to the conference room,
and offered a drink. An item from your Exceeding Buyer Expectations Checklist should be on the table in the
conference room. During the consultation, you will:

1. Analyze the buyers’ needs with the Homebuyer’s 10’s Sheet.

After introductions are made and pleasantries exchanged, the buyer consultation will begin with a needs
analysis. Explain to the buyer that you are going to use the Homebuyer’s 10°s Sheet to understand what their
real needs and concerns are. Once you understand their needs, address those concerns while reviewing the
team’s marketing material in the Buyer Book.

2. Educate the buyer about the home buying process and your team’s value proposition.

While reviewing the Buyer Book, discuss the home buying process and what they can expect as buyers. Tell
them which members of the team will help them through the various stages of the process. After that,
summarize how the team is going to help them meet all of their goals that they listed in the needs analysis.

3. Complete the Buyer Representation Agreement and related paperwork.

Ask the buyers to sign the Buyer Representation Agreement. When they have signed the Buyer Representation
Agreement, give them the rest of the paperwork.

4. Discuss MLS search results in relation to the needs analysis.

After the buyer has signed the necessary paperwork, begin discussing properties. Show them the MLS Search
Printout. Examine these properties for criteria matching their needs as revealed in the needs analysis.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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CHAPTER
MREA OPERATIONS: CONVERTING BUYER LEADS

Delivering the Buyer Consultation

Introduction

When buyers arrive for their appointment:

1. Greet them by their names (i.e., “Hi, are you Mr/s. ? Welcome to the Team. My
name is 2.

2. Ask them to follow you to the conference room.
3. Ask them if they would like something to drink.
4. Tell them to help themselves to the Exceeding Buyer Expectations Checklist item.

5. Give each of them your business card.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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Delivering the Buyer Consultation

Analyzing Buyers’ Needs

After introductions, sit down with the buyers and open the Buyer Consultation Packet. Use the Homebuyer’s
10’s Sheet to perform a needs analysis on the buyers:

1. Tell the buyers that you want to do a quick needs analysis to better understand their needs in the
purchase of their new home.

2. Asyou ask them the questions from the Homebuyer’s 10’s Sheet, write down their responses on the
sheet. Don’t just hand them the sheet and ask them to fill it out.

3. You want to find out what their core issues really are. On each of the “What is important to you about
that?” questions ask them to elaborate on their responses until you feel that they have communicated
their real motivations—try to go “three deep.”

4. When you are finished with the needs analysis, set the Homebuyer’s 10’s Sheet in front of them, so you
can continually refer back to it.

5. Ask them if they would like a copy of the Homebuyer’s 10°s Sheet.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
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CHAPTER
MREA OPERATIONS: CONVERTING BUYER LEADS

Delivering the Buyer Consultation

Educating Buyers about the Process

At this point in the consultation, open the Buyer Book and walk the client through the home buying process with
your team:

1. Go over your Team Mission Statement with your buyer. When discussing the mission statement, refer
back to the Homebuyer’s 10’s Sheet when their needs and your mission coincide. For example:

“We at the Great Home Team believe that integrity is critical in any relationship...Now you had
mentioned that you wanted an agent you could trust because the last guy...so I think that we will be a
good fit.”

2. Go over the Introduction to the Team. Give them the Who Do You Call When... sheet and explain
which members of the team will contact them at each stage of the process. Point out any designations,
credentials, and recognitions you’ve received. Also, talk about your team’s experience in real estate.
Have current stats for your team, and if you have comparative market stats, share those, as well.

3. Go over the Testimonials. Be sure to point out and paraphrase testimonials that applaud characteristics
of the team that the buyer said they were looking for in the Homebuyer’s 10’s Sheet. For example:

“Oh yeah, this gentleman is the VP of Finance at McDonald-Douglas. He wrote us to tell us how
pleased he was to have worked with people who have such high integrity...”

5. If appropriate, review the Buying vs. Renting sheet and discuss the advantages of buying a home versus
renting.

6. Show them the Step-by-Step Process sheet and discuss what they will go through in purchasing their
new home. Discuss the Notes on Viewed Properties section in their Buyer Book and describe what sorts
of things they’Il want to take note of. Also, address the most common concerns and questions from the
Buying a Home FAQ sheet. And make sure to discuss the Moving Checklist.

7. Show the buyers the Service Provider List and discuss the various parts of the home buying process in
which they will need a third-party vendor’s services. Make it clear that they do not have to choose any
of the vendors that you recommend, but you trust these vendors because you’ve worked with them in
the past, and they’ve always done stellar work.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
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CHAPTER
MREA OPERATIONS: CONVERTING BUYER LEADS

Delivering the Buyer Consultation

Completing Buyer Representation Agreement and
Paperwork

After analyzing the buyers’ needs and walking them through the home buying process, complete the necessary
paperwork:

1. Begin with the Buyer Representation Agreement. The buyers must sign and initial at all indicated
places on the Buyer Representation Agreement form for your state. Refer to the MREA Scripts Catalog
for scripts explaining the importance of this agreement and responses to objections to the agreement.

2. Explain any Addenda to the Buyer Representation Agreement. The buyers must initial and sign at all
indicated places on the addenda.

3. Explain the Agency Disclosure form to the buyers and have them sign it.
4. If you or members of your team have any investments in or work for any businesses—other than Keller
Williams Realty—that may be involved in the purchase of the buyers’ home, explain the Affiliated

Business Arrangement Disclosure to the buyers and have them sign it.

5. Have the buyers complete the VIP Questionnaire.

NOTE: After you have responded to their objections, if the buyer chooses not to sign with the team at that time,
launch the 8 x 8: Follow-up for Prospective Buyers plan.
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CHAPTER
MREA OPERATIONS: CONVERTING BUYER LEADS

Delivering the Buyer Consultation

Property Search

When the buyers have completed the necessary paperwork, go over the MLS Search Printout:

1. Show the buyers the ten houses that you found that matched the criteria they gave during the buyer
interview.

2. If their original search criteria have changed due to the needs analysis, compare the MLS Search
Printout to their criteria from the Homebuyer’s 10’s Sheet.

3. As the buyers look through the properties, have them make notes about likes and dislikes on the MLS
printout for each property.

4. Tell the buyers that you will take their feedback and go back to the MLS to search for more homes. Let
them know that you will email a new list of homes to them as soon as possible.

5. Ask them to review the list you will send them. Instruct them to drive by any of the homes that they
like—including those from the original ten you just showed them. If they like the exterior and the area
of any homes, they should mark them down.

6. Tell the buyers to call you with MLS numbers of any houses that they’ve previewed and really like, and
you will schedule a time with them to see the insides of the homes. Also encourage them to call with
any questions that they may have.

7. Thank the buyers for their time and tell them when they can expect to hear from you next.

When you have finished the buyer consultation and signed a new buyer client, transition to the Servicing
Buyers section of this manual.
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MREA OPERATIONS: CONVERTING SELLER LEADS
C t -

Seller Leads

The Converting Seller Leads processes...

Getting the Appointment.

Preparing for the Listing Consultation.

Delivering the Listing Consultation.
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Items in bold reference other sections of this manual.
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CHAPTER
MREA OPERATIONS: CONVERTING SELLER LEADS

Getting the Appointment

Overview

1. Use the Seller Interview sheet to get pertinent information about the home and the sellers.

When a listing lead comes in, the Lead Listing Specialist will complete the initial seller interview. The
interview is designed to obtain necessary information from the sellers and to let the sellers know that the team is
concerned with their needs.

2. Book a listing consultation appointment.

Do not try to have a listing consultation over the phone. Schedule an appointment for the listing consultation
within 24 to 48 hours of the initial phone interview. Assign the lead to a Listing Specialist based on geographic
specialization (i.e., the lead is given to the Listing Specialist responsible for the area of town in which the lead is
located). When you book a listing consultation appointment, database the clients and the appointment to notify
the rest of the team. Record all appointments on the Listing Appointment Spreadsheet.

3. If the customers do not agree to an appointment, they will be placed on the 8 x 8: Follow-up for Prospective
Sellers.

If the listing specialist fails to convert the lead into a listing consultation appointment, the lead goes on the 8 x 8:
Follow-up for Prospective Sellers. The Listing Specialist will follow up with the sellers for eight weeks trying
to convert the lead. At the end of the 8 x 8, if the sellers still have not converted, place them on the standard 33
Touch.
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CHAPTER
MREA OPERATIONS: CONVERTING SELLER LEADS

Getting the Appointment

Initial Seller Interview

When speaking with a seller for the first time:
1. Do not try to perform a listing consultation over the phone.
2. Your main concern is to let the sellers know that you are concerned with meeting their needs

3. Use the “Seller Interview” script (see MREA Scripts Catalog) and go through the Seller Interview sheet
with the seller to get their pertinent information.

4. Assign the listing appointment to the Listing Specialist who covers that particular area of town.

5. Open the CMS and look up the assigned agent’s calendar. Look for an available time slot of at least two
hours that is 24-48 hours from the time of the initial seller interview. Confirm the time with the seller.

6. Schedule the listing consultation at the seller’s property (if possible).

7. Tell the seller to expect a Pre-listing Packet within 24 hours and to begin completing the Seller Listing
Checklist for the listing consultation. Also, tell the seller you will need to collect the Movie and the Pre-
listing Folder that comes in the packet from them after the consultation. Be sure to remind them of this
again during the consultation.
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CHAPTER
MREA OPERATIONS: CONVERTING SELLER LEADS

Getting the Appointment

Databasing the Appointment

When you have set up an appointment with a client:
1. Look up the client in your contact management software—if the client does not exist in your
database, add their information following the guidelines in Set up and Maintain Your Contact
Database.
2. Enter the appointment time in CMS.

3. Post the appointment on the Listing Appointment Spreadsheet to notify the other members of the
team.

4. Copy the completed Seller Interview sheet and give it to the Lead Listing Specialist.
5. If the client is a referral, fill out a Referral Reward form, and turn it into the Marketing and
Administrative Manager. If the client is a referral from another agent, you will also fill out a

Referral Information form and turn it into the Marketing and Administrative Manager.

6. If the seller is also a buyer prospect, copy the completed Seller Interview sheet and turn it into
Buyer Specialist on floor-time.

7. Place the original Seller Interview sheet in a Seller Folder.

(continued on the next page)
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CHAPTER
MREA OPERATIONS: CONVERTING SELLER LEADS

Getting the Appointment

Databasing the Appointment (continued)

Listing Appointment Spreadsheet

Use the Listing Appointment Spreadsheet to record and track all listing appointments for the team. This
information can also be kept on a whiteboard for quick reference by all team members. You will also use the
spreadsheet to track your Pre-listing Packet:

1. At this stage in the listing process, you will fill in the first five and last two columns of the spreadsheet.
That includes:
a. Date (of appt.)
b. Time (of appt.)
c. Seller Name
d. Address

Phone Number

@

f.  Source (of lead; this should also be recorded in the Lead Source Spreadsheet - Sellers and the
CMS)

g. Listing Specialist (assigned to the lead)
2. The remaining columns will be filled in after your prepare the Listing Consultation Packet.
3. Asexplained in Preparing and Delivering the Pre-listing Packet, the packet contains a Movie (David
Knox’s “Pricing Your Home to Sell”). In the seller interview, the Pre-listing Packet, and again at the

consultation, you tell the seller you will need to collect the Movie from them after the consultation.

4. For tracking purposes, each Movie should be assigned a unique number. When you are preparing the
Pre-listing Packet, enter the number of the Movie in the “Movie #” column.

5. When the movie is returned, check the corresponding box in the “Movie Return” columns.

(continued on the next page)
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CHAPTER
MREA OPERATIONS: CONVERTING SELLER LEADS

Preparing for the Listing Consultation

Overview

1. Follow the Listing Appointment Checklist to ensure that everything is prepared for the meeting.

After you have scheduled an appointment for a listing consultation and recorded the appointment in the
appropriate places to notify the rest of the team, use the Listing Appointment Checklist to guide you in preparing
for the meeting.

2. Prepare and place the items from the Exceeding Seller Expectations Checklist.

The Exceeding Seller Expectations Checklist is designed to help you exceed the client’s expectations before the
appointment even begins. It is a checklist of the items of value that you will be delivering to your seller
throughout the home selling process.

3. Prepare the Pre-Listing Packet using the Pre-listing Packet Checklist, and mail or deliver the packet via
courier to the seller.

The first item on the Exceeding Seller Expectations Checklist is sent with the Pre-listing Packet. Send the seller
a Pre-listing Packet immediately after the initial phone interview, before the listing appointment. In addition to
the Seller’s Disclosure and other contract forms, the packet contains several marketing pieces that explain to the
customer the value proposition of your team. This will keep your team fresh in their minds, set their
expectations for the appointment, and most important, give them a standard by which they can measure any
competing Realtors.

NOTE: The Listing Specialist may choose to bring the Seller’s Disclosure, Mold Disclosure, and other contract
forms to the listing consultation partially filled out for expediency. In this case, remove these forms from the
Pre-listing Packet Checklist and the Seller’s Checklist and add them to the Listing Consultation Packet
Checklist.

4. Prepare the Listing Consultation Packet using the Listing Consultation Packet Checklist.

For the appointment, you will also compile a Listing Consultation Packet, which contains all the necessary
forms and paperwork you will need to conduct a professional listing consultation. In addition to the Listing
Agreement and related contracts, the packet contains several marketing pieces that explain to the customer the
value proposition of your team.

NOTE: All of the steps to preparing for the listing consultation can be incorporated into a CMS plan which can
be launched when you database the appointment.

(continued on the next page)
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CHAPTER
MREA OPERATIONS: CONVERTING SELLER LEADS

Preparing for the Listing Consultation

Overview (continued)

Listing Appointment Checklist
Use the Listing Appointment Checklist to guide your activities in preparation for the listing consultation:

1. Complete those items on the checklist for which you are responsible and check off the appropriate
boxes.

2. Pass the checklist to the team member responsible for the next item on the checklist.

(continued on the next page)
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CHAPTER
MREA OPERATIONS: CONVERTING SELLER LEADS

Preparing for the Listing Consultation

Exceeding Seller Expectations

Your team should be prepared to exceed a seller’s expectations at every stage in the home selling process.
Modify the Exceeding Seller Expectations Checklist to suit the budget and style of your team:

1. As part of your pre-listing preparations, mail or deliver via courier a tote bag with Pre-Listing Packet to the
seller within 24 hours of the initial phone interview.

2. Refer to the Preparing and Delivering the Pre-listing Packet section for instructions on how to prepare
this important package.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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CHAPTER
MREA OPERATIONS: CONVERTING SELLER LEADS

Preparing for the Listing Consultation

Preparing and Delivering the Pre-Listing Packet

Pre-listing Packet Checklist
When a listing consultation is scheduled, prepare and send a Pre-listing Packet:

1. Keep 20-30 Pre-listing Packets on hand at all times. When the stack is low make sure the masters for
the Pre-listing Folder are up to date and print off more.

2. Use the Pre-listing Folder Checklist to compile a Pre-listing Folder.
3. Use the Pre-listing Packet Checklist to assemble the Pre-listing Packet.

4. For tracking purposes, make sure Pre-listing Folder number and Movie number are recorded on the
Listing Appointment Spreadsheet. The Listing Specialist conducting the listing consultation should
return from the appointment with both of these.

5. The movie in the Pre-listing Packet can be purchased from DavidKnox.com. The title of the movie is
“Pricing Your Home to Sell.” The movie will help to convince sellers that what you tell them about
pricing their home is not just your opinion but the reality of selling real estate. Purchase several copies
of the movie, so you are never short-handed on pre-listing packets.

(continued on the next page)
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CHAPTER
MREA OPERATIONS: CONVERTING SELLER LEADS

Preparing for the Listing Consultation

Preparing and Delivering the Pre-Listing Packet (continued)

Pre-listing Folder Checklist

Use the Pre-listing Folder Checklist to prepare the Pre-listing Folder:

1. The Packet Folder should have the team name, contact information, and logo on the cover. Inside, the
folder should have pockets and protective plastic sleeves hanging in the middle. Team marketing pieces
(Team Mission Statement, Introduction to the Team, etc.) should be placed in plastic sleeves. All
documents that the seller must complete (Seller Listing Checklist, VIP Questionnaire, etc.) should be
placed in a folder pocket

2. The Pre-listing Cover Letter should thank the homeowner for the upcoming opportunity to speak with
them. It will also instruct them on preparing for the meeting.

3. The Seller Book (bound booklet with team name, contact information, and logo on the cover) will
contain:

a. Team Mission Statement — tells the seller why your team is right for them (i.e., the benefits of
working with your team).

b. Introduction to the Team — lists all of the professional credentials, awards, and recognitions for
your team members and briefly describes who the various team members are and what they do
on the team (include photos).

c. Testimonials — tells the buyer what past clients thought about the level of service they received
from the team.

d. Marketing Program — explains and gives examples of the various forms of marketing and
advertising your team does to get a home sold.

e. Getting to Know Your Realtor — gives the seller questions that they should use to interview any
competing agents. You should not only know the answers to all of these questions, but also be
able to point to the answers in your Seller Book.

f.  Service Provider List — should be a list of your preferred third-party vendors (mortgage co., title
co., etc.) whose services you recommend to your clients. The Seller Listing Checklist will guide
the sellers as to which forms they should complete in preparation for the listing consultation.

4. The Seller Listing Checklist guides the seller as to which forms they should complete in preparation for
the listing consultation.

(continued on the next page)
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CHAPTER
MREA OPERATIONS: CONVERTING SELLER LEADS

Preparing for the Listing Consultation

Preparing and Delivering the Pre-Listing Packet (continued)

5. The VIP Questionnaire gives you the necessary information about your client to enter them into your
database of past clients.

6. The 10 Favorite Features sheet is a list of the sellers’ 10 favorite features of their home. Consult this
when you are writing ad material for the property and inputting the property into the MLS.

7. The Seller’s Disclosure Instructions will help the sellers to fill out the Seller’s Disclosure, which is
necessary to provide buyers with needed information about the property. Make sure that sellers have
filled this form out completely.

8. The Homeowner’s Association Disclosure informs buyers of any governing neighborhood bodies and
their fees.

9. The Utilities, Taxes, and Square Footage Disclosure tells buyers what the average bills were for the
seller for the various utilities. The seller should state what their annual taxes have been and any
exemptions they have. The seller will also disclose the square footage of the home and where they
obtained that number.

10. The Mold Disclosure form is state-specific and can be obtained from your local board of realtors.

11. The seller should be shown the Home Warranty Brochures from your preferred home warranty vendors.
Make sure to tell them that, while you recommend it, they do not have to buy a home warranty, nor do
they have to buy one from your preferred vendors.

12. The When Selling Your Home... sheet should tell the seller the do’s and don’ts for when selling their
home (e.g., don’t be there during showings, listen to feedback from showing Realtors, etc.)

13. The Movie Flyer explains to the seller that they should watch the Movie on pricing their home in
preparation for the Listing Consultation.

(continued on the next page)
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CHAPTER
MREA OPERATIONS: CONVERTING SELLER LEADS

Preparing for the Listing Consultation

Preparing and Delivering the Pre-Listing Packet (continued)

Pre-listing Cover Letter

Use the Pre-listing Cover Letter to thank the seller for the opportunity to speak with them about the sale of their
home; to instruct them on how to prepare for the listing consultation; and to set the expectation that you will the
Movie back after the consultation:

1. Enter your name, the team’s name, the team’s address, the team’s phone number, and the team’s Web
site URL. Save these changes as the master copy.

2. For appointments, change the date, name and address of seller, and salutation each time you prepare a
pre-listing package. Do not save this as the master.

Print out the letter and sign it.
4. Add the letter to the front of the Pre-listing Folder.

(continued on the next page)
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CHAPTER
MREA OPERATIONS: CONVERTING SELLER LEADS

Preparing for the Listing Consultation

Preparing and Delivering the Pre-Listing Packet (continued)

Service Provider List

The Service Provider List is made up of service providers who have pledged to give your customers the same
level of service that they would get from you:

1. Update the template with all of the service providers that you have worked with and would feel
comfortable recommending.

2. Remove any categories for which you have no businesses to recommend.
3. Note which vendors are licensed or bonded.

4. Give careful consideration when recommending home inspectors. To limit your liability, always list
several inspectors that the client can choose from.

5. Regularly review the list, removing companies that are not providing the level of service you expect and
adding new companies as they come to your attention.

(continued on the next page)
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CHAPTER
MREA OPERATIONS: CONVERTING SELLER LEADS

Preparing for the Listing Consultation

Preparing and Delivering the Pre-Listing Packet (continued)

Seller Listing Checklist
Provide your sellers with a Seller Listing Checklist so that they understand what documentation is expected of
them for the listing consultation:

1. Inthe seller interview, you may want to alert the seller to look in the Pre-listing Packet for this
document, since it will guide them in completing the necessary paperwork for the consultation.

2. Enter your team information and save as the master copy.

(continued on the next page)
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CHAPTER

4 MREA OPERATIONS: CONVERTING SELLER LEADS

Preparing for the Listing Consultation

Preparing and Delivering the Pre-Listing Packet (continued)

VIP Questionnaire

Include the VIP Questionnaire as part of the Pre-listing Packet:

KELLER
WILLIAMS

VIP Questionnaire

It ordet to better serve you, please complete and retuen thiz sheet with your listing
paperwork, Tharnk you very much for the oppottunity to serve youl

Yo narne:
Spouge/Significant Other’s nawe:
Ivlailing address:
Plersical address:
Phome nrebers:
You Home: Tvlobale:
Work: Fax
Spouse/50 Work: Fax:
Ernail address: Yo
Spouse/50:

( SPECIAL Month Day Gender MName

DATES
or birthday
Record these dates in your CMS Sponse/S0 birthday
database and set reminders so that < Child #1 hirthday
you can email the client(s) on the Child #2 birthday
appropriate dates. Child #3 birthday

Child #4 birthday
Wedding

b ymiversary

FAVORITE THINGS You Spouse/Significant Other

Flowrer
. Color
Record these in your CMS database Festauran

T Holiday
for gift ideas for referrals. SporTiatGy

Other

Please list any friends or faraiby members who may be in need of assistance at this time:

[Click here and type oartesm's hame ]
[Click hoewe @ type ourtenm's addres]
[Clide here ad tpe yorteam's phanenumber]
[ tick: Toewre @ type pormrdsie]

Eeller Williams Realty Iternational @ 2004
(continued on the next page)
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CHAPTER
MREA OPERATIONS: CONVERTING SELLER LEADS

Preparing for the Listing Consultation

Preparing the Listing Consultation Packet

The team should keep 20-30 Listing Consultation Packets on hand at all times, and keep masters up to date at
all times. When you prepare a Listing Consultation Packets, use the Listing Consultation Packet Checklist to
ensure that your packet is complete:

1. The Listing Walk-through Notes will guide you in taking notes on the upgrades, features, and needed
repairs of the home.

2. The Advertising Copy sheet is for taking notes on special features about the properties that should be
focused on in advertisements for the home once the listing is taken.

3. The Seller 10°s Sheet will be used during the needs analysis with the seller to determine what they really
want.

4. The Comparative Market Analysis (CMA) will help the seller understand what their competition is like
and how to appropriately price their home. Use the CMA Preparation Checklist to help you prepare the
CMA.

5. The Seller’s Estimated Closing Statement is a state-specific form that can be obtained from your local
board of Realtors. It will give the seller an estimate of what they can reasonably expect to get at closing
for the sale of their home.

6. The Listing Agreement is a state-specific form, which you can get from your local board of Realtors. It
is a contract that states that the seller will allow your team exclusively to act as their agent in the sale of
their home.

7. There may be Addenda to the Listing Agreement specific to your state or circumstances, which may
need to be included in your Listing Consultation Packet. These may include, yard signs, virtual tours,
extra keys, etc.

8. The Lockbox Agreement states that the seller understands and assumes responsibility for the dangers
inherent in placing a lockbox on the property and will permit the team to place a lockbox on the home.

9. The Security System Addendum is for homes with security systems. It describes the security system and
gives Realtors access to the codes for showings.

10. The Agency Disclosure is a state-specific form, which you can get from your local board of Realtors. It
explains to buyers and sellers an agent’s legal obligations when he or she works for the buyer, the seller,
or both.

(continued on the next page)
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CHAPTER
MREA OPERATIONS: CONVERTING SELLER LEADS

Preparing for the Listing Consultation

Preparing the Listing Consultation Packet (continued)

11. If your team is associated in any way legally with a business that potentially concerns the sale of
property, the seller must sign an Affiliated Business Arrangement Disclosure stating that they have been
made aware of the potential conflict of interest and that they realize that it is not necessary for them to
use that particular company in order to complete the real estate transaction with the team. Check with
your state’s real estate commission for information on what affiliations you must disclose.

12. The Lead-based Paint Disclosure is a state-specific form and can be obtained from your local board of
Realtors. This is only necessary if the home was built before 1978.

13. The Mortgage Information Request Letter must be filled out by the seller in order for the team to get the
required financial information about the property to the closing company.

14. Preparing Your Home for Sale is a checklist for the seller to get their home cleaned and repaired for
sale. Inform the seller that, in addition to this generic checklist, you will also be giving them a typed
punchlist based on the Listing Walk-through Notes.

15. The Pet Sheet should be posted outside the front door of those sellers who have animals that roam the
house freely when they’re not home. This will alert showing Realtors and their buyer clients to the
presence of the animal(s).

16. The Who Do You Call When... sheet should explain to the seller which team member to call (and gives
their phone number) for the various stages of the home selling process.

17. The Presentation Survey should be given to the sellers at the end of the Listing Consultation. This will
help Listing Specialists understand what about their presentation the sellers liked and what they didn’t.
The Self-Addressed Stamped Return Envelope for Survey should also be given to the sellers so that they
are more inclined to actually return the survey.

(continued on the next page)
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CHAPTER
MREA OPERATIONS: CONVERTING SELLER LEADS

Preparing for the Listing Consultation

Preparing the Listing Consultation Packet (continued)

CMA Preparation Checklist
Use the CMA Preparation Checklist to prepare a CMA:

1. When you receive a Listing Appointment Checklist, use the CMA Preparation Checklist to prepare the
CMA for the appointment.

2. The information you need to obtain for your CMA is available online from your local MLS.

3. Complete the CMA form.

(continued on the next page)
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CHAPTER
MREA OPERATIONS: CONVERTING SELLER LEADS

Preparing for the Listing Consultation

Preparing the Listing Consultation Packet (continued)

Mortgage Information Request Letter

The Mortgage Information Request Letter is necessary to obtain financial information on the property:

1. Enter the team’s name, address, phone number, primary email, and website URL in the letter. Save
these changes as the master.

2. Fill in the seller’s name and property information. Print the letter, but do not save this as the master.
3. Have the seller fill this out during the listing consultation.

4. Instruct the seller to send the completed letter to their mortgage company.

(continued on the next page)
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CHAPTER
MREA OPERATIONS: CONVERTING SELLER LEADS

Preparing for the Listing Consultation

Preparing the Listing Consultation Packet (continued)

Preparing Your Home for Sale

The Preparing Your Home for Sale sheet is a general checklist that sellers should use to get their houses ready
for sale:

1. This should be given to the seller during the listing consultation. Tell the seller that this will help them to
get started preparing their home for the sale.

2. Tell the seller that you will also type up the Listing Walk-through Notes on the property to offer more
specific instructions for them to follow to further enhance the property.

(continued on the next page)
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CHAPTER
MREA OPERATIONS: CONVERTING SELLER LEADS

Preparing for the Listing Consultation

Preparing the Listing Consultation Packet (continued)

Presentation Survey

Include the Presentation Survey (along with a self-addressed stamped envelope) in the Listing Consultation
Packet:

1. Update the template with the team’s name. Save these changes as the master.

2. Ask the seller to complete the survey at their convenience and mail it in the enclosed envelope.
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CHAPTER
MREA OPERATIONS: CONVERTING SELLER LEADS

Preparing for the Listing Consultation

Driving Directions

The listing consultation should be held at the listing if at all possible. Be sure to get driving directions to the
meeting location:

1. Open Internet browser.

2. Go to MapQuest.com.

3. Click on the Driving Directions icon.

4. Enter starting and destination addresses.

5. Click Get Directions.

6. Click Print.

7. Paper clip driving directions to the front of the Listing Consultation Packet.

8. Ensure that you allow sufficient time to get to the appointment. It is okay if you are early, but it is never
acceptable to be late.
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CHAPTER
MREA OPERATIONS: CONVERTING SELLER LEADS

Delivering the Listing Consultation

Overview

1. Have the seller take you on a walk-through of the homes while you take notes on upgrades and repairs.

The Listing Consultation will begin with a walk-through of the home. During the tour, use the Listing Walk-
through Notes on upgrades to the home the seller+ has made and any necessary repairs that the seller will need
to make before the home goes on the market.

2. Perform a needs analysis on the seller using the Seller 10’s Sheet.

After the walk-through, perform a needs analysis on the seller to determine what they want and how best to
serve them.

3. Educate the seller about the home selling process.

Once you understand the seller’s needs, address those concerns while reviewing the team’s marketing material
in the Seller Book. Tell them what to expect during the process of looking for homes. Explain how inspections
and negotiations work. Then talk about the processes involved from contract to close.

4. Determine a pricing strategy with the seller.

When they have seen the Seller Book, begin discussing the pricing strategy. Show the seller the CMA for their
home, and explain what it means. Ask the seller to give their opinion of what they think their home is worth
given the figures in the CMA. When the seller agrees to a reasonable price, take them through the Seller’s
Estimated Closing Statement to show them an estimate of what they could expect to walk away with at closing.

5. Have the seller complete the Listing Agreement and all necessary contracts.

After discussing the home selling process, summarize how the team is going to help them meet all of their goals
that they listed in the needs analysis, and then ask them to sign the Listing Agreement and related contracts.
When they have signed the Listing Agreement give them the rest of the paperwork. Take the Listing Agreement
and related addendums and leave the rest of the paperwork with them and tell them you will collect it at an
agreed upon time.
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Delivering the Listing Consultation

Listing Walk-through

Before you begin the listing walk-through, ask the seller for the completed 10 Favorite Features sheet that was
included in the Pre-listing Packet. If they have not completed the sheet, ask them to quickly tell you what their
10 favorite features of the home are and write them down. Take note of these items and any other items that
will attract buyers (upgrades, new and outstanding features, etc.) on the Advertising Copy sheet, as well.

During the walk-through use the Listing Walk-through Notes worksheet to record the upgrades and necessary
repairs:

1. Ask the seller to show you their home, so you can better service their needs.

2. Tell the seller you’ll be making notes as you go and will type it up for them later. Don’t ever get into a
discussion with them about what you will be recommending during the consultation—it will be
disastrous!

3. Asyou tour the home, pay attention to the layout so you will know where extra furnishings may be able
to go.

4. Your goal is to open up and brighten every room. Look for balance of furniture weight as much as
possible to prevent a busy look. There should be available wall space on every wall. Too much
furniture shrinks a room and makes it seem cluttered, no matter how neat and clean it is.

5. Check flooring throughout for wear, busy patterns, or bad colors.

6. Be sure and look for any cracks or indications of leaks or other problems. Look at the ceilings, around
baseboards, and at doors/windows.

7. Go outside and check for exterior maintenance on the house, any outbuildings, and the yard
maintenance. Suggest patio/deck furniture groupings. Make note of anything about detracting from the
curb appeal. Also, check roof for wear.

8. Do not be afraid to write down ALL suggestions if you think they could prohibit a potential buyer
from seeing the property at its best. The Seller may be unhappy initially, but they will thank you
when the house sells for what they wanted, when they wanted it.

(continued on the next page)
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CHAPTER
MREA OPERATIONS: CONVERTING SELLER LEADS

Delivering the Listing Consultation

Listing Walk-through (continued)

Later, when you give the typed Details & Repairs List to the sellers:

1. Be sensitive to the fact that they have decorated this house the way they wanted it and don’t insult their
taste.

2. Tell them that they will be halfway finished packing for their move after they prepare the house for sale.

3. Tell them that these suggestions are what we’ve found to be helpful in selling a house quickly and for
the absolute highest price that the neighborhood will allow.

4. Acknowledge that you know it will be a lot of work and refer them to your Service Provider List for
professional help.

5. Sympathize, but don’t give in.
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CHAPTER
MREA OPERATIONS: CONVERTING SELLER LEADS

Delivering the Listing Consultation

Analyzing Sellers’ Needs

After the walk-through, sit down with the seller at the kitchen table and open the Pre-listing Packet and Listing
Consultation Packet. Use the Seller 10’s Sheet to perform a needs analysis on the sellers:

1. Tell the seller that you want to do a quick needs analysis to better understand their needs in the sale of
their home.

2. Asyou ask them the questions from the Seller 10’s Sheet, write down their responses on the sheet.

3. You want to find out what their core issues really are. On each of the “What is important to you about
that?” questions, ask them to elaborate on their responses until you feel that they have communicated
their real motivations.

4. When you are finished with the needs analysis, set the Seller 10’s Sheet in front of them, so you can
continually refer back to it.
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CHAPTER
MREA OPERATIONS: CONVERTING SELLER LEADS

Delivering the Listing Consultation

Educating Sellers about the Team

At this point in the consultation, open the Seller Book from the Pre-listing Packet:

1. Go over your Team Mission Statement with your sellers. When discussing the mission statement, refer
back to the Seller 10’s Sheet when their needs and your mission coincide. For example:

“We at the Great Home Team believe that integrity is critical in any relationship...Now you had
mentioned that you wanted an agent you could trust because the last guy...so I think that we will be a good
fit.”

2. Go over the Introduction to the Team. Give them the Who Do You Call When... sheet and explain
which members of the team will contact them at each stage of the process. Point out any designations,
credentials, and recognitions you’ve received. Also, talk about your team’s combined experience in
real estate. If appropriate, discuss your average percentage of list price and your average days on the
market.

3. Go over your Testimonials. Be sure to point out and paraphrase testimonials that applaud
characteristics of the team that the sellers said they were looking for. For example:

“Oh yeah, this gentleman is the VP of Finance at McDonald-Douglas. He wrote us to tell us how pleased
he was to have work with people who have such high integrity...”

4. Go over your Marketing Program with the seller. Discuss the ways that your team will market their
home. Show them examples of the various magazine, newspaper, and Internet ads. Show them
examples of color brochures, print out of online virtual tours, and broadcast emails sent to other
Realtors. Point out the advantage of working with a team with dedicated Buyer Specialists who
continually show team listings.

5. Show the seller the Service Provider List and the Home Warranty Brochures. Tell them that they do
not have to choose any of these vendors, but you trust these vendors because you worked with them in
the past, and they’ve always done stellar work.
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Items in bold reference other sections of this manual.
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Delivering the Listing Consultation

Determining the Pricing Strategy

Using the CMA

After discussing the team, move on to discussing the pricing strategy with the seller. Show them the CMA that
you prepared for their home:

1. Point out the similarities between the comparison homes and theirs.

2. Point out how many homes are on the market in that price range and how many have sold in that price
range in the past 6 months.

3. Ask the seller to compare their home to these others. Then, ask the seller what they think their home
should be listed for based on what they’ve seen of the other homes in their area. Next ask the seller if
they think that their home will sell within the time period that they want at whatever price they give.
Help the seller to establish a price for their home that will allow them to sell within their timeframe.

4. If the seller has overpriced their home and refuses to reconsider, you must set proper expectations. Tell
them that if the home has not sold in the current market average number of days, they will have to
reconsider their price.

(continued on the next page)

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
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CHAPTER
MREA OPERATIONS: CONVERTING SELLER LEADS

Delivering the Listing Consultation

Determine Pricing Strategy (continued)

Using the Seller’s Estimated Closing Statement

Once the sellers have agreed to a reasonable price, walk them through the Seller’s Estimated Closing Statement.
This form is state-specific and can be obtained from your local board of Realtors. Below are some general
guidelines:

1. Using the price the seller has agreed to pay, calculate the various fees and charges the seller will pay at
closing. Subtract those fees from the selling price to yield the Net Proceeds from Sale.

2. Then, subtract all mortgages from the Net Proceeds to yield the total Proceeds at Settlement.

3. Important: Make sure the sellers understand that this is only an estimate and that you cannot guarantee
any amounts.

4. Set the maximum dollars for repairs and wood destroying insects (typically 1.5% of the sales price for
each).

5. Have the sellers sign the Seller’s Estimated Closing Statement.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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CHAPTER
MREA OPERATIONS: CONVERTING SELLER LEADS

Delivering the Listing Consultation

Complete Listing Paperwork

When the seller has agreed on the price of sale, have them complete all necessary contracts and forms:

1. Begin with the Listing Agreement. The seller must sign and initial at all indicated places on the
Listing Agreement form for your state. You have not listed the home until this document is
completed and signed.

2. Explain the Addendum to the Listing Agreement. Check off the appropriate boxes for the various
items in the agreement. The seller must initial and sign at all indicated places on the contract.

3. Explain the Lockbox Agreement to the seller and have them sign it.

4. Explain the Security System Addendum to the seller and have them sign it.

5. Explain the Agency Disclosure form to the seller and have them sign it.

6. If you or members of your team have any investments in or work for any businesses—other than
Keller Williams Realty—that may be involved in the sale of the home, explain the Affiliated

Business Arrangement Disclosure to the seller and have them sign it.

7. 1f the home was built before 1978, explain the Lead-based Paint Disclosure to the seller and have
them sign it.

8. Explain the Mortgage Information Request Letter to the sellers and have them sign it.

9. Collect the following Pre-listing Packet items from the sellers:
a. Any documents listed on the Seller Listing Checklist that the seller has completed.
b. Movie
10. Go over the Preparing Your Home for Sale checklist. Tell the seller that in addition to that general

checklist, you will be typing up the Details & Repairs List of specific instructions from the Listing
Walk-through Notes.

11. Go over your team’s When Selling Your Home... sheet. Make sure that the sellers understand their
responsibilities in getting the home sold.

(continued on the next page)

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
© 2004 Keller Williams Realty, Inc. MREA Operations Manual v3.2 4-30




CHAPTER
MREA OPERATIONS: CONVERTING SELLER LEADS

Delivering the Listing Consultation

Complete Listing Paperwork (continued)

12. If the seller has any pets, give them the Pet Sheet, and instruct them to post it outside their door to
alert prospective buyers and their agents.

13. Give the seller the Presentation Survey and the self-addressed stamped envelope. Ask them to
complete it and mail it in.

14. Get an extra key from the seller. Tell them that you will make a copy and return it when you bring
the lockbox and the yard sign.

15. Thank the seller for their time and tell them when they can expect to hear from you next.

NOTE: After you have responded to their objections, if the seller chooses not to sign with the team at that time,
launch the 8 x 8: Follow-up for Prospective Sellers plan.

When you have finished the listing consultation and signed a new seller client, transition to the Servicing
Sellers section of this manual.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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Servicing
Buyers

The Servicing Buyers Processes...

Initiate the Buyer Listing.

Tour Properties & Gather Feedback.

Write the Offer & Negotiate the Contract.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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CHAPTER
5 MREA OPERATIONS: SERVICING BUYERS

Initiate the Buyer Listing

Overview

The Steps Required to Initiate the Buyer Listing

There are three steps required to initiate the buyer listing. They are:
1. Collect the documents from the Buyer’s Consultation.

2. Add the buyer information to the Current Buyers Spreadsheet.

3. Assemble the Buyer’s Folder.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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CHAPTER
5 MREA OPERATIONS: SERVICING BUYERS

Initiate the Buyer Listing

The Current Buyers Spreadsheet

Enter the required information about the buyer in the Current Buyers Spreadsheet. This spreadsheet informs the
rest of the team about which buyers are listed and what those buyers’ preferences are. Other team members may
know of properties that match what a particular buyer is looking for. Provide copies of the Current Buyers
Spreadsheet at every team meeting.

The Current Buyers Spreadsheet will also assist you in managing the Referral Reward Tracking Program
(see page 2-17).

Current Buyers Spreadsheet

Buyer Pre-Qualified/Pre- | Contract

Buyer Agreement | Beds |Baths| Sq. Ft. | Area Comments Approved Pending MLS CI[')J::g

Name s
Specialist YIN {Amount) #

Keler William s Realty International @ 2004

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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Initiate the Buyer Listing

Collect the Documents from the
Buyer’s Consultation

The Documents from the Buyer Representation Consultation

The following documents should have been completed as the result of a successful Buyer’s Consultation:
1. Buyer Interview sheet

2. Homebuyer’s 10’s Sheet

3. The Buyer Representation Agreement— This form may vary from state to state, check with your team leader
for state specific guidelines.

4. Agency Disclosure— This form may vary from state to state, check with your team leader for state specific
guidelines.

5. VIP Questionnaire

6. Affiliated Business Arrangement Disclosure — This form will have been completed if the principal(s) of the
team hold any financial interest in any other business that may be part of the home buying process such as a
mortgage company, title company etc.

7. Addenda to Buyer Representation Agreement — These forms may vary from state to state, check with your
team leader for state specific guidelines.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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Initiate the Buyer’s Listing

Assemble the Buyer’s Folder

A Diagram of the Buyer’s Folder

Organizing the documents required to service the buyer will allow you to help your client locate the right home
at the right price as quickly as possible.

Begin with a legal size manila folder. Assemble the Buyer’s Folder according to the diagram below.

Place the Buyer Place all of the MLS
Interview sheet on top Information sheets
of the rest of the you print out to
paperwork that was present to your client
completed and on the right in the
returned and part of folder. Do not staple
the Buyer’s these sheets because
Consultation and you and your client
staple the packet to may be referencing
the inside left of the them frequently.
manila folder

Write the
client’s name on
the folder tab.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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CHAPTER
5 MREA OPERATIONS: SERVICING BUYERS

Tour Properties & Gather Feedback

Overview

The Components Required to Tour Properties and Gather Feedback
There are three components required to tour properties and gather feedback. They are:
1. The steps to tour properties and gather feedback.

2. Property showing and feedback guidelines.

3. Buyer decision making guidelines.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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CHAPTER
5 MREA OPERATIONS: SERVICING BUYERS

Tour Properties & Gather Feedback

The Steps to Tour Properties & Gather Feedback

The steps to tour properties and gather feedback are as follow:

1. The buyer will have received a list of the properties from the MLS that met the buyer’s initial criteria during
the buyer consultation.

N

Phone the buyer and confirm that he or she has driven by and viewed the exteriors of the properties on the
list. Schedule a property tour to show the buyer the properties that the buyer was most interested in after
seeing their exteriors. Remind the buyer to bring their Buyer Book so that they can use their Notes on
Viewed Properties sheets as you tour the homes.

3. Print out a detailed MLS information sheet for each property you plan to tour with your client. Determine
the most efficient route to take. You don’t want to be going from one side of town to the other and then back
again. Place the MLS information sheets in the order in which you tour the properties. Make one set for your
client and one for yourself. Place them in the buyer’s folder you assembled previously.

4. At the appointed time, deliver the gift basket with water and snacks as indicated on the Exceeding Buyer
Expectations Checklist. Mark the item complete on the checklist.

5. Give the buyer their set of detailed MLS information sheets for the properties you plan to tour.

6. Take the buyer on a tour of the properties.

7. Follow the Property Showing & Feedback Guidelines (see page 5-8).

8. Consult with buyer to determine if the buyer is interested in making an offer on any of the properties.
Follow the Buyer Decision Making Guidelines (see page 5-9) to help your client determine for themselves

whether or not they would like to make an offer on a property.

9. If the buyer is not interested in making an offer at that time, ask if the buyer would like to visit any of the
properties for a second time. If so, schedule a second showing.

10. If not, schedule a time for your next property tour with the client.

11. Refine your search on the MLS to find properties that more closely match your client’s preferences based on
the results of your first property tour.

12. Continue the showing and research process until the buyer finds a property they wish to make an offer on.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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CHAPTER
5 MREA OPERATIONS: SERVICING BUYERS

Tour Properties & Gather Feedback

Property Showing and Feedback Guidelines

The guidelines for showing properties and gathering feedback are as follow:

1. As you view each property, ask the client to write any comments they have on the Notes on View Properties
sheets from their Buyer Book (see Chapter 3: Converting Buyer Leads). Having the buyer write down
their own comments will reinforce the impressions each property makes on the client. This will help the
client to rank the properties in order of preference as you continue.

2. Record your own comments on your copy of the MLS sheet for each property as you show it. Keep these
sheets in the buyer’s folder you assembled previously.

3. Each time you show a new property, ask your client to rank that property relative to the other properties you
have viewed. The purpose is to continuously decide which properties are the top three being considered by
the client. This will help you focus your client on which of the top three they may want to make an offer on.

4. Avoid touring homes with the client for more than 2 % — 3 hours at a time. Do not tour homes with your
client for more than a total of 4 hours per day. Any longer than that and the client will become saturated and
will not remember the properties he or she has viewed.

5. Give descriptive names to the top ranked properties to help your client visualize them individually (e.g. -
The View House, The Creek House, etc.)

6. Never tour properties with a buyer that has not been through a Buyer’s Consultation with you and who has
not signed a Buyer’s Representation Agreement. You must get that level of commitment from the buyer or
you will end up wasting a large amount of your time. The one exception to this is if a potential buyer calls
you from the location of a property they would like to tour. You may wish to go and show the potential
client that one property but do not show any others unless the buyer signs a Buyer’s Representation
Agreement.

7. Do not tour properties with your client immediately after the Buyer’s Consultation. If your client was not
pre-qualified at the time of the Buyer’s Consultation, ask the client to contact you once they have met with a
lender. Contact that lender to confirm the pre-qualification and amount. Give yourself time to thoroughly
research the MLS so that your time will be spent showing your client only properties that they will be
interested in buying. One exception to this guideline is if you are meeting with a relocation client from out
of town who is working with an extremely limited timeframe.

8. In a buyer’s market, the showing process is more a matter of elimination. Properties with tenants tend to be
more difficult to schedule showings for and may not be staged well. FSBO’s tend to have unrealistically
high asking prices and are more difficult to deal with in general. You may want to give a lower priority to
showing these kinds of properties unless the buyer expresses a keen interest in them.

9. Listing agents will call you to try to get your client’s reaction once your client has toured each agent’s
listing. On properties your client was absolutely not interested in, you can provide the listing agent with why
the buyer was not interested. On properties that your client is interested in, DO NOT discuss any comments
that your client made regarding the property that could compromise your ability to negotiate the contract
should your client decide to make an offer on the property. You do, however, want provide some sort of
feedback because you would want the same consideration on your listings.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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CHAPTER
5 MREA OPERATIONS: SERVICING BUYERS

Tour Properties & Gather Feedback

Buyer Decision Making Guidelines

Consider the following guidelines when assisting your client in their decision as to whether or not to make an
offer on a property they have shown particular interest in.

1. Ask the client “How would you feel if you found out this property had been taken off the market?” If the
client indicates they would feel strongly about it that is a good indication they may want to make an offer on
the property.

2. Remind your client that there is absolutely no way of knowing when another, or multiple, offers could be
made on any property.

3. Occasionally you will tour a new listing where the property is beautifully staged and priced right. If you get
the distinct impression that the property simply won’t be on the market for one more day, communicate that
feeling to your client so that they can make a decision quickly on whether or not to make an offer on the
house. It is better to warn them of the possibility than to be the scapegoat when it’s lost!

4. When the buyer is ready to make an offer, follow The Steps to Write the Offer and Negotiate the
Contract (see page 5-11).

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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CHAPTER
5 MREA OPERATIONS: SERVICING BUYERS

Write the Offer & Negotiate the Contract

Overview

The Components Required to Write the Offer and Negotiate the Contract
There are two components required to write the offer and negotiate the contract. They are:
1. The steps to write the offer and negotiate the contract.

2. Terms to consider when writing an offer.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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CHAPTER
5 MREA OPERATIONS: SERVICING BUYERS

Write the Offer & Negotiate the Contract

The Steps to Write the Offer and
Negotiate the Contract

The steps required to write the offer and negotiate the contract are as follow:
1. Determine which property the buyer wishes to make an offer on.

2. Contact the Listing Agent. Request a Seller’s Disclosure Form for the property if you do not have one
already. Request any other information, such as HOA materials, you think may help you and your client to
formulate the offer.

3. Ask the Listing Agent the questions on the Seller Agent Questions Worksheet. Also ask the listing agent
about any other considerations that occurred to you as the result of studying the property that may assist your
buyer when negotiating the contract. The Seller Agent Questions Worksheet is designed to help you uncover
the seller's motivation, thereby potentially increasing the buyer's leverage in negotiations. However, the
more experienced the agent you are dealing with, the less likely they are to give away this information. You
will need to gauge the agent's experience level and tailor this form accordingly.

4. Consult with the buyer to arrive at the price and other terms of the offer you would like to present to the
seller. Be sure to review the Terms to Consider When Writing an Offer suggestions (see page 5-12). Be
completely straightforward with your client in discussing the realities of the current market while calculating
the offer.

5. Complete a Buyer Estimated Charges worksheet based on the price your client would like to offer.

6. If your client is satisfied with the results of the Buyer Estimated Charges worksheet, complete a contract for
purchase of the property as well as an option to terminate and present them to the listing agent. Request a
reply within the shortest amount of time your market will allow.

7. In the event of a counter-offer, consult with the buyer to either accept the counter offer or to re-counter the
offer. Again, remind your client to take current marketplace conditions in mind while making their decision.

8. Once the offer has been accepted and signed by both parties, have your client write checks for the earnest
money and option fee (if an option fee is applicable in your state). If your client is the last to sigh the
contract, deliver the earnest money and contract to the closing company. If the seller will be signing last,
deliver the earnest money and option check to the listing agent. They will turn the earnest money in to the
closing company with the contract. NOTE: This step may vary from state to state, check with your team
leader for state specific guidelines. See Chapter 7: Coordinate Buyer Transaction & Closing for more
information.
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Items in bold reference other sections of this manual.
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CHAPTER
5 MREA OPERATIONS: SERVICING BUYERS

Write the Offer & Negotiate the Contract

Terms to Consider When Writing an Offer

The terms to consider when writing an offer are as follow:
1. Appliances — Consider any appliances the buyer would like to ask for.
2. Price — Consult with your client to arrive at the most logical price to offer.

3. Earnest Money/Escrow — Determine an amount that is acceptable to your client and will very likely be
acceptable to the seller.

4. Time for Acceptance — Be sure to specify the time for acceptance.
5. Loan Approval — Allow your client ample time to get secure loan approval.

6. Financing Terms — Make sure the financing terms are agreeable to your client and will very likely be
agreeable to the seller.

7. Closing Date — Make sure that the closing date on the offer will work with your client’s schedule.
8. Home Warranty — Review any home warranty considerations.
9. Repair Limits — Explain the repair limits to your client.

10. Special Clauses or Contingencies — Carefully write any special clauses or contingencies your client would
like to include in the offer.
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Sellers

The Servicing Sellers Processes...

Initiate the Listing.

Market the Property.

Track Showings and Provide Feedback.

Modify/Update the Listing.

Review Offers and Negotiate the Contract.
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CHAPTER

6

MREA OPERATIONS: SERVICING SELLERS

Overview

Initiate the Listing

The best practice to track your progress in the process of initiating and marketing a listing is to create an Action
Plan in your CMS (Contact Management Software) that does this for you. If you do not use CMS, you can use
the Listing Checklist form (see below) to track your progress.

The Listing Checklist

The Listing Checklist form lists the activities you will use to track your progress in the process of initiating and
marketing a listing. If you are using CMS, you can enter each of these activities as part of your Action Plan.
Various sections of the Listing Checklist will be referred to repeatedly throughout this chapter on Servicing

Sellers.

Each task required to initiate and market a new listing is specified in the “Initiate Listing” and “Market the
Property” sections of the Listing Checklist (See below). Check each appropriate task as you complete it.

The Initiate Listing
and Market the
Property sections.
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CHAPTER
MREA OPERATIONS: SERVICING SELLERS

Initiate the Listing

Overview (continued)

The Request/Please Form
As your volume of listings grows, you will eventually reach the point where it is more productive for your real
estate business to have a courier perform many of the errands and duties required to service the seller. The

Request/Please form addresses many of those needs. There are numerous activities referred to throughout this
chapter on Servicing Sellers that you could use the Request/Please form to ask a team member to complete.

The Steps to Initiate a New Listing
There are several groups of tasks to be performed in order to initiate a new listing. They are:
1. Complete the listing paperwork (see page 6-4).

2. Prepare the property for showing (see page 6-13).

3. Distribute listing paperwork (see page 6-16).
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CHAPTER

6 MREA OPERATIONS: SERVICING SELLERS

Initiate the Listing

Complete the Listing Paperwork

The Steps to complete the listing paperwork

The steps required to complete the listing paperwork are:
1. Collect all listing paperwork (see page 6-5).

2. Enter the listing in the MLS and your CMS (see page 6-7).
3. Assemble the Listing Folder (see page 6-12).

The Listing Checklist: Complete the Listing Paperwork Area

Checklists of the documents and tasks required to complete the listing paperwork appear in the “Complete the
Listing Paperwork™ area of the “Initiate Listing” section of the Listing Checklist. Check off each document/task
as you receive it or complete it.

INITIATE LISTING

Complete the Listing Paperwork
Paperwork from Listing Consultation Enter in MLS/CM5
Q Lisfing Agreement Q Seller’s 105 Sheet Q Exterior Photos
Q Agency Addereda fo Listing Q FIF Cuesfionmare O Interior Photos
Agreement O Comps/Chdd’s O Home Measured
O Seller s Disclosure Form O Seller’s Esfimated Closing O Enter in ML3
Q Agency Disclosure Statement (or Seller s Nef Sheef) O Entet in OIS Other Sofbware
O Affiliated Busimess Arrangement O Enter Current Lisfings Spreadsheef
Disclosure lems from Seller Q Enter Current Lisfings Whiteboard
0 Walk-fhrough Nofes O History of Insurance Letter O Complete Property Dafa Sheet
QO Adverfising Copy O Survey O Complete Cwner lifo Sheet
Q Lead-based Fairt Disclosure O Appraisal
O Homeowners Associafion Disclosure O Home Warranty Info/Receipts
(from local board of realtors) O Deed Restrictions
Q Mortgage formation Request Leffer 5 o Home Marmal
Q Utilifies, Taxes, and Sguare Foofage
Disclosure

N _J
vl

The Listing Paperwork area of the
INITIATE LISTING section of the (continued on the next page)
LISTING CHECKLIST.
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Initiate the Listing

Complete the Listing Paperwork (continued)

Collect all listing paperwork

There are a number of documents that will have been completed as part of the listing consultation. Occasionally,
due to time constraints, there may not have been sufficient time to complete all of the documents during the
listing consultation. Should this be the case, either have the seller come to your office as soon as possible to
complete the documents, or have the seller complete the documents at home and retrieve them from the seller as
soon as possible. You may wish to use a courier to retrieve the documents. You can specify which documents
you need on the Request/Please form

A list of the documents that will typically be completed as a result of a successful listing consultation appears
below. Please note that the list of documents may vary due to differences in state/ local regulations as well as
marketplace conditions. Some documents, such as home warranty information, deed restrictions and new home
manual may be optional and will probably have to be retrieved after the listing consultation.

Modify the list to suit your area. The documents are:

1. Listing Agreement — This form may vary from state to state, check with your team leader for state specific
guidelines.

2. Agency Addenda to the Listing Agreement — May include a variety of area/team specific documents such as
a lockbox waiver, etc. This form may vary from state to state, check with your team leader for state
specific guidelines.

3. Seller’s Disclosure form — This form may vary from state to state, check with your team leader for state
specific guidelines.

4. Agency Disclosure — This form may vary from state to state, check with your team leader for state specific

guidelines.

Affiliated Business Arrangement Disclosure

Listing Walk-through Notes

Advertising Copy

Lead-Based Paint Disclosure

Homeowner’s Association Disclosure — This form may vary from state to state, check with your team leader

for state specific guidelines.

10. Mortgage Information Request Letter

11. Utilities, Taxes & Square Footage Disclosure

12. Seller 10’s Sheet

13. VIP Questionnaire

14. Comps/CMA’s

15. Seller’s Estimated Closing Statement — Also referred to as Seller’s Net Sheet.

16. History of Insurance Letter — Seller may provide a history of insurance claims made against the property.

17. Survey — Seller may provide a recent survey.

18. Appraisal — Seller may provide a recent appraisal.

19. Home Warranty Info/Receipts — Any information referring to a home warranty and any claims against it.

20. Deed Restrictions — This information is particularly useful when property involves acreage or is new

construction.

21. New Home Manual — If the property is a new construction, get a copy of the New Home Manual.

(continued on the next page)
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CHAPTER
MREA OPERATIONS: SERVICING SELLERS

Initiate the Listing

Complete the Listing Paperwork (continued)

The File Notes Sheet

Retrieving the documents that were not returned with the listing agreement may require you to have numerous
conversations with a variety of individuals. The best way to keep track of these conversations would be to enter
them as notes in your CMS.

If you do not use a CMS, you can record each contact you make on the File Notes sheet. The File Notes sheet
will be placed near the front of the Listing Folder when you assemble it and will help you keep track of your
progress in tracking down various documents.

(continued on the next page)
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Initiate the Listing

Complete the Listing Paperwork (continued)

Enter the listing in the MLS and your CMS
The steps to enter the listing in the MLS and your CMS appear in the “Complete the Listing Paperwork” area of

the “Initiate Listing” section of the Listing Checklist. Refer to the Listing Walk-through Notes form that was
completed during the listing consultation in order to complete each task.

Enter in MLS/CM5S

_—

O Exterior Photos

The Enter in MLS/CMS area O Interior Photos
of the INITIATE LISTING

O Home Measured
section of the LISTING < O Enter in ML3
CHECKLIST. O Enter in CM3/Other Software
O Enter Current Lisfings Spreadshect
Q Enter Crurrent Lisfings Whiteboard
Q Complete Properfy Dafa Sheef

\ O Complete Cwner Ifo Sheef

Check off each task as you complete it. The tasks are:

1. Exterior Photos— Take exterior photos of the property.

2. Interior Photos — Take interior photos of the property.

3. Home Measured — Measure the home. Take particular note of the dimensions of rooms you may wish to
feature when advertising the property such as a large living area or master bedroom. Calculate the square
footage of the property and compare your calculation with the square footage indicated on the property tax
records from the MLS to ensure that there is no discrepancy.

Entered in MLS — Use the approved procedure for your team to enter the property into the MLS.

Enter in CMS — Enter the property into your Contact Management Software.

Enter Current Listings Spreadsheet — Enter the listing information into the Current Listings Spreadsheet.
Enter Current Listings Whiteboard — Enter the property on the Current Listings Whiteboard (see page 6-9).

c N o 0 &

Complete Property Data Sheet — The Property Data Sheet remains in the Listing Folder at all times and is
the ultimate source for tracking the history of the listing. All listing changes are recorded on the Property
Data Sheet.

9. Complete Owner Information Sheet — The Owner Information Sheet displays the information required by

anyone wishing to show the property.
(continued on the next page)
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Initiate the Listing

Complete the Listing Paperwork (continued)

The Current Listings Spreadsheet

Use your CMS to build a Current Listings spreadsheet like the one below to display all of your current listings.
If you are not using CMS, you can use spreadsheet software such as MS Excel to create it.

1. Pay close attention to the expiration date of the Listing Agreement. Notify the listing agent if the expiration
date is close.

2. Leave the listing on the Current Listings Spreadsheet until after closing.

Current Listings Spreadsheet

Seller foddress City Homne Cither MLS Prop. Twpe [ List Talk Ad¥ |Exp. Dte [Shoow ER/BA 5 R. Sib-dvision (Listing fgert
Fhicre Fhore Frice =t

Eeller Williams Realty Internatiomal & 2004 KEi}iaER
WILLIAMS

(continued on the next page)
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Initiate the Listing

Complete the Listing Paperwork (continued)

The Current Listings Whiteboard

The Current Listings Whiteboard shows the status of all the listings you currently have at a glance. The main
purpose of the Listing Board is to communicate:

1. The property’s initial date listed
2. The current price and whether there have been any reductions.
3. Whether the listing is active and can therefore be shown.

The Current Listings Whiteboard should be prominently displayed where other team members can easily view it.

Property Address Date Listed Orig. Price Price Change/Date Current Status

(continued on the next page)
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CHAPTER

6 MREA OPERATIONS: SERVICING SELLERS

Initiate the Listing

Complete the Listing Paperwork (continued)

The Property Data Sheet

The Property Data Sheet is the ultimate source for tracking the history of the listing. Complete the “Property
Information”, “Client Information” sections of the Property Data Sheet. Also, enter the MLS#, Listing Date,
Talking Ad# (if applicable) and Listing Expiration Date in the “Listing Information” section.

All listing changes that may occur later are recorded in the “Listing Changes” area of the “Listing Information”
section.

HRELLER,
WILLLAMS
Property Data Sheet
/ Fropsetr [rarmati=an
Proparts Addme:
Qiwrt ormaton
Churd Hame:
Madbing Pddmee:
City, S, Zip:
Fhore #:
. Heme: Hi W: Hux W
Complete this FRY Ha B el Heaall
information when you BREWE____ HiFapx Huz Faguz;
initiate the listing. e (s
Prfumnd Mothed of Contact:
Fuqmngr of Contact:
falkr fomon:
Ppacis] Tne troc tioxe :
Lixtirg Imfasmnation
ML Liting Da:
K TaTking bl #: Fopim Dahi:
CrmiginalLitFrice: §
. . . — Listing Chanpes
This section is completed
. . Tuw: Tak: Tuw:
whenl/if there is a change Ty Ty Tye:
to the ||St|ng —< HuwPrhe: HuwFrin: HuwFoin:
How Fop. Tt HowrFap. D Howr Fop. Dt
o LittingChangs Clac)let o LitingChang Clac)lt o LitingClang Clacklt
_ compkied somphied comphiid
it For ward mp Infrmation
. a a Hewr Poldmmes
Thls section is completed { P —_—
if the listing sells and the
seller relocates.
Edla il om Rrdir braoouood O 2004

(continued on the next page)
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CHAPTER

6 MREA OPERATIONS: SERVICING SELLERS

Initiate the Listing

Complete the Listing Paperwork (continued)

The Owner Information Sheet

The Owner Information Sheet displays the information required by anyone wishing to show the property.
Complete this form and distribute it to your Buyer Specialist and anyone else who needs to share information
about the property with potential buyers.

KELLER
WILLIAMS

R Mapeco: ' E'qh

TALETRC- ADFEICE:
Fropaxy: Cityr: i Zip:
La ] Deroription:
O ): E-mail:
Muibing Addmee: Cityr: St Zip:
(3 diffe m ot from proparhraddmer )
Homa: Hi Work: Heox Work:
FRI: Hi Coll Her el
Car: Hi¥ Pagmr: Her Famr:
Eroparty Info mation:
Dororption (in. 322): Cromar Cosmpid
fum Fotmiiomce: iTax Wacant
Yoar Fil: Lot fim: Tonant
Car: Lotfumag
Specil| Instructions:

Alarm: Cods In: Code Out:

Flarm Fappad Locaton:

Fu¥:

Showing Instructions:

DiirectionsIocation:

Listing Agent:

Fdla Wil om Fediy omoouood O tood

(continued on the next page)
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CHAPTER
MREA OPERATIONS: SERVICING SELLERS

Initiate the Listing

Complete the Listing Paperwork (continued)

Assemble the Listing Folder

Get a legal size, Classification Folder with 2 dividers and 6 partitions. It is best to use one color folder for
listings (green for example) and a different color for buyer’s folders (blue for example). Assemble the listing
folder as shown below.

The FILE INFO The LISTING
NOTES sheet with the CHECKLIST with the
PROPERTY DATA OWNER INFO
SHEET on top go on SHEET go on the

the first partition (2- second partition (2-
hole punched). hole punched).

A A
4 N A

Each remaining listing

document is filed under a

M tab page (2-hole

--------- . i punched), which you will

: i need to create. The

= , = documents themselves are

e I not 2-hole punched
s i because you may need to

S ™ reference them often.

e B B — - 1 > You should be able to
T i ] create about 15 individual
: — 1 tab pages. Save the first
} - 14 tabs for the documents
} \ | you access most often.
: 1 Make the last tab a

\- “Miscellaneous” tab and
~T/ place all remaining and
optional documents under
this tab.
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Initiate the Listing

Prepare the Property for Showing

The Steps to Prepare the Property for Showing

The tasks required to prepare the property for showing are listed in the “Prepare the Property for Showing” area
of the “Initiate Listing” section of the Listing Checklist. The most efficient way to manage these tasks is to make
each one of them an item on the Listing Action Plan in your CMS.

If you do not use CMS, check off each task as you complete it in the “Prepare the Property for Showing” area in
the “Initiate Listing” section of the Listing Checklist.

Prepare the Property for Showing

0 HBigns Installed 0 Keys Duplicated O Fider Installed
QO Flyer Box Installed O Lockbox Installed O Addto Vacant Spreadsheet (if
applicable)

When preparing the house for showing, try to perform as many tasks at the property as you can during each
visit. This is particularly helpful when the property is located a long distance from your office.

The tasks required to prepare the property for showing are:

1. Signs Installed — Install a sign or signs at the property. See page 6-14 for instructions.

2. Flyer Box Installed — Install a flyer box. See page 6-14 for instructions.

3. Keys Duplicated — Make two duplicate keys for the property. Place one key in the lockbox at the property
and keep the other in a secure place in your office. Do not write the address on the tab of the key ring.
Write a code on the tab and keep a reference book for the codes in a separate location.

4. Lockbox Installed — Install a lockbox at the property. See page 6-14 for instructions.

5. Rider Installed — Install a rider on the sign at the property. See page 6-14 for instructions.

6. Add to Vacant Listings Spreadsheet — If the property is vacant, add it to your office Vacant Listings

Spreadsheet so that you can review all the properties you have listed that may require maintenance. See
page 6-15.

(continued on the next page)
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CHAPTER
MREA OPERATIONS: SERVICING SELLERS

Initiate the Listing

Prepare the Property for Showing (continued)

Install Sign(s), Rider and Lockbox

1. If yard and front of home are not ready for pictures, don’t leave sign or lockbox. Note: Some states/boards
require a yard sign within 24-48 hours of entering the property in the MLS or vice-versa. Check your
state and local board rules regarding signs.

2. Place lockbox on the front door, water faucet or gas meter. The garage door may jam if box is on the handle
when the door tries to go up.

3. Make sure you have a good, clean sign for the front of the property. Always place a rider on the sign that
highlights the aspect of the property that will generate the most interest from potential buyers such as
Special Price, Pool, etc.

4. Place the sign about 1-2 feet from the curb and away from any trees or shrubs that might block it from view.
If it is on a corner, use 2 signs, but only use a rider on the front sign.

5. Add a flyer box and stock it with 20 black and white flyers. Note: The property flyers may not be ready
when the sign and flyer box are first installed. Stock the flyer box with flyers as soon as possible.

6. If rural or lot listing, add a flyer box and stock the flyer box with flyer, plat, floor plan (if applicable) — 30-
40 copies.

7. When possible, always have lead in signs. ALWAYS get permission from the owners of those properties.
Never place a sign in a right-of-way where the City or County may remove it. Use a regular KW For Sale
sign with the Team Rider for those lead-in signs.

Note: You can view a list of Keller Williams approved sign vendors on the Keller Williams intranet by
addressing your internet browser to http://intranet.kw.com. Sign in and then click on the Resources tab, New
Agent, KW® Signs from our approved vendors.

(continued on the next page)
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CHAPTER
MREA OPERATIONS: SERVICING SELLERS

Initiate the Listing

Prepare the Property for Showing (continued)

The Vacant Listings Spreadsheet
The Vacant Listings Spreadsheet is used to track all vacant properties which will require maintenance/upkeep.
Vacant properties should be visited at least once a week to ensure that they remain in showing condition.

Log the most recent occasion each property was visited on the Vacant Listings Spreadsheet and/or set up a
“Vacant” Action Plan in your CMS.

KELLER
WILLIAMS

Vacant Listings Spreadsheet

Property Address | Date Last Visited

Complete a Vacant Property Checklist every time a property is serviced.
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CHAPTER
MREA OPERATIONS: SERVICING SELLERS

Initiate the Listing

Distribute the Listing Paperwork

The Steps to Distribute the Listing Paperwork

There are two steps required to distribute the listing paperwork:
1. Deliver the KW Front Desk Paperwork Packet

2. Send/Deliver the Seller Paperwork Packet

All of the documents required to complete these steps are listed in the “Distribute Listing Paperwork” area of the
“Initiate Listing” section of the Listing Checklist. Check off each document as you complete its delivery.

Distribute Listing Paperwork
KW Front Desk Packet Seller Packet
Q Cwaer Mfor mation Sheet Q Agency Adderda fo the Listing Q Lisfing Thank Tou Leffer
Q Lisfing Agreement Agreement Q Defails & Repairs List
Q Seller s Disclosure 8 TaxRecord O Copies of Paperwork from Listing
O ML3 Sheet Consultation (signed documents)

The KW Front Desk Paperwork Packet

A packet containing all the paperwork required by the Market Center must be delivered to the Market Center’s
front desk. Those documents are:

1. Owner Information Sheet

2. Listing Agreement — This form may vary from state to state, check with your team leader for state specific
guidelines.

3. Seller’s Disclosure — This form may vary from state to state, check with your team leader for state specific
guidelines.

4. Agency Addenda to the Listing Agreement — May include a variety of area/team specific documents such as
a lockbox waiver, etc. This form may vary from state to state, check with your team leader for state specific
guidelines.

5. Tax Record — The Tax Record will have been generated as part of creating the CMA for the property.
6. MLS Sheet — Print out the listing as it appears in the MLS.

(continued on the next page)
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CHAPTER
MREA OPERATIONS: SERVICING SELLERS

Initiate the Listing

Distribute the Listing Paperwork (continued)

The Steps to Distribute the Listing Paperwork (continued)
Send/Deliver the Seller Paperwork Packet

There are three components to the Seller Paperwork Packet:

1. The Listing Thank You Letter — A letter thanking the client for listing their property with you.
a. Include this letter at the front of the Seller Paperwork Packet.
b. Update the template with your team name, phone #, and website and save as the master copy.
c. Print the letter on your office stationary.

2. The Details & Repairs List — A punch list of the details that need to be attended to and the repairs that need
to be made in order to maximize the salability of the property. Fill in the Details & Repairs List form using
the notes you made on the Listing Walk-through Notes form you completed during the listing consultation.
Phrase any suggestions very carefully as you complete this form. Remember, you are commenting about
where the seller lives!

3. Copies of the listing paperwork — A packet of one photocopy of every document the seller signed at the
listing consultation. The documents the seller signed during the listing consultation will vary from market to
market but may include:

Seller’s Disclosure Instructions

Seller’s Disclosure

Homeowner’s Association Disclosure

Mold Disclosure

Seller’s Estimated Closing Statement

Listing Agreement

Addendum to Listing Agreement

Lockbox Agreement

Security System Addendum

Agency Disclosure

Affiliated Business Arrangement Disclosure

Lead-based Paint Disclosure (if home was built before 1978)
. Mortgage Information Request Letter

SrxAXe-"IOMmMoODOmE>

Place the Listing Thank You Letter and Details & Repair List on top of the copies of listing paperwork and mail
or deliver them to the seller as soon as possible after the listing consultation.
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Market the Property

Overview

A list of suggested tasks to help you market the property appears in the “Market the Property” section of the
Listing Checklist.

MARKET THE PROPERTY

QO Flyers Front/Back O Print & dvertising O Posted on Website

O Sign-In Book O 3howing Tracking Service O Virtual Tour Ordered

Q Chwaer Info Sheef to All Hotified QO Open Houses) Scheduled

O Buyer’s Agent Info Packet Q Enter inIVE System O Caravan/Property Tour Scheduled

Marketing activities will vary greatly depending upon your preferences, your marketplace, your marketing
budget, and any technology and/or third party marketing resources you utilize. Modify the marketing tasks on
the Listing Checklist to best suit your needs. The marketing tasks currently listed on the Listing Checklist are:

1. Flyer Front/Back — Create a two-sided flyer that is available inside the property, in a flyer box on the sign,
and which can be distributed to your Buyer Specialists and other agents who wish to show the property.

2. Sign-In Book — The Sign-In Book is kept inside the property to record showings and to solicit feedback
from showing agents.

3. Owner Information Sheet to All — The Owner Information Sheet is placed in the Listing Folder and is
distributed to the KW Front Desk, your team’s front desk and to your Buyer Specialists as part of the
Buyer Agent Info Packet.

4. Buyer Agent Info Packet — A packet of information which is distributed to your Buyer Specialists to assist
them in selling your listings.

5. Print Advertising — The property can be advertised in a variety of print vehicles such as local newspapers
and Sunday supplements and magazines.

6. Showing Tracking Service Notified — You may wish to outsource tracking the showings of your properties
to a third party online tracking service.

7. Enter in IVR System — You can subscribe to an Interactive Voice Response system that allows potential
buyers to listen to recorded descriptions of properties and then pages you with contact numbers.

8. Posted on Website — You can create a website for your office and post your listings on it with photos.

9. Virtual Tour Ordered — You can hire a third party vendor to create a 360 degree virtual tour that can be
added to your website.

10. Open House(s) Scheduled — You can hold open houses featuring your listed properties.

11. Caravan/Property Tour Scheduled — You can conduct tours of your listed properties to familiarize your
Buyer Specialists with the properties your team has available.
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Market the Property

The Property Flyer

The Purpose of the Property Flyer
You create a flyer for the property in order to achieve the following objectives:

1. Sell the Property — The primary objective of the property flyer is to interest showing agents and potential

buyers to view the property and make an offer on it by providing information about the property’s features
and strengths.

2. Display Other Listings — One secondary objective of the flyer is to generate interest in the other properties
you have listed by providing brief information about them.

3. Generate Buyer Leads — Another secondary object is to generate leads to help your Buyer Specialists get
Buyer Representation Agreements with potential buyers who visit the property.

Property Flyer Guidelines
Follow the guidelines listed below when preparing the property flyer.

1. If possible, the flyers to be left inside the house should be in color and the flyers to be left outside should be
black and white.

2. Make 20 color flyers and 20 black and white flyers initially. Place the color flyers inside the house next to
the Sign-1n Book. Place the black and white flyers in the flyer box attached to the sign.

(continued on the next page)
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Market the Property

The Property Flyer (continued)

Front of flyer:

1. Display your team name prominently at the top and include a team photo if possible.

2. Display one large photo (approx. 2”x 2”) of the exterior of the property along with several smaller photos
highlighting interior features of the home.

3. Below the main property photo display the address and price of the property in a bold font that is large
enough to be easily readable.

4. Reference the ad copy notes you made with the seller during the Listing Consultation to write the text
describing the property. Describe the features of the home that will make it appealing to potential buyers.
These may include the date built, energy efficient features, other construction techniques, amenities inside
the home, views, amenities of the neighborhood, spacious rooms, landscaping, etc.

5. Include an IVR phone number at the end of the descriptive text and ask the reader to call today for a private
showing. Using an IVR # will help track the effectiveness of your flyers.

6. Create a table of property statistics which lists: # of bedrooms, # of bathrooms, sq. footage, date built, etc.

7. Include any promotions/incentives such as a guaranteed sale program your team provides.

8. Display your main team contact number in large type near the bottom of the flyer. Below it, in smaller type
display any other contact numbers such as an “800” number and email address.

9. Include a Keller Williams Realty logo.

10. Include your company’s slogan.
11. Include a disclaimer that “All information is deemed reliable but not guaranteed.”

Back of Flyer:

The back of the flyer can either be left blank, or you can display a list of all the other properties you have listed.
Should the reader not be interested in the featured property, he/she may be interested in one of your other
listings or in a Buyer Representation Agreement with one of your Buyer Specialist. The back of the flyer can
also be used to market your team!

Note: A service which will help you design and print flyers is available on the KW Intranet at
http://intranet.kw.com under the Marketing Tab. Choose Direct Mail and then Printing Services.
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Market the Property

The Sign-1n Book

The Purpose of the Sign-In Book

The Sign-In Book remains at the property at all times. It is designed to register the contact information for all
agents who show the property. It also contains documents which provide showing agents and potential buyers
with vital information regarding the property. It also provides information about the property’s strengths and
amenities. The Sign-In Book can also solicit feedback from agents who show the property.

Create the Sign-In Book

The sign-in book is composed of the following items:

1. One KW pocket folder with business card on the right pocket. (A variety of folders are available on the KW
Intranet at http://intranet.kw.com. Click on the Marketing Tab and choose Products and View Catalog).

2. Two Sign-In Sheets (4 if vacant). Staple to left side of book. Note: If the agents in your area use an
automated lockbox showing tracking service, such as SupraEKey, then you will retrieve the contact
information for agents who have shown your listings from that service and do not need Sign-In Sheets.

3. Fifteen MLS Information Sheets as the property appears in the MLS and fifteen Seller Disclosure forms
stapled in pairs in the right pocket of the folder. Be sure to replace these with updated information if there
are any changes in price, terms, etc.

4. Ten Feedback Fax Forms in front of the Sign-In Sheets.

5. One Welcome Tent put in front of the feedback fax forms. Set the tent up next to wherever you place the
Sign-In Book.

(continued on the next page)
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Market the Property

The Sign-In Book (continued)

Feedback Fax Form

Prizes and contests are a good way to incent buyer’s agents to provide you with feedback on a property.

1. Update the template with your team name, address, phone and fax numbers as save as the master copy.
2. Update the property address and print 10 copies to include in the Sign-in Book.
3. Refresh copies as needed.

KELLER
WILLIAMS

STOP

WIN A $25 GIFT CERTIFICATE*
(Ta A MNurber of Fine Restaurants)

GUESS THFE SALF PRICE FOR THIS PROPERTY
AND WiN!!

Please fill out and:

FAX to <<Enter Your Agency Fax #»5»

To: <Your Team Mame> From:
Keller Willlars Pealty
Address
City, State, Zip
Your Phone

Property: <<Address Here>> Date:

We would fke vour ofinfon on this kome 20 we may better inform our seller
Rate the home | -10 [ 10-excellent buy, | -will be difficult to sell)
Major strength(s) of the home

Your opinion of the ultirrate sales price § *

* When the property is sold, a $25 dinner will be awarded to the
agent who estimates closest to the actual price within $1000.00!

(continued on the next page)
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CHAPTER
MREA OPERATIONS: SERVICING SELLERS

Market the Property

The Buyer Agent Info Packet

The Purpose of the Buyer Agent Info Packet

The Buyer Agent Info Packet is a packet of documents you provide to your team of Buyer Specialists to ensure
that they have all the information they need in order to show and sell the property as effectively as possible.
The Contents of the Buyer Agent Info Packet

The Buyer Agent Info Packet contains the following documents.

1. One Owner Information Sheet.

2. One MLS Printout as it appears in the MLS Sheet.

3. One Seller’s Disclosure form.

4. One Property Flyer (see page 6-19).

Use the Buyer Agent Info Packet Checklist to ensure that you include all of the documents.

Note: If there is any change to the listing, a price change for example, each Buyer Specialists should promptly
be provided with a Listing Change Notice.
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Market the Property

Team Specific Marketing

Types of Team Specific Marketing

The following marketing practices from “Market the Property Section” of the Listing Checklist vary by area,
your marketing preferences, your marketing budget, and whether you wish to utilize the services of third-party
vendors.

Use the areas below to define your own guidelines for the use of these marketing practices:

Print Advertising — Advertise your listings in print vehicles such as newspaper, Sunday real estate supplement,
area magazines, company newsletter, etc.

Guidelines:

Showing Tracking Service Notified — Subscribe to a service such as CSS (Centralized Showing Services) that
tracks showings and gathers feedback online.

Guidelines:

(continued on the next page)
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CHAPTER
MREA OPERATIONS: SERVICING SELLERS

Market the Property

Team Specific Marketing (continued)

Types of Team Specific Marketing (continued)

Enter in IVR System — Utilize an Interactive VVoice Response system, such as Arch Telecom or PatL.ive, that
allows potential buyers to listen to recorded messages about listed properties and then pages you with the
interested party’s telephone number.

Guidelines:

Posted on Website — You can post your listings, with photos, on your office website or pay a service to do this
for you.

Guidelines:

(continued on the next page)
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CHAPTER
MREA OPERATIONS: SERVICING SELLERS

Market the Property

Team Specific Marketing (continued)

Types of Team Specific Marketing (continued)

Virtual Tour Ordered — As part of your website listings you can hire a vendor to create and add virtual tours
for the properties which enable visitors to your website to see 360 degree views of the interiors of the homes.
Depending upon price and availability of virtual tour services, you may want to reserve virtual tours for luxury
homes only.

Guidelines:

Open House(s) — You may wish to hold open houses as a way of showing the seller that you are putting extra
effort into marketing their property. It is best to hold several houses open at once, in close proximity to each
other for a short period of time. This will minimize inconveniencing the seller and will require fewer personnel
to support the open houses.

Guidelines:

(continued on the next page)
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CHAPTER
MREA OPERATIONS: SERVICING SELLERS

Market the Property

Team Specific Marketing (continued)

Types of Team Specific Marketing (continued)

Caravan/Property Tour Scheduled — You may wish to take Buyer Specialists from your team on a tour of the

properties you have newly listed in order to familiarize them with the attributes of the properties and to get their
feedback about the properties at the same time.

Guidelines:

(continued on the next page)

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
© 2004 Keller Williams Realty, Inc. MREA Operations Manual v3.2 6-27




CHAPTER
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Track Showings and Provide Feedback

The Tracking & Feedback Schedule

The process to track showings and provide feedback

In order to ensure that the property is priced and marketed effectively, it is vital to gather feedback from the agents
who are showing the property and to communicate those comments to the seller on a consistent basis. The most
efficient way to do this is to automate the process using your CMS. You can also perform the process manually
using the forms listed below. The steps to do this fall into three categories: Daily, Weekly and Monthly

Daily

1. Record the contact information for agents who have shown the property on a Listing Comment Sheet. There
are a number of ways to gather this information:
— Ask the seller to call you with contact information from the Sign-In Sheet whenever the property is shown.

— If you use a lockbox entry tracking service such as SupraEKey the service will provide you with the MLS
information for each agent who opens the lockbox.

2. Call each agent who showed the property and record their comments on the Listing Comment Sheet. It is
critical to call them within 24 hours of the showing or they will forget the attributes of the home. Busy agents
may be difficult to contact. Make it a point to try to contact each agent three times. If you are unable to contact
the showing agent, log it as “no reply” on the Listing Comment Sheet.

Weekly

1. Prior to calling the owner, review the Listing Comment Sheet to determine time on market, the number of
showings, and any other relevant marketplace information from the previous week.

2. Call the seller once a week, on the same day each week, if possible. It is best to set aside a block of time so
that you can call each of the owners who have listed with you in one session. The vital topics to communicate
to the seller are:

The amount of time the property has been on the market
The number of showings in the previous week
The actual comments from showing agents

3. Based on the discussion you have with the seller, determine whether or not price adjustments or any other
changes to the listing should be made.

4. Record the seller’s comments on the Owner Contact Log form.

5. Make a photocopy of every ad the property appeared in that week. Save for the monthly Seller Activity Report.
Have the publication provide a tear sheet for each property. File the tear sheets in the Listing Folder until it is
time to mail out the Monthly Feedback Packet.

Monthly

1. Send the seller a Monthly Feedback Packet. The Monthly Feedback Packet contains:
— Seller Activity Report
— Listing Comment Sheets from previous month
— Photocopies of every ad the property appeared in during the previous month.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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Modify/Update the Listing

Overview

Procedures for modifying or updating the listing
The steps to Modify or Update a listing are as follow:
1. Determine the type of change you wish to make to the listing.

2. Complete the tasks to modify or update the Listing. The task required to modify or update each type of
Listing change appear in the Listing Change Checklist. The easiest way to accomplish this is to create an
action plan in your CMS. If you do not use CMS, you can track the tasks manually by printing out the
Listing Change Checklist and checking off each task as you complete it.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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MREA OPERATIONS: SERVICING SELLERS

Modify/Update the Listing

Determine the Type of Change You Wish to Make

Types of listing changes

Any modifications or updates you need to make to the listing will almost certainly fall into one of the following
categories:

1. Price Reduction/Increase — Lower or raise the price according to market activity.

2. Extend Listing — Extend the listing expiration date to continue marketing the property.
3. Cancel Listing — Cancel or withdraw the listing.

4. Expired Listing — The listing has expired and is not being renewed.

5. Re-List — Re-enter the property in the MLS if the property has been listed for a long time and the listing has
become stale.

6. Status Change — The property has a contract pending or the contract has become active again.

Complete the tasks listed in the Listing Change Checklist for the type of listing change you wish to make.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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CHAPTER

6 MREA OPERATIONS: SERVICING SELLERS

Modify/Update the Listing

Complete the Tasks to Modify/Update the Listing

The Listing Change Checklist
The Listing Change Checklist is divided into six sections. Each section refers to one of the six types of listing
changes. Complete a Listing Change Checklist each time a change occurs to the Listing. Complete each of the
tasks listed in the section for the type of change you wish to make. Keep the Listing Change Checklist in the

Listing Folder.
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CHAPTER
MREA OPERATIONS: SERVICING SELLERS

Modify/Update the Listing

Complete the Tasks to Modify/Update the Listing (continued)

The Listing Change Notice

You can use your CMS to notify your team and other interested parties of changes to the listing by sending an
inter-office email. If you do not use CMS, you can use the Listing Change Notice form to keep your Buyer
Specialists and other interested parties informed when changes occur to the Listing. The steps to do this are:
1. Update the template with your team name and save as the master copy.

2. Complete this form every time there is a change to the Listing.

3. Distribute to the Buyer Specialists on the team, the receptionist (if you have one) and the KW Front Desk.
Keep a copy in the Listing Folder.

Listing Change Notice

Date of Notice: Effective Date:
Property Address:

Type of Change: Change To:
Comments:

To he prownded to Buyer’s Specialists, Receptionist, KW Desk, Listing File

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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MREA OPERATIONS: SERVICING SELLERS

Review Offers and Negotiate the Contract

Overview

The Contract Review and Negotiation Process consists of the following steps:
1. Review the offer.

2. Complete the Buyer Agent Questions Worksheet.

3. Consult with the seller regarding offer.

4. Accept the offer or make a counter-offer & complete the contract.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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Review Offers and Negotiate the Contract

Review the Offer

The Steps to Review the Offer

The main considerations to take into account when reviewing the offer and completing the Buyer Agent
Questions Worksheet are:

1. Appliances — Go through appliances asked for with seller. Be sure all of them convey.
2. Price — Check to see if the offer falls in the range of the seller’s expectations.
3. Earnest Money — Make sure the earnest money amount specified will be acceptable to the seller.
4. Time for Acceptance — Be sure to get initialed if you go over the time limit.
5. Loan Approval — Needs to have a specific date ...3 weeks is ample time.
6. Financing Terms — Make sure the financing terms are agreeable to the seller.
7. Closing Date — Make sure that the closing date on the offer will work with your seller’s schedule.
8. Home Warranty — Review any home warranty considerations.
9. Repair Limits — Explain the repair limits to the seller.
10. Special Clauses or Contingencies — Carefully review any terms relating to closing costs, etc.

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

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

13. Seller Costs — Determine all costs to the seller. Prepare a new Seller’s Estimated Closing Statement.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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Review Offers and Negotiate the Contract

Complete the Buyer Agent Questions Worksheet

The Purpose of the Buyer Agent Questions Worksheet
The purpose of the Buyer Agent Questions Worksheet is to do several things:
1. Double-check the accuracy of the figures and other information entered on the offer by the Buyer’s Agent.

2. Question the buyer’s agent regarding the buyer’s general disposition in order to discover any negotiating
advantages for the seller which may exist.

3. Prepare the buyer’s agent for your client’s counter-offer and establish the reasonableness of your position.

4. Pre-Approval — If the buyer has been pre-approved by a lender located out of the area, contact that lender to
confirm pre-approval status, lender creditability and any special conditions that may apply. Be sure to draw
a distinction between “Pre-Qualified” and “Pre-Approved”. “Pre-Qualified” may not mean very much.

5. Closing Cost Assistance — Check the amount and source of the closing cost assistance the buyer is
depending upon. Make inquiries if necessary to ensure that the buyer’s closing cost assistance is dependable.
This varies by the type of financing.

The items on the worksheet will vary depending upon your marketplace. Customize the worksheet to best suit
your needs.

Phone the Buyer’s Agent and complete each portion of the Buyer Agent Questions Worksheet.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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Review Offers and Negotiate the Contract

Consult with the Seller Regarding the Offer

The Consultation Guidelines
Follow the guidelines below to consult with the seller regarding the offer.
1. Review the Buyer Agent Questions Worksheet.

2. If the seller is elderly you probably should meet with them in person at their home. Otherwise, you can
conduct most offer consultations over the telephone.

3. Keep the tone of the conversation positive at all times.
4. Show the seller the offer. Discuss the time-on-market, number of showings, CMA’s etc.
5. Show the seller the new Seller’s Estimated Closing Statement that you prepared earlier.

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

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

8. Reach a point of very positive agreement with the seller on whether to accept the offer or to make a counter-
offer.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
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Review Offers and Negotiate the Contract

Accept Offer or Make Counter Offer &
Complete the Contract

The steps to accept an offer or make a counter-offer and to complete the contract are as follow:
1. If the seller wishes to accept the contract, have them sign the contract then.

2. Call and notify the buyer’s agent that the seller has accepted the offer. Call immediately to ensure that no
other offer is presented or entertained.

3. Fax the contract to the buyer’s agent for the buyer’s signature immediately.

4. If the seller wishes to make a counter-offer, consult with the seller to determine a reasonable counter-offer
amount. Write the counter-offer amount on the contract and have the seller initial it.

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

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

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

8. Once both parties have signed the contract, retrieve the contract, the earnest money check and the option
check (if applicable in your state) from the buyer’s agent. (The earnest money check may have already been
delivered to the closing company by the buyers agent or, (depending on your state), put into escrow by the
buyer.

9. Give the option check to the seller and the contract and earnest money check (if you have it) to your
Transaction Coordinator. If you receive the earnest money check make sure it is delivered to the closing
company.

10. Give the Listing Folder to your Transaction Coordinator. The transaction will now transition from the
Servicing Sellers phase to the Coordinate Seller Transaction & Closing phase (see Chapter 8: Seller
Transaction & Closing).

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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Coordinate Buyer
Transaction &
Closing

Coordinate Buyer Transaction & Closing processes...

Initiate Transaction Coordination Process.

Coordinate Title Process.

Initiate & Coordinate Inspections.

Coordinate Loan Approval Process.

Track Funding.

Manage Changes as They Occur.

Coordinate Closing.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
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CHAPTER
MREA OPERATIONS: COORDINATING BUYER TRANSACTION & CLOSING

Coordinate Buyer Transaction & Closing

Overview

Coordinating a transaction from accepted contract through closing is not like other functions. Your tasks will
not occur in a linear fashion. It won’t be “coordinate the inspection, check that off, move on to coordinating the
loan application, check that off, move on to track funding, etc.” You will be handling all of the tasks
throughout, moving between tasks as they come up in the process. Nonetheless, activities can be broken into 7
key categories or processes. These are:

1. Initiate the Transaction Coordination Process (which begins on page 7-5),
Coordinate the Title Process (which begins on page 7-15),

Initiate & Coordinate Inspections (which begins on page 7-20),
Coordinate the Loan Approval Process (which begins on page 7-29),
Track Funding (which begins on page 7-33),

Manage Changes as They Occur (which begins on page 7-35), and
Coordinate the Closing (which begins on page 7-38).

No g~ N

Refer to the individual sections for information on each category. Use the Contract Worksheet throughout
contract to close to make sure that all of the activities are completed within the contract deadline and all
necessary information is received. Definitions for the checklist are listed on page 7-5.

While you will be jumping around from one process to the next throughout contract to close, there is a general
flow to all transactions. Below is an overview of a typical buyer transaction. This is provided simply as an
overview of all of the activities that must occur in order to reach a successful closing:

1. Receive the paperwork from the Buyer Specialist.

2. The closing company should have been chosen during offer acceptance. How the contract and escrow check
are delivered to the closing company may vary from state to state, check with your team leader for state
specific guidelines.

2.1. If the buyer signs the contract last, the Buyer Specialist will bring you the contract along with the
escrow check. Receipt the paperwork to the closing company. Make sure that they receive their
escrow check, retaining a copy of the check for your files.

2.2. If the seller signs the contract last, the seller’s agent will be responsible for getting the contract
receipted to the closing company. You should make sure that they have the escrow check so that it gets
receipted with the contract.

2.3. The closing company will send everyone copies of the contract. If this is not true in your state, you
will need to make sure that you get a copy of the contract for your records and for the buyer.

3. Check the contract for completeness. Update the Closing Statement (HUD) Information section of the
Contract Worksheet. This will save you from having to constantly flip through the contract for data.
(continued on the next page)
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Coordinate Buyer Transaction & Closing

Overview (continued)

4. Send the buyer a Buyer Closing Packet and call to introduce yourself. Refer to the Buyer Closing Packet
Checklist for a list of documents and page 7-13 of Initiate Transaction Coordination Process for an
explanation of each form.

5. Create a file for all of the paperwork. Refer to page 7-12.

6. Update the Cash Flow Spreadsheet, Contracts Pending Spreadsheet, and Closing Department Whiteboard
so that everyone knows what transactions are in the contract to close phase.

7. Create the Bluesheet and turn it into the MCA along with a copy of the fully executed contract.
8. Obtain the Disbursement Authorization and fax it to the closing company.
9. Enter the sale in your CMS, update the notes section as necessary, and launch the appropriate plans.

10. Make sure that the Seller’s Disclosure is received by the Buyer and that they have signed off on it. Provide
the seller’s agent with a copy of the signed Seller’s Disclosure.

11. Make sure that the buyer understands the importance of the inspection and determine whether or not they
would like to have an inspection.

12. Assuming that the buyer wants an inspection, follow up after a couple of days to find out if the inspection
has been scheduled.

13. Once the inspection report comes in, review it with the buyers and decide how to proceed. If they would
like to request repairs, handle the negotiations.

14. Contact the lender to see if they have spoken with the buyer and gotten their lender paperwork filled out yet.

15. Verify with the lender that the appraisal has been ordered. Later, check the value and ask if there are any
repair requirements.

16. If a survey is required in your state, find out if the lender has authorized the survey to be ordered if there
isn’t one already.

17. Follow up with the closing company to make sure the title work is moving along smoothly. Once complete,
get a copy and check the requirements carefully.

18. Find out if the buyer will be purchasing a home warranty. If so, get the forms filled out and submit them to
the closing company.

19. Make sure that the buyer has obtained the necessary insurance.

20. Verify whether or not the lender has received the title commitment. If they have received their copy and
you have not, call the closing company to request a copy for your files. If you have received your copy and
the lender has not, contact the closing company and request an original be sent to the lender.

(continued on the next page)
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Coordinate Buyer Transaction & Closing

Overview (continued)

21. Verify with the lender that the loan has gone to underwriting. Ask when it is expected out and follow up—
asking if you have final loan approval.

22. Verify that utilities are being transferred. Assist as needed to make sure that this happens.

23. Verify that loan docs are being drawn.

24. Call and schedule the closing.

25. Schedule a walk-through 1-2 days prior to closing.

26. Review the HUD statement, once received, for accuracy.

27. Review the HUD with the buyer and provide final closing cost figures.

28. Make sure someone from the team attends closing.

29. After closing, make sure that everything funded, if it didn’t fund prior to closing. Once it has funded, the
closing company will disperse funds and the buyer obtains the keys to their new home.

30. Transition to Complete Post-Closing.

(continued on the next page)
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Coordinate Buyer Transaction & Closing

Overview (continued)

Contract Worksheet:

Use the Contract Worksheet throughout the contract to close process to make sure that you are completing all of
the necessary tasks and gathering all of the necessary information to help your client successfully close. The
form is printed on legal paper.

1. You will check off or fill in the information in the Contract Set-Up Information section as you move
through Initiate Transaction Coordination.

2. You will check off or fill in information in the Deadlines Per Contract and Pre-Closing Deadlines
sections as you move through Coordinate Title Process, Initiate & Coordinate Inspections,
Coordinate Loan Approval Process, and Track Funding.

3. Refer to the following definitions for some of the key fields on the Contract Worksheet:

Contract Worksheet — Definitions of Key Fields

Transaction The last names of the Seller/Buyer. (underline the name of your client)
Property Address The address of the property under contract.

The agreed to sales price listed on the contract. If this changes during contract to close,
Sales Price you will need to prepare the proper addendum (refer to Manage Changes as They
Occur on page 7-35) and record the new sales price on the Contract Worksheet.

I\/_Iortga}ge Seliba Make note of the type of loan and details.
Financing
Effective Date of Contract The date that the last person signed and/or initialed the contract or counter offer. (found

on the contract)

ggcejltlonal ESE O ST How much escrow or earnest money is still due and when. (found on the contract)
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Initiate Transaction Coordination Process

Overview

Track your progress throughout the Initiate Transaction Coordination Process on the New File Processing
Checklist - Buyers.

1. Receive the paperwork from the Buyer Specialist. Verify that all forms are included. Refer to the Contract
Checklist for a list of forms that you should receive.

1.1. Verify that the following sections of the Parties of the Sale worksheet have been completed:
Q Seller
O Buyer
Q Closing Company
O Mortgage Information
O Co-Op Agent

1.2. Make sure that you have the following information from the Buyer Specialist and add it to the Closing
Statement (HUD) Information section of the Contract Worksheet. You will need this information, along
with your Buyer Specialist’s split, in order to prepare the Bluesheet and to verify the HUD statement at
closing.

Commission percentage (total) plus splits

Processing Fee

Closing Dept. Fee

Closing Costs

Warranty Information

2. Make sure that the closing company receipts the contract and escrow/earnest money check. Refer to
Coordinate Title Process on page 7-15 for more information.

ooo0oo

3. Check the contract for completeness. Check for the following:
O Name of Buyer and Seller.
O Execution or Last Counter Offer date (filled in on signature page of contract).
Q Contract signed by agent or broker (will vary from state to state).
O Agency license number (may or may not be required in your state).
O Closing company name & address filled in.

4. Check the Buyer Representation Agreement expiration date. Notify the Buyer Specialist if an extension is
necessary.

5. Update the contact database to include co-op, lender, and closing company information. Print the notes and
include it in the file. Launch the appropriate plans in your CMS if your CMS supports this.

6. Add the closing to the Closing Department Whiteboard (see page 7-8) and to the Contracts Pending
Spreadsheet (see page 7-9) so that you have an up-to-date snapshot of all transactions in the contract to
close phase.

7. Update the Cash Flow Spreadsheet (see page 7-10) so that you know how much money will be coming into

the team that month.
(continued on the next page)

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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CHAPTER
MREA OPERATIONS: COORDINATING BUYER TRANSACTION & CLOSING

Initiate Transaction Coordination Process

Overview (continued)

8. Make the initial call to the buyer introducing yourself. Answer any questions.
9. Create the Buyer Folder (see page 7-12).

10. Create the Bluesheet (refer to Track Funding on page 7-33). Use the information provided on the Closing
Statement (HUD) Information section of the Contract Worksheet.

11. Turn in the Bluesheet, along with a copy of the fully executed contract and any other paperwork required by
your market center, to the MCA so that the MCA can generate the Disbursement Authorization (DA).

12. Complete the Contract Set-Up Information section of the Contract Worksheet. Initiate activities in the
remaining sections of the checklist.

13. Calculate all deadlines based on acceptance date of contract.
14. Note repair limits, contingencies, and closing costs.

15. Prepare and mail out the Buyer Closing Packet. This will include vital information for the buyer as they
prepare for closing and introduce you, the Transaction Coordinator, as their key point of contact for all
issues. Refer to the Buyer Closing Packet Checklist for a list of items to include in the packet and page 7-13
for instructions on how to prepare the packet.

16. Remember to document notes from all calls and pertinent information on the File Notes sheet and/or in the
CMS. This is critical because it will enable you to look back and refresh your memory regarding what’s
been done, allow another person on the team to step in and assist if needed, and serves as documentation if a
file ever needs to be reviewed by an attorney or judge during a lawsuit or legal issue.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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CHAPTER
MREA OPERATIONS: COORDINATING BUYER TRANSACTION & CLOSING

Initiate Transaction Coordination Process

Closing Department Calendar

If your office space allows, use a 4-month erasable calendar to keep track of closings and contingency deadlines.
Write the closings in black and the major contingencies in red. Add the buyer or seller specialist initials for

tracking.

Following is a diagram showing the layout for your calendar and a sample:

In the diagram below, bold
text indicates ‘red text’—
major contingencies.

MONTH: July
S M T w T F S
1 2 3 4 5 6 7
Smith/
Jones
Gam-KW
8 9 10 11 12 13 14
Clark Insp | Clark Walk
10am
15 16 17 18 19 20 21
Clark/
Adams
3pm RA

If a closing date changes, you will need to move the listing to the appropriate date on the calendar.

2. Once a listing closes, cross through the information on the calendar. In the example above, Smith/Jones
has closed.

3. At the end of the month, all of the transactions for that month should be crossed through.

4. At the beginning of each month, update the calendar.

e Erase all of the transactions for the month that just ended, and add the new month in its place. (For
this diagram, on August 1%, you would erase July and add November in its place.)

=

Iltems appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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CHAPTER
MREA OPERATIONS: COORDINATING BUYER TRANSACTION & CLOSING

Initiate Transaction Coordination Process

Contracts Pending Spreadsheet

One of your first steps on your New File Processing Checklist - Buyers should be to add the listing to your
Contracts Pending Spreadsheet.

1. Fill in the appropriate information. The first row in the spreadsheet provides a sample of what to put in

each column.
Cortracts Pendngs [sorted by closing date) Sales Closing Gross Proc.  Bgreemert
Phore Seller Binyper Agert Bodress Pricee Chte Lerder Place Bgerit Cornirn. Fes: Exp. Dae
Lerkr | Locaforof | lislng o Buper
593533 NEAFE. Seder | NEAME Qner Cio-Cin Agend 123 Cw X, XX, XN Ceynth | NAme o sy Speciadst i vy iy Dav-th

2. Sort closings by closing date.

3. Ifaclosing date moves, make sure you update the spreadsheet, and sort again by closing date.

4. Include a copy of the spreadsheet weekly in your team meetings.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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CHAPTER
MREA OPERATIONS: COORDINATING BUYER TRANSACTION & CLOSING

Initiate Transaction Coordination Process

Cash Flow Spreadsheet

Part one of the one-page form is shown below:

The cash flow spreadsheet contains a tab for each month of the year. The sheets are printed landscape on legal

paper. Below is a snapshot of the first few columns of the sheet. Definitions for each column are as follows:

A. Closing Date: The date the listing will close.

B. Closed & Funded: Put a ‘C’ in the column when the listing has closed but has not yet funded. Once you

receive the check from the closing company, check it against the spreadsheet and the Disbursement

Authorization (DA). If everything is correct, put ‘C&F’ in the column.

Property: Record the property address.

Comm. %: Record the commission % your team will receive on the listing.

Total Comm. $: Volume times Commission % for total commission (in dollars) to be received.

Proc. Fee: If you charge a processing fee (sometimes referred to as a transaction fee), record the amount

here.

KW Fee: If your MC charges a processing fee, determine how this will be split between your team, will you

pay the full processing fee on all transactions or will the Buyer Specialists pay half of the fee on their

listings? If you will pay the full amount, use column G. If you will split the fee, record half the fee in

column G and half in column H.

H. KW Fee/BS: Refer to the explanation in Column G. If your market center does not charge a processing fee,
delete columns G & H.

I.  Buyer Agent $: Record the dollar amount received by the Buyer Specialist from the commission based on
the split that they receive.

J. Referral Fee: If the listing was received as a referral from another agent, record the referral fee paid in this
column.

K. Prospect Agent: If you pay your Listing or Buyer Specialists a fee for prospecting (example: 10% for a
come list me, 15% for a come list me that they negotiate, 25% for a self-generated lead, and 30% for a self-
generated lead that they negotiate) then record the dollar amount for that fee in this column.

mmoo

@

a | B ] c [ o [ e [ fF [T e w | o+ [ o [ w ]
CLOE NG CLOSEDE PROPERTY COMMN TOTAL PROC. Euhe 200 BLY ER REFERR4L PROS PECT
DLTE FUNDED o CoOMM S FEE FEE FEE!ES LAGENT FEE OG ENT

TOTALS 0.00 u] (njnn} 0.00 0.00 .00 (npnn}

(continued on the next page)

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
© 2004 Keller Williams Realty, Inc. MREA Operations Manual v3.2 7-10




CHAPTER
MREA OPERATIONS: COORDINATING BUYER TRANSACTION & CLOSING

Initiate Transaction Coordination Process

Cash Flow Spreadsheet (continued)

Part two of the one-page form is shown below:

Below is a snapshot of the last few columns of the sheet. Definitions for each column are as follows:

L. Net MREA: Replace MREA with the primary agent’s name. Use this column to record the net take home
to the agent after paying all fees.

M.  Buyer Source: Record the lead generation source for the Buyer.

N.  Seller Source: Record the lead generation source for the Seller. This field would only be used if it were

your listing.

Mortgage Company: List the name of the mortgage company.

Closing Company: List the name of the closing company.

Volume: Record the sales price for the property.

Seller Units: Enter 1 for every seller unit. The number of units is totaled at the bottom. This allows you to

see the total number of seller units for the month at a glance.

Buyer Units: Enter 1 for every buyer unit. The number of units is totaled at the bottom. This allows you

to see the total number of buyer units for the month at a glance.

T. Days on Market: This field is only used on your listings. It allows you to calculate, on average, how long
it takes you to sell houses in your market.

DO DO

»

U. Listing Agent: List the name or company of the agent who represented the seller or list FSBO.
V. Buyer’s Agent: List the Buyer Agent’s name.
[ ¢ [ wm [ N [ o ] P [ o [ r[s] 7 [ u [ w
HET EUYER SELLER MORTGAGE CLOBING WOILUME SELLER EUYER DW¥E OM LISTING EUYER'E
MR EL SO URCE IQURCE  COMPLNY COMPANY UNITE UNIMS MAREET  AGENT LGENT
0.a0 u] u] u]

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
© 2004 Keller Williams Realty, Inc. MREA Operations Manual v3.2 7-11




CHAPTER
7

MREA OPERATIONS: COORDINATING BUYER TRANSACTION & CLOSING

Initiate Transaction Coordination Process

Buyer Folder

When the Buyer Specialist turns in the paperwork, it will be in a manila folder. The Parties of the Sale,
Contract Worksheet, and Contract Checklist should be included. Take the paperwork out of the manila folder,
and place it in the appropriate order (as illustrated below) in a blue classification folder with 2-dividers/6

partitions:

Front Section

Left-Side-CONTRACT
1. Parties of the Sale

3. All contractual disclosures
(agency, lead based paint,
seller disclosure, etc)

4. Finalized Inspection Form*
with signed seller’s response
with Inspection report

Right-Side-LISTING
Contract Worksheet
Bluesheet

Contract Checklist
MLS translate
Assessor’s info
Public Record
Survey

Nogkhwpe

2. Contract with all counters and
addenda (most current on top)

Middle Section

Left-Side-LENDER

1. Intro Letter

2. Lender File Status Updates

3. All fax cover sheets showing transmittal to
lender

4. Conditional Loan Approval letter

Right-Side-ESCROW

Settlement Summary for Escrow

Closing Company File Status Update

Earnest money receipt

Preliminary title report/title commitment

Payoff information

HOA information

Termite report

Copies of invoices (receipts for repairs)

submitted to escrow

9. Copy of Disbursement Authorization (DA)

10.Pre-audit HUD-1

11.Final sales paperwork (HUD-1, copies of
checks)

12.Mortgage Information Request letter
(Estoppel)

N~ wWNE

End Section

Left-Side-REALTOR

CORRESPONDENCE

1. Any correspondence with the
cooperating agent.

Right-Side-CLIENT

CORRESPONCE

1. Any correspondence with the
buyer. Includes:
a. File Notes
b. Ways to Communicate

* Your State may have an
Inspection form that is
required and considered part
of the contract. If not, replace
this with the Home Inspection
Agreed Upon Repairs.

\

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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CHAPTER
MREA OPERATIONS: COORDINATING BUYER TRANSACTION & CLOSING

Initiate Transaction Coordination Process

Buyer Closing Packet

One of the key steps in initiating the transaction coordination process is to prepare and mail out the Buyer
Closing Packet. Use the Buyer Closing Packet Checklist to make sure that you include all of the items listed
below:

1. Buyer Closing Introduction Letter — This letter identifies important dates that the buyer needs to be aware
of, such as the inspection deadline and loan application deadline, and introduces you, the Transaction
Coordinator, and explains your role in the contract to close process. You will need to:

1.1. Update the template with the date, the client’s contact information, and your team information.

1.2. Add the important dates under Important Dates to Remember.
1.3. Print the letter on the appropriate stationary.

2. Closing Department Newsletter for Buyers — This newsletter answers some common questions that buyers
have about contract to close in addition to preparing them for some of the final steps that they will need to

take in order to get the keys to their new home. You will need to:
2.1. Update the template with your department’s hours of operation and save as the master copy.

2.2. Check the information in the newsletter to ensure that it matches with your state’s regulations. Update
as needed to comply with your state’s guidelines. Ask your team leader if you have questions.

2.3. Color is used throughout the newsletter. You will need to print it on a color printer.
2.4. Keep about 20-30 on hand.
2.5. Check the boxes that apply to the current buyer before putting into the Buyer Closing Packet.

3. Copy of the contract.

4. Service Provider List - A list of your preferred third-party vendors (mortgage company, closing company,
etc.) whose services you recommend to your clients. You will need to:
4.1. Update the template with all of the service providers that you have worked with and would feel
comfortable recommending, and save as your master copy.

4.2. Remove any categories for which you have no businesses to recommend.

4.3. Regularly review the list, removing companies that are not providing the level of service you expect
and adding new companies as they come to your attention.

4.4. Verify with the seller’s agent which utility companies are being used by the seller and provide that
information to your Buyer.

(continued on the next page)

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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CHAPTER
MREA OPERATIONS: COORDINATING BUYER TRANSACTION & CLOSING

Initiate Transaction Coordination Process

Buyer Closing Packet (continued)

5. Ways to Communicate — A form that assists you in establishing your communication expectations with the
buyer. In addition, you will ask the buyer to fill in their communication expectations (how often they expect
to hear from you). They will return the form to you in the Self-Addressed Stamped Envelope. You will
need to:

5.1. Update the template with your closing department’s hours of operation and save as the master copy.

5.2. Update the form with the buyer’s name and the address of the property they are purchasing.
5.3. Color is used on the form so you will need to print it on a color printer.

5.4. Once you have received the Ways to Communicate form you will know how often the buyer expects to
hear from you. Set up your communication plan to meet that expectation. If the buyer expects to hear
from you weekly, you may want to set time aside each week to make this call.

6. Home & Termite Inspection Notification — This form will be completed by the buyer to indicate their
preferences with regards to the Home and Termite Inspections. For more information on this form, refer to
the Initiate & Coordinate Inspections section.

7. Self-Addressed Stamped Envelope.
8. Large envelope with an ‘Urgent’ label.
9. Your business card.

10. Optionally, you may wish to include the Buyer Estimated Charges worksheet. This form shows the buyer
the potential costs that they may incur. This information needs to be communicated to the buyer. However,
you may choose to refer them to their lender, rather than providing this information yourself. If you choose
to refer them to their lender, make sure you let the buyer know that they should contact their lender for a list
of potential charges based on the type of loans available. If you choose to provide the information, update
the Buyer Estimated Charges worksheet and include it in the Buyer Closing Packet. You will need to:

10.1. Verify the expense categories along with the charges to make sure that they apply within your state
and update the template accordingly.

10.2. Make sure the buyer understands that this is just an estimate. You do not want to give your buyer any
false expectations.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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CHAPTER
MREA OPERATIONS: COORDINATING BUYER TRANSACTION & CLOSING

Coordinate Title Process

Overview

The steps to coordinating the title process fall within the following 4 high-level categories.
1. Make sure the closing company receipts the contract.

2. Establish communication with the closing company.

3. Follow up on the title process.

4. Receive and review final paperwork.

Explanations/Instructions for each category are included in the following pages.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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Coordinate Title Process

Make Sure the Closing Company Receipts the
Contract

1. The closing company should have been chosen during offer acceptance. How the contract and escrow check
are delivered to the closing company may vary from state to state, check with your team leader for state
specific guidelines.

1.1. If the buyer signs the contract last, the Buyer Specialist will bring you the contract along with the
escrow check. Receipt the paperwork to the closing company along with a copy of the escrow check.
Provide the seller’s agent with a copy of the escrow check and retain a copy in the buyer’s folder.

1.2. If the seller signs the contract last, the seller’s agent will be responsible for getting the contract
receipted to the closing company. You should make sure that they have the escrow check so that it gets
receipted with the contract. Retain a copy of the check for your files.

1.3. The closing company will send everyone copies of the contract. If this is not true in your state, you
will need to make sure that you get a copy of the contract for your records and for the buyer.

1.4. The closing company should fax an escrow/earnest money receipt immediately to you.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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Coordinate Title Process

Establish Communication with the Closing
Company

1. Fax the Settlement Summary for Escrow to the closing agent. You will need to update the template with
appropriate information for the closing along with your contact information.

2. Check on the title process weekly. If the closing company does not already have a status update procedure,
use the Closing Company File Status Update form to communicate with and request feedback from the
closing company. You will need to:

2.1. Update the template with your contact information, information on the property, and the closing agent’s
name.

2.2. Fax this form to the closing agent, along with the Settlement Summary for Escrow. Ask them to please
use this form to provide you with weekly feedback.

2.3. Some of the items you will be verifying include:
O The HOA Resale Certificate has been received
O Home warranty ordered - if the buyer is purchasing a home warranty, get the appropriate forms
filled out and submitted to the closing company.
Q Insurance information received - if the buyer purchases homeowner’s insurance, provide the name
and number of the insurance agent to the closing company.

3. Call the closing company regularly during the last week to be sure that everything is going as planned.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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CHAPTER

7 MREA OPERATIONS: COORDINATING BUYER TRANSACTION & CLOSING

Coordinate Title Process

Follow Up on the Title Process

1. If the buyer is only paying part of the escrow, perhaps waiting to pay the remaining amount once the option
period expires, note the additional escrow due on the Contract Worksheet.

DEADLINES PER CONTRALCT

Morigage Company: Inspec tions:
Financing: OCONYV OFHA O VA& O OTHER O Inspection deadline:
_ Years OFixed O AEREM O Eepair limit addendum deadline:
O Loan Application: O Repair limit:§
O Loat commitment due: O Received O Inspection Results Recerved:
O Option deadline: O Contract amended for Repaits O Repairs Completed
O Option Check delivere direceived O Termite ordered:
O Appraisal ordered  Appt Date O Termite completed:
O Appraisal Received O Termite Limit: §
U Appraised Value: § O Termite treatment completed:
O Submitted to underariting
O Loat Does Ordered Insurance:
O Final loan approsval Buyer arrange for insurance: O ¥es O Ho
O Paperwork delivered Seller cancelled insuratice: O Yes O Ho
{fro Leffer, Farfies of the Sale, Update Reguests, efc.) {Affer if has recorded)
Closing Company: Other Insurance for Buyers:
O Title commitment ordered: O Received O Rewviewed {Flocd, Barthquaie, efe. )
| Drrreyordered: O Received
< O Additional Escrow/Earmest Due: §
ificate orde ificate tecetved
O Paperwork delivered
{mfro Leffer, Farfies of the Sale, Update Reguests, efe.)

2. The closing company will fill in that they have received the contract and the earnest money (or escrow) and
they will open an escrow account. That money will be credited back to the seller at closing as having
already been paid towards the purchase of the home.

3. In addition, the closing company will initiate the title search. Typically the seller will pay for the title policy
insurance for the buyer and the buyer will pay for the mortgagee title policy (to have the commitment
information sent to the lender). These costs will get factored in at closing. You should verify that the title
commitment has been ordered and check it off in the Deadlines Per Contract section of the Contract
Worksheet.

4. Fax a copy of the pre-approval or pre-qualification letter once it is received. The closing company should
call when the loan docs are received.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
© 2004 Keller Williams Realty, Inc. MREA Operations Manual v3.2 7-18




Coordinate Title Process

Receive and Review Paperwork

1. When the title commitment is received, check it thoroughly for sensitive issues. Call the seller’s agent if
needed.

2. Receive and approve the HUD.
2.1. Make sure the closing company knows NOT to close escrow until you approve the HUD.

2.2. Approximately one day before closing the closing company should prepare the HUD statement and
send it to the lender for review and approval.

2.3. After the lender signs off on the HUD, it should come to you for review. Review the HUD (referring to
the Closing Statement (HUD) Information section of the Contract Worksheet and the Disbursement
Authorization), make any corrections, if necessary, and return the approved HUD to the closing
company.

2.4. Once you have approved the HUD, you can provide final closing cost figures to the buyer. If there
were no corrections, make a copy of the HUD before returning it. If corrections are being made, the
closing company should provide you with a copy of the HUD once it is corrected.

3. If at any time during the contract pending process the deal falls apart, an Escrow Release must be
completed, signed by all parties to the transaction, and given to the closing company for an escrow refund.
As the buyer’s representative, it will be your responsibility to initiate this process so that they receive their
escrow refund as soon as possible.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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CHAPTER
MREA OPERATIONS: COORDINATING BUYER TRANSACTION & CLOSING

Initiate & Coordinate Inspections

Overview

1. Communicate the importance of a Home Inspection and educate the buyer on the process.

1.1. Make sure that the buyer understands the importance of a home inspection and that it must be
completed within the inspection period, otherwise the buyer waives all rights to ask for any repairs.
1.2. Provide the buyer with a copy of the Home Inspector List. You will need to:

1.2.1. Prepare a list of home inspectors that you would feel comfortable recommending to your
clients. Include the company name, phone number, and whether the company has Errors &
Omissions (E&O) insurance and/or is a member of the American Society of Home Inspectors
(ASHI). Maintain the list; updating it as you receive feedback from your clients.

1.2.2. Have the buyer sign the list and keep a copy of it in your files so that you know the buyer
received the list.

1.3. Ask the buyer if he/she would like an inspection done on the property. Have the buyer complete the
Home & Termite Inspection Notification form. This should have been mailed to them in the Buyer
Closing Packet. Make sure that the buyer completes the form, signs it, and returns it to your office.

2. If the buyer would like an inspection, follow the steps under Buyer Requests Inspection (see page 7-21).
3. If the buyer declines the inspection, follow the steps under Buyer Waives Inspection (see page 7-23).

4. If the buyer is unhappy with the inspection results and wants to withdraw from the contract, follow the steps
under Buyer Wants to Withdraw (see page 7-24).

5. When ordering a termite inspection, follow the steps under Termite Inspections (see page 7-25).

6. Once all inspections have been completed and the results come in, you will need to negotiate amendments
on the buyer’s behalf. Follow the steps under Negotiate Amendments (see page 7-27).

7. Don’t forget to update the Deadlines Per Contract section of the Contract Worksheet throughout the

Lal rtgpe Lompany.
Francmg: OCCOHEY [COOFHA OWA OOIHEE 0 T ot . e Y -
_ Vosrw [Foed ORFM O Expadr Bt addo ndnm doadbes
O Loan Apphcation: O B pair Em it
OLoean co mmitme rd dm ; OEsceiad OTspecton Ferolr Eocened:
O Crptio . doad b - OCexdractamardod for Bapair O Fapair Comphid
OCptenCleck deliemdmonied O Inzmik codamd:
O Apprakalondsmd  ApptDok.: O Termik somphid:
O Apprak sl Eocoind O Iummie Limit ¥
O Appraved Vabm: § O Termik tesimerdcomypkid:
O fnbmitind % s reiting N -
OLean Docr Colkmd Insurance:
O Pl ban appootal Enpuramnge foI I urancs : O%er OHe
OFsperwoh dhemd falkr canmlkd memrane: O7Yer OHa
[Inar Leswr, Frirgs of e S, Lt Regquezs, o) [Afir & Ao recerded)
Chsng Company: Chber Ins e for Bogx:
O Iifk commimentorkmd: OFsmind OFsvmwed [Flood, Edrshgudke, cx.)
O Sy exdmd.: OFscened
O Additienal Broze B ammast D §
OBHDA mesh cartificat ademd OHOAcerifcs nmised
OPsperwnth dhemd
[Anere Lewetr, Porakes of he Solet, Lol Reguess, cae)

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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Initiate & Coordinate Inspections

Buyer Requests Inspection

The buyer is responsible for scheduling the home inspection within the inspection period. The earlier the better.
If the buyer prefers for you to make the appointment, you will need to have the buyer sign a waiver. Otherwise,
you could be held liable for the results or lack of findings of the inspector.

1. Make sure that the buyer knows to contact the Closing Department with the time and date of the inspection.
2. Follow up with the buyer within 24-48 hours if the buyer has not called with the inspection details.

3. Call the seller’s agent and inform them of the inspection date and time. Make sure that the Inspector will
have access to the property.

4. Once the inspection report comes in, contact the buyer and schedule a time to review the report.

5. Review the report with the buyer. Make sure that the buyer understands the repair limits based on the
contract they are using. Repair limits are based on a percentage of the sales prices. The seller is only
obligated to repair warranted items or provide treatment/repairs up to these repair limits. Let the buyer
know that they can get bids on the items they would like repaired, or you can get the bids for them. (This
step may vary from state to state, check with your team leader for state specific guidelines.)

6. If the contract is contingent upon the satisfactory results of the home inspection, the buyer must decide
whether to proceed with the transaction to purchase this home. The seller’s agent is to be notified within the
time period allowed per the contract as to whether the buyer chooses to remove their inspection contingency
and have the seller agree to complete certain repairs, or not to proceed and withdraw from the contract.

7. If the buyer accepts the inspection as is and does not require any repairs, prepare a Home Inspection
Acceptance addendum.

7.1. As with all addendums, you will need to update the template with the seller’s name, the buyer’s name,
the property address, and the date.

7.2. Get the buyer’s signature on the addendum and then fax the form to the seller’s agent. Print the
confirmation page showing that the fax was sent.

7.3. Follow up with the seller’s agent to make sure that the addendum was received.

(continued on the next page)
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CHAPTER
MREA OPERATIONS: COORDINATING BUYER TRANSACTION & CLOSING

Initiate & Coordinate Inspections

Buyer Requests Inspection (continued)

8. If the buyer would like to request repairs, use the Home Inspection Repair Request addendum.

8.1. As with all addendums, you will need to update the template with the seller’s name, the buyer’s name,
the property address, and the date.

8.2. Update the number of days that the seller has to respond.

8.3. List all requested repairs from the buyer. Include a reference to the line item from the inspection
report.

[Chel: hefe and exter all lequested repans fiom bayer]

8.4. If there are certain repairs where only a licensed/bonded contractor is acceptable, indicate so in the list
of repairs.

8.5. If the buyer has asked the seller to complete certain repairs in order to proceed with the purchase, and
negotiating will not be completed within the inspection period, then the buyer still has the right to walk
away from the contract as long as the initial response to the seller was completed within the time frame
allowed per the contract.

8.6. Get the buyer’s signature on the addendum and then fax the form to the seller’s agent. Print the
confirmation page showing that the fax was sent.

8.7. Follow up with the seller’s agent to make sure that the addendum was received.

9. If the contract is not contingent upon the satisfactory results of a home inspection, the buyer must decide if
they want to ask the seller to fix anything. The seller’s agent is to be notified within the time period allowed
per the contract as to whether the buyer chooses to request that the seller have certain repairs completed or
ask for no repairs. If the amount of the repairs exceeds the limits allowed for in the contract, the seller can
pay the overage, the buyer can pay the overage, or the buyer and seller can come to an agreement on how to
split the difference. If an agreement cannot be reached on how to cover any overage amounts, either party
can cancel the contract.

10. If the buyer needs more time to complete the inspection, call the seller’s agent and see if the seller will agree
to an extension. If all parties agree to an extension, complete a Home Inspection Extension addendum, get it
signed by all parties and include it in the paperwork with the contract.

11. Negotiate repairs as needed to the satisfaction of the buyer (see Negotiate Amendments on page 7-27).

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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MREA OPERATIONS: COORDINATING BUYER TRANSACTION & CLOSING

Initiate & Coordinate Inspections

Buyer Waives Inspection

1. If the Buyer wants to waive the home inspection, have them indicate so on the Home & Termite
Inspection Notification form.

2. Provide a copy of the form to the seller’s agent.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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Initiate & Coordinate Inspections

Buyer Wants to Withdraw

If the contract was contingent upon satisfactory results of the inspection, the buyer can back out of the contract
during the option period (this may vary from state to state).

1. If the buyer would like to withdraw, update the Home Inspection Unsatisfactory addendum with the
appropriate information and have the buyer sign the form.

2. Fill out an Escrow Release form and have the buyer sign it.

3. Fax the form to the seller’s agent. Print the confirmation page showing that the fax was sent. Follow up
with the seller’s agent to make sure that the addendum was received.

4. Get a copy of the Escrow Release form with the seller’s signature on it back from the seller’s agent.
5. Turn both forms into the closing company and get the Buyer’s escrow funds back.

6. Make sure that you begin the termination process 3 days prior to the end of the option period (this step
may vary from state to state, check with your team leader for state specific guidelines).

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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MREA OPERATIONS: COORDINATING BUYER TRANSACTION & CLOSING

Initiate & Coordinate Inspections

Termite Inspections

The buyer is given the option of ordering their own termite inspection or having you order it for them. If you
will be ordering the inspection for the buyer, they must indicate so on the Home & Termite Inspection
Notification form.

The specifics for ordering a termite inspection vary based on the contract terms and financing as outlined below:

1. Cash Sale: If the buyer is paying cash for the property, they should be given an option of having a
termite inspection or not.

2. As Is Sale: If this is an “as is” sale, a termite inspection should be completed within the initial
inspection period. This type of a sale may not apply in your state, check with your team leader for state
specific guidelines.

3. Financing: FHA/VA loans require a clean termite inspection for closing while conventional loans may
or may not require a termite inspection for closing. Termite inspections required by a lender must be no
more than 30 days old for closing™*.

4. Inspections Done Early: If any inspection is completed early in the contract pending process and is
more than 30 days old, it should be updated prior to closing™*.

5. Condominiums: Typically a termite inspection is not a requirement of the lender (or not required if
paying cash) with regard to condominiums. However, you should let the buyer decide. If information is
received from the association or management company about any warranties or inspections, present the
information to the buyer so that they can make a more informed decision.

6. Financing Issues: If there are any financing problems, hold off on ordering the termite inspection until
the financing issues are worked out. You don’t want to incur any costs for the buyer if the property will
not close. If you are within a week of closing and financing issues are still being resolved, the buyer
should be advised that a termite inspection needs to be ordered if they are to close on time.

*However, if the termite report is part of the inspection period, then get a written extension for the Termite
Inspection if you still want the option of backing out of the contract based on the results.

(continued on the next page)

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
© 2004 Keller Williams Realty, Inc. MREA Operations Manual v3.2 7-25




CHAPTER
MREA OPERATIONS: COORDINATING BUYER TRANSACTION & CLOSING

Initiate & Coordinate Inspections

Termite Inspections (continued)

Post Termite Inspection
1. Once the termite report is completed and received:

1.1. Make sure that the report is faxed to the lender (depending on your state, this may be done by the
closing company. If it is not, you will need to fax the report).

1.2. Provide a copy of the report and invoice to the closing company. If there is any damage or live
termites found, also fax a copy to the seller’s agent.

1.3. Make sure that the buyer is familiarized with the report. The buyer should know everything that is
contained within the termite report, including evidence of past infestation, areas that could not be
inspected, and areas with extensive moisture.

2. Make sure that your buyer is aware of what the contract stipulates in regards to the treatment of live termites
and what the repair limit is, should live termites be found. If treatment and repairs exceed the limit per the
contract, the seller or buyer can pay the overage, or they can agree on how to split it.

3. The seller’s agent will present the results of the inspection to the seller, who will arrange for repairs and/or
treatment to be done. If the seller’s property is under warranty for termites and live termites are found, the
seller will contact the termite company to retreat the property.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
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Initiate & Coordinate Inspections

Negotiate Amendments

1. Once an inspection addendum and inspection report are presented to the seller’s agent/seller, the seller will
either:

1.1. Agree to all of the repair requests, sign the Home Inspection Repair Request addendum and no further
negotiations are required, or

1.2. They will choose to negotiate the repairs.
2. If the seller chooses to negotiate repairs, they may opt to have a licensed professional provide them with
estimates. The seller will determine which repairs they will and will not agree to and will prepare and fax to

you response from the seller.

3. Back and forth negotiations may occur several times until the buyer and seller either reach agreement or the
contract is cancelled because no agreement can be reached.

4. If agreement is reached, prepare the Home Inspection Agreed Upon Repairs addendum, which includes all
items in question. To prepare the form, you will need to:

4.1. As with all addendums, you will need to update the template with the seller’s name, the buyer’s name,
the property address, and the date.

4.2. Enter all agreed upon items to be repaired.

4.3. Get the buyer’s signature on the addendum and then fax the form to the seller’s agent. Print the
confirmation page showing that the fax was sent.

4.4. Follow up with the seller’s agent to make sure they received the addendum.
5. Agreed to repairs will either be:
5.1. Repaired prior to closing,

5.2. Money held in escrow at closing for repairs to be completed after closing, or

(continued on the next page)
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Initiate & Coordinate Inspections

Negotiate Amendments (continued)

5.3. Credit given to the buyer at closing in lieu of repairs. If a credit is being given to the buyer in lieu of
any repairs, it can be shown one of three ways. Check with the lender to see how they would like it to
show on the closing statement.

i. A lump sum credit on the HUD (used most often in cash sales). Use Credit in Lieu of Repairs -
Lump Sum Credit addendum. Some loan programs will not allow for credits, so you will need to
verify this option with the lender.

ii.  The sales price can be reduced by the amount of the credit. Use Credit in Lieu of Repairs -
Reduction in Sales Price addendum.

iii.  The seller can pay the buyer’s closing costs for the amount of the credit. This option needs to be
verified with the lender to make sure the amount does not exceed the amount of closing costs
allowed for the buyer’s loan program. If the seller is already paying closing costs for the buyer, it
may not be possible to increase the closing cost amount. Use Credit in Lieu of Repairs - Closing
Cost Credit addendum.

6. If agreement cannot be reached, the contract will fall apart and an Escrow Release will need to be prepared.
Refer to the guidelines listed in Manage Changes as They Occur (see page 7-35).

Throughout the negotiation process, your job is to provide guidance and advice to the buyer, assist in gathering
bids as necessary, communicate the buyer’s requests to the seller’s agent, and prepare the final addendum once
agreement has been reached.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
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CHAPTER
MREA OPERATIONS: COORDINATING BUYER TRANSACTION & CLOSING

Coordinate Loan Application Process

Overview

1. If you have partial ownership/financial interest in a mortgage company, and the buyer has chosen to work
with that mortgage company, verify that the Affiliated Business Arrangement Disclosure form has been
signed by the buyer and that it is in their file.

2. The number of steps that need to occur within the Coordinate Loan Application Process will vary based
on the status of the buyer when they enter into an accepted contract. It is recommended that you only work
with buyers that are at least Pre-Qualified, if not already Pre-Approved.

NOTE: If the buyer is already pre-approved, a number of the steps in the loan application process will already
have been completed when the transaction comes to you. For example, the credit will already have been
reviewed for a pre-approved client. You will still want to verify that all steps have been completed.

3. Fax an introduction letter to the mortgage company using the Lender Introduction Letter. You will need to:

3.1. Update the template with the date, the mortgage company’s contact information, the buyer’s name,
your information, and the seller’s agent’s information.

3.2. Add the effective date, loan application deadline, and closing date for the transaction.

4. Follow up with an introductory call to the lender to get the basic information regarding the buyer’s loan. At
this time, you will also want to communicate your expectations. Following is a list of some of the
expectations you might have regarding the transaction. You will want to update these expectations to suit
your environment/needs:

Sample Lender Expectations

Provide excellent communication and regular follow-up with the client.

Advise the Transaction Coordinator of any issues.

Order the tri-merged credit report immediately.

Order the appraisal within 7-10 days or per contract. Notify the Transaction Coordinator of
the date.

Advise the Transaction Coordinator as to the status of the appraisal—value, repairs, etc.
The Transaction Coordinator will need time to resolve any appraisal value or repair issues.
The Lender orders title work and authorizes the survey.

Provide financing updates with adequate detail. Please, no surprises.

Everything should be completed in a timely manner so that we make the closing date.

cooo

cooo0o

Questions to ask the Lender:

1. How many deals can you handle in a month?
2. How much experience does your team have?
3. Can you meet our expectations?

(continued on the next page)
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CHAPTER

7 MREA OPERATIONS: COORDINATING BUYER TRANSACTION & CLOSING

Coordinate Loan Application Process

Overview (continued)

5. Call weekly or fax the lender the Lender File Status Update for updates until the loan is approved with no
conditions. You will be verifying status on the following items:

5.1. Credit: Is the credit approved? Are there any conditions the buyer still has to meet? Is there any
concern with the buyer meeting these conditions? Are there any specific issues we should be aware of?
Refer to the Loan Approval section (see page 7-31).

5.2. Appraisal: Has the appraisal been ordered? Has the appraisal been received? What is the result of the
appraisal? What is the Appraised value? Are there any repairs required (specific to FHA/VA loans)?
Refer to the Appraisal section (see page 7-32).

5.3. Survey: Has the survey been authorized?

5.4. Title Work: If the lender mentions having problems getting the title work from the closing company,
offer to help.

5.5. Buyer’s insurance: Has the buyer’s insurance been secured and provided to the lender.

6. Ifitisan FHA/VA loan and repairs are required, assist as needed to make sure that the repairs get scheduled
and completed.

7. Update the buyer weekly on the loan process.
8. Verify with the lender that the loan application has gone to underwriting.

9. Asyou receive information from the mortgage company, update the appropriate fields in the Deadlines Per
Contract section of the Contract Worksheet.

DEADLINES PER CONTRALCT

ortzage Company: Inspec tions:
/ Financing: OCONYV OFHA O VA& O OTHER O Inspection deadline:
_ Years OFixed O AEREM O Eepair limit addendum deadline:
O Loan Application: O Repair limit:§
O Loat commitment due: O Received O Inspection Results Recerved:
O Option deadline: O Contract amended for Repaits O Repairs Completed
O Option Check delivere direceived O Termite ordered:
O Appraisal ordered  Appt Date O Termite completed:
O Appraisal Received O Termite Limit: §
U Appraised Value: § O Termite treatment completed:
O Submitted to underariting
O Loat Does Ordered Insurance:
O Final loan approsval Buyer arrange for insurance: O ¥es O Ho
\ O Paperwork delivered } Seller cancelled insuratice: O Yes O Ho
\(Tnfro Lefter, Farties of the Jale, Update Requests, efc.) / {Affer if has recorded)
Closing Company: Other Insurance for Buyers:
O Title commitment ordered: O Received O Rewviewed {Flocd, Barthquaie, efe. )
O Survey ordered: O Received
O Additional Escrow/Earmest Due: §
O HOA resale certificate ordered O HOA certificate tecerved
O Paperwork delivered
{mfro Leffer, Farfies of the Sale, Update Reguests, efe.)

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
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CHAPTER

7 MREA OPERATIONS: COORDINATING BUYER TRANSACTION & CLOSING

Coordinate Loan Application Process

Loan Approval

1. Loan Application: The buyer must have completed a loan application with the lender within the time
period allowed per the contract. Write in the date that the loan application is completed by the buyer and
submitted to the lender on the Contract Worksheet.

2. Loan Commitment: The lender must be able to issue a loan commitment letter stating that the buyer has
been approved for financing, and note any conditions to the loan commitment. The conditions should be
normal conditions, i.e., proof of insurance, title commitment, etc. Any out of the ordinary conditions should
be questioned and may not constitute a true loan commitment.

2.1. Note the date that the loan commitment letter went out on the Contract Worksheet. If there are
conditions, write in ‘with conditions’.

3. Final Loan Approval: Final loan approval comes from the underwriting department after all conditions
have been met and all requirements are in, such as verification of employment, verification of deposit,
review of tax records, etc. Check off when final approval is given by the lender on the Contract Worksheet.

DEADLINES PER COMNTRALCT

Mortzage Company: Inspec tions:
Financing: OCONY OFHA O VA O OTHER O Inspection deadline:
_ Years OFixed O AEM O Repair limit addendum deadline:
O Loan Application: O Repair limit:§
0 Loan commitment due: O Received O Inspection Results Recerved:
O Option deadline: O Contract amended for Repaits O Repairs Completed
O Option Check deliveredireceived O Termite ordered:
O Appraizal ordered  Appt Date O Termite completed:
O Appraisal Received O Termite Limit: §
U Appraised Value: § O Termite treatment completed:
O Submitted to underariting
d Insurance:
(O Final loan approval Buyer arrange for insurance: O ¥es O Ho
ape Ehvered Seller cancelled insuratice: O Yes O Ho
{fro Leffer, Farfies of fhe Sale, Updafe Reguests, efc.) {Affer if has recorded)
Closing Company: Other Insurance for Buyers:
O Title commitment ordered: O Received O Reviewed {Flood, Barthquake, efe. )
O Survey ordered: O Received
O Additional Escrow/Eamest Due: §
O HOA resale certificate ordered 0 HOA certificate tecerved
O Paperwork delivered
{mfro Leffer, Farfies of the Sale, Updafe Reguests, efc.)
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CHAPTER

7 MREA OPERATIONS: COORDINATING BUYER TRANSACTION & CLOSING

Coordinate Loan Application Process

Appraisals

Conventional vs. FHA/VA loans: Conventional loan appraisals do not include repair issues. FHA/VA loan
appraisals include a minimal inspection along with the appraisal. An FHA/VA appraiser may call for items such
as a clean termite inspection, flat roof inspection by a home inspector or a licensed roofer, shingle/tile roof to
have at least two to five years of useful life, repair of peeling or chipped paint, removal of lead paint, etc. If
repairs are required, a final inspection prior to closing may be required and there may be a fee.

Once the Appraisal is scheduled:
1. Once you know when the appraisal is occurring, contact the seller’s agent and make sure that the seller

knows when the appraiser will be coming out to the house and that the appraiser will have access to the
house.

Once the Appraisal is completed:

1. Once the appraisal is completed, find out the appraised value of the property and record it in the Deadlines
Per Contract section of the Contract Worksheet. Discuss the appraised value with the buyer. Make sure it
is in line with the sales price.

DEADLIMNES PER CONTRACT

Mortgage Company: Inspections:
Financing: QCONY OFHA O VA O OTHER O Inspection deadline:
_ Years Fixed O AFRM O Repair limit addendum deadline:
U Loan Application: O Repair limit:§
O Loan commitmernt due: O Received O Inspection Results Received:
O Option deadline: O Contract amended for Repaits 0O Repairs Completed

O Option i ceived O Termite ordered:
Appraizal ordered  Appt Date: O Termite completed:
O Appraisal Recerved O Termite Limit: §

< d Appraised Value: § O Termuite treatment completed:

i

O Loan Docs Ordered Insurance:

O Final loan approval Buyer arrange for insurance: O ¥es O Ho
O Paperwrork delivered Zeller cancelled mnsurance: O ¥es dHo
{hfro Leffer, Farfies of the Sale, Updafe Requests, efc.) {Affer if has recorded)

Closing Company: Other Insurance for Buyers:

O Title commitment ordered: O Received O Reviewed {Flocd, Barfhquake, efc. )

O Survey ordered: O Received

O & dditional Escrow/Farnest Due: §

O HOA tesale certificate ordered O HOA certificate received
O Paperwork delivered
{hfro Leffer, Farfies of the Sale, Updafe Requests, efc.)

2. If ahouse appraises below the sales price, renegotiation needs to take place:
Q The buyer can agree to pay the sales price originally agreed upon, and bring the additional funds needed
to closing,
Q The price can be reduced to the appraised value, or
Q The difference can somehow be split between the buyer and seller.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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CHAPTER
MREA OPERATIONS: COORDINATING BUYER TRANSACTION & CLOSING

Track Funding

Overview

The first step with regards to tracking funding is the production of the Bluesheet and Disbursement
Authorization. In addition to this fundamental step, you will also verify that the Option Fee, if required in your
state, has been received by the seller and that the escrow check was received by the closing company. The final
step in tracking funding is to make sure that your commission check is accurate once received by the closing
company after the transaction funds.

1. Bluesheet and Disbursement Authorization

1.1. Bluesheet

1.1.1. Fill out the Bluesheet using information from the Contract Worksheet and the information you
should have on file regarding commission splits your team has with your Buyer Specialists. If
you need assistance in completing the Bluesheet, ask your MCA for instructions.

1.1.2. Make a copy of the Bluesheet for the buyer’s folder.

1.1.3. Turn the original into your MCA along with a copy of the fully executed contract, any addenda,
and the seller’s disclosure. The MCA will then provide you with the Disbursement
Authorization.

1.1.4. Check off that the Bluesheet has been turned in on the Contract Set-up Information section of
the Contract Worksheet.

CONTRACT SET-UP INFORMATION
‘i> O Bluesheet completed and turned into KW LI

Q DA received and verified against Bluesheet

O Seller s decloomre ST o funaled by all parties
O Seller closing packet sent

O Buyer closing packet sent
O Info entered in Contact Databasze

Effective Date of Contract:
Cotitract receipted by
Fossession date:

Settlement/Closing date:

1.2. Disbursement Authorization (DA)
1.2.1. When you get the DA, check to be sure that the transaction fee is included.

1.2.2. Check off that the DA has been received and verified on the Contract Set-up Information
section of the Contract Worksheet.

1.2.3. If there is a change, such as a price change, that affects the commission, address this at least 24
hours prior to closing to give the MCA time to revise the DA.

1.2.3.1. On the original DA, hand write any changes, make a note of the closing time, and thank
the MCA for their time. Keep a copy of the DA.

1.2.4. Faxor give a copy of the DA to the closing company along with confirmation of the transaction
fee.

1.2.5. Puta copy of the DA in the buyer’s folder.

(continued on the next page)
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CHAPTER
MREA OPERATIONS: COORDINATING BUYER TRANSACTION & CLOSING

Track Funding

Overview (continued)

2. Option Fee (if applicable in your state.)
2.1. The Buyer Specialist should ask the seller’s agent for the seller’s preference in receiving the check:

a. Mailed by your team,
b. Hand delivered,
C. Mailed by the closing company, or

d. Picked up by the seller or their agent.

2.2. If the seller or the seller’s agent picks up the check, have them sign a release form. Place the release
form in the file.

2.3. If the check is mailed, note the date that it was mailed on a copy of the check and place the copy of the
check in the file.

2.4. Check off that the option check has been delivered on the Deadlines per Contract section of the
Contract Worksheet.

Bl regapes Company: spections:
Francimg: OCCHY [COFHA OVWR OOIHEE O I paction do adbna :
_ Vear [MFoed OAEM O Eapair hmitadds ndom daadtine:

O Loan Apphc ation: O Eopair Bmits

OLsan oozt OEsceied OIsacton Earnle Eocoind:
<mhaﬂh: — O Cozdractame tadnd for Bapadry O] Bopads Comphid

O Chpton Cleck dohemdfimcnied O Inmmik cndemd:

a . O Inmmie comphkd:

O Apprakal Eaceiad O Inomie Limit ¥

O Appraked Vabe: 5 O Inmmik tesmentcomypkiad:

O fmhmitied + Tmds rariting

OLoanTbe: Chkmd Insurance:

OPFmalban approal Eupurammnge for e mratse: O Ye: OHe

OFsperwnd dulemd folkr canmlid ruramce O Yer OHe

[Pnar Le s, Porks of the Sk, Lipdt Roquei, ga,) [ofier & A recordd)

Chsing Company: Criher Ins e fox Boroxe:

O Iifk commimenterkmd: OFsmned OFnimwed [Flood, Edrshruehe, ex.)

O Sy onkimd ; OFscensd

0O fdditional FroromeBarmaet T : §

OHOA meab cortificat apdomd O HOAcertifcns nEmned
OFsperwod dulemd
[Inar Lo s, Frirdes of e S, Lot Requess, sa,)

3. Escrow Check (these instructions are reproduced from the Coordinate Title Process section)

3.1. Receive escrow check and accepted contract.

3.2. Make a copy of the escrow check and contract.

3.3. Turn in the check along with a copy of the contract to the closing company.

3.4. Note whether or not any additional escrow is due. This information can be found on the contract.
4. Commission Check.

4.1. When you receive your check from the closing company. Verify it against the DA and the Cash Flow
Spreadsheet for accuracy. If the check is correct and you made an error on the Cash Flow Spreadsheet,
correct the spreadsheet. If the check is incorrect, send it back to the closing company along with an
explanation of the discrepancy.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
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CHAPTER

7 MREA OPERATIONS: COORDINATING BUYER TRANSACTION & CLOSING

Manage Changes as They Occur

Overview

Many things can occur as you navigate the contract to close process. Closing dates may need to be moved,
extensions may need to be filed, or the entire contract could fall apart. In order to provide fiduciary service to
your buyer, you need to understand the possible changes that can occur and how to respond. Below is a list of
possible changes, along with the procedure or addendum to use in order to handle the change. You should work
closely with the buyer’s agent to determine which of you will prepare the addendum. Instructions for preparing

each addendum follows on the next two pages.

Change

1.  The seller may agree to pay closing costs on the
buyer’s behalf after the contract was negotiated.
This usually occurs as a result of the seller crediting
the buyer in lieu of repairs.

Procedure/Addendum

Use the Closing Costs Added After Contract addendum.

2. The buyer may require an extension to their loan
commitment deadline.

Use the Financing Extension addendum.

3. The buyer may decide to add another buyer to the
contract.

This is a buyer-initiated activity. Therefore, as the buyer’s
representative, you should prepare the Assignment
addendum.

4.  The closing date may need to be moved out.

If both parties agree to the new closing date, use the
Extension to Closing Date addendum. You will also need to
update the date of closing on the Closing Department
Calendar, Contracts Pending Spreadsheet, and Cash Flow
Spreadsheet.

5. The closing date may be moved up.

If both parties agree to the new closing date, use the Early
Closing addendum. You will also need to update the date of
closing on the Closing Department Calendar, Contracts
Pending Spreadsheet, and Cash Flow Spreadsheet.

6. The sales price may change. This can occur when
the house appraises below the sales price.

Once an agreed to sales price is reached between the buyer
and seller, use the Price Change addendum. You will also
need to update the sales price on the Contracts Pending
Spreadsheet and the Cash Flow Spreadsheet.

7. The buyer and seller may agree that the seller can
stay in the property past the closing date and pay rent
back to the buyer.

Use the Hold Harmless — Seller Staying Long Period After
Closing addendum.

8.  The contract may fall apart. Potential reasons for
this to occur include:

e Buyer and Seller cannot agree on repairs.
e Buyer cannot obtain financing.

If a contract falls apart, an Escrow Release must be signed
by the buyer and seller and the buyer will receive a refund
of their escrow. Depending on your state’s requirements,
your broker may need to sign this form as well. In the event
that the seller is not agreeable to having the buyer’s escrow
returned to them, an escrow dispute occurs. Forward the
dispute to the proper channels.

(continued on the next page)
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Items in bold reference other sections of this manual.
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CHAPTER
MREA OPERATIONS: COORDINATING BUYER TRANSACTION & CLOSING

Manage Changes as They Occur

Overview (continued)

Closing Costs Added After Contract Addendum
This addendum is used when the seller agrees to pay closing costs on the buyer’s behalf after the contract was
negotiated. This usually takes place as a result of the seller crediting the buyer in lieu of repairs with regard to
the home and/or termite inspection. Either you or the seller’s agent can draft the addendum. Discuss this with
the seller’s agent. If you prepare the addendum:
1. Fill in the date, seller’s name, the buyer’s name, and the property address.
2. Enter the new amount for the sales price and the closing costs to be paid by the seller. Enter the original
sales price.
3. Get the buyer to sign and date the addendum.
4. Fax the form to the seller’s agent. Follow up with a phone call to make sure the seller’s agent received
the addendum. Make sure you get a copy of the addendum signed by the seller.

Financing Extension Addendum
This addendum is used when the financing commitment deadline is extended. Either you or the seller’s agent
can draft the addendum. Discuss this with the seller’s agent. If you prepare the addendum:

1. Fill in the date, seller’s name, the buyer’s name, and the property address.

2. Enter the new deadline for financing commitment.

3. Get the buyer to sign and date the addendum.

4. Fax the form to the seller’s agent. Follow up with a phone call to make sure the seller’s agent received

the addendum. Make sure you get a copy of the addendum signed by the seller.

Assignment Addendum
This addendum is used when adding an additional buyer to the contract or assigning it to a different buyer.
NOTE: If the second buyer doesn’t qualify, the Earnest Money is returned to the buyers.
Since this is a buyer-initiated activity, you should prepare this addendum for your client.
1. Fill in the date, seller’s name, the buyer’s name, and the property address.
2. Enter the new buyer’s name.
3. Get both the original buyer(s) and the new buyer to sign and date the addendum.
4. Fax the form to the seller’s agent. Follow up with a phone call to make sure the seller’s agent received
the addendum. Make sure you get a copy of the addendum signed by the seller.

Extension to Closing Date Addendum
This addendum is used whenever the closing date is moved to a later date. Either you or the seller’s agent can
draft the addendum. Discuss this with the seller’s agent. 1f you prepare the addendum:

1. Fill in the date, seller’s name, the buyer’s name, and the property address.

2. Enter the new closing date.

3. Get the buyer to sign and date the addendum.

4. Fax the form to the seller’s agent. Follow up with a phone call to make sure the seller’s agent received

the addendum. Make sure you get a copy of the addendum signed by the seller.

(continued on the next page)
Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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Manage Changes as They Occur

Overview (continued)

Early Closing Addendum
This addendum is used whenever the closing date is moved to an earlier date. Either you or the seller’s agent
can draft the addendum. Discuss this with the seller’s agent. If you prepare the addendum:

1. Fill in the seller’s name, the buyer’s name, and the property address.

2. Enter the new closing date.

3. Get the buyer to sign and date the addendum.

4. Fax the form to the seller’s agent. Follow up with a phone call to make sure the seller’s agent received

the addendum. Make sure you get a copy of the addendum signed by the seller.

Price Change Addendum
This addendum is used when changing the sales price once both the buyer and seller have agreed to a new sales
price. Either you or the seller’s agent can draft the addendum. Discuss this with the seller’s agent. If you
prepare the addendum:

1. Fill in the date, seller’s name, the buyer’s name, and the property address.

2. Enter the new sales price.

3. Get the buyer to sign and date the addendum.

4. Fax the form to the seller’s agent. Follow up with a phone call to make sure the seller’s agent received

the addendum. Make sure you get a copy of the addendum signed by the seller.

Hold Harmless — Seller Staying Long Period After Closing Addendum
This addendum is used when the seller will stay in the property after closing. It needs to include the specific
date and/or time that the buyer will take possession. This form is not to be construed as a lease agreement, so
terms of payment from the seller to the buyer should be addressed in a separate document. Typically the seller
pays rent per month at 1/12™ of the buyer’s PITI. You may also want to advise the buyer to request additional
funds to be kept in escrow in case damage to the property occurs while the seller is still in occupancy. If closing
date will change, include the new closing date. Either you or the seller’s agent can draft the addendum. Discuss
this with the seller’s agent. If you prepare the addendum:

1. Fill in the date, seller’s name, the buyer’s name, and the property address.

2. Enter the date that the seller will move out and the date on which the buyer will take possession.

3. Get the buyer to sign and date the addendum.

4. Fax the form to the seller’s agent. Follow up with a phone call to make sure the seller’s agent received

the addendum. Make sure you get a copy of the addendum signed by the seller.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
© 2004 Keller Williams Realty, Inc. MREA Operations Manual v3.2 7-37




MREA OPERATIONS: COORDINATING BUYER TRANSACTION & CLOSING
Coordinate Closing

Overview

1. Verify that utilities are being transferred.
1.1. The buyer should have received your Service Provider List in the Buyer Closing Packet.

1.2. In addition, depending on your market, you may need to call the seller’s agent and obtain the names
and numbers of the seller’s utility providers. Supply this information to the buyer as soon as you
obtain it.

1.3. 2-3 weeks prior to closing, follow up with the buyer to find out if they have selected their utility
providers and ask if you can assist in any way in getting the utilities transferred.

1.4. Stay in contact with the seller’s agent to coordinate the transfer. Your goal should be to have the
sellers turn off utilities the same day that the buyers turn on utilities.

2. Call and schedule the closing. Document the location of the closing on the Contracts Pending Spreadsheet.
3. Prepare and send the buyer a Closing Invitation for Buyers. You will need to:

3.1. Print on a color printer as the document contains color. Have several printed copies on hand. The file
should be printed double sided, which means that you will need to print the first page, and then insert
the paper into manual feed in the appropriate direction so that the second page prints correctly on the
back side. You will need to select manual feed from your print menu before printing the second page.

3.2. Write in the following information on the pre-printed invitations: property address, date and time of the
walk-through, and the date, time, and location of the closing. Make note of anything special the client
needs to do before arriving to the closing.

3.3. Fold the invitation in half. Insertin a 9 x 6 envelope. Send to the buyer 10 days before closing.
4. Review the HUD statement prior to closing and inform the Buyer of the amount for their cashier’s check.

The cashier’s check should be made out to the closing company. Also remind the buyer that they need to
bring a photo ID and should bring their personal checkbook to be safe.

(continued on the next page)
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MREA OPERATIONS: COORDINATING BUYER TRANSACTION & CLOSING
Coordinate Closing

Overview (continued)

5. Gather up the following information/forms to take with you to closing:
Q Buyer’s Folder. Verify that all of the required paperwork is included in the folder and is current.

O Closing ID’s for the MLS — Give your information to the listing agent so that you get full credit in the
MLS.

O Closing Gift. Refer to the Exceeding Buyer Expectations Checklist.

O Staying in Touch form. This form serves two purposes, to confirm new contact information for the
buyer and to assist you in providing lunch on the buyer’s moving day as part of the exceeding buyer
expectations program (refer to the Exceeding Buyer Expectations Checklist). You should already know
when the buyer is planning to move into their property. If they are moving the same day as closing, you
will need to get their Moving Day lunch order early.

Ilorving Diay Danch (pick one) advise # of people

Pizza toppings
Suhe type of meats
Fried Chicken

6. Use the At Closing Checklist - Buyers to make sure that you don’t forget anything at Closing.
7. After closing, cross through the listing on the Closing Department Calendar (see page 7-8).

8. Transition to Complete Post-Closing.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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CHAPTER
MREA OPERATIONS: COORDINATING BUYER TRANSACTION & CLOSING

Coordinate Closing

Buyer Walk-Through

A walk-through should occur 1-2 days prior to closing. The buyer cannot raise any new issues at this time. This
is strictly for making sure that any agreed upon repairs were completed and that all warranted items are still in
working order (except in the case of as is sales). In addition, the buyer should be verifying that personal
property that the seller agreed to leave in the house are in fact still in the property (i.e., refrigerator,
washer/dryer, etc.).

1. 5-7 days prior to closing call the buyer and let them know that they need to schedule their walk-through.
Have them contact their Buyer Specialist to get this scheduled.

2. If the buyer is unable to verify, on their own, whether or not a repair was completed correctly, they should
have their home inspector come back to check the repairs.

3. Make sure the Buyer Specialist lets you know if there are any problems with the walk-through.
4. If the buyer determines that all repairs have been completed to their satisfaction, prepare the Buyer Walk-
through Acceptance form. You will need to:

4.1. Write in the property location and date.

4.2. If there are any items that have not been repaired, record them under exceptions and then complete the
Final Walk-through Concessions addendum.

4.3. Get the buyer to sign and date the form.

4.4. Fax the form to the seller’s agent. Follow up with a phone call to make sure the seller’s agent received
the addendum. Make sure you get a copy of the addendum signed by the seller.

5. If, during the walk-through, the buyer determines that repairs have not been successfully completed, you
will need to contact the seller’s agent. Since the walk-through occurs 1-2 days prior to closing, there will
more than likely not be time to get repairs made. The best way to handle this is to negotiate to get the seller
to provide monetary compensation in lieu of repairs. If the seller agrees, prepare the Final Walk-Through
Concessions addendum. You will need to:

5.1. Fill in the date, seller’s name, the buyer’s name, the property address, and your team name.

5.2. Enter the monetary compensation to be provided by the seller in lieu of repairs and list all of the repairs
found to be unsatisfactory.

5.3. Get the buyer to sign and date the addendum.

5.4. Fax the form to the seller’s agent. Follow up with a phone call to make sure the seller’s agent received
the addendum. Make sure you get a copy of the addendum signed by the seller.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
© 2004 Keller Williams Realty, Inc. MREA Operations Manual v3.2 7-40




CHAPTER
MREA OPERATIONS: COORDINATING SELLER TRANSACTION & CLOSING

Coordinate Seller
Transaction &
Closing

Coordinate Seller Transaction & Closing processes...

Initiate Transaction Coordination Process.

Initiate Title Process.

Coordinate Inspections and Amendments.

Track Loan Approval.

Track Funding.

Manage Changes as They Occur.

Coordinate Closing.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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CHAPTER
MREA OPERATIONS: COORDINATING SELLER TRANSACTION & CLOSING

Coordinate Seller Transaction & Closing

Overview

Coordinating a transaction from accepted contract through closing is not like other functions. Your tasks will
not occur in a linear fashion. It won’t be “initiate title process, check that off, move on to coordinating
amendments, check that off, move on to track funding, etc.” You will be handling all of the tasks throughout,
moving between tasks as they come up in the process. Nonetheless, activities can be broken into 7 key
categories or processes. These are:

Initiate the Transaction Coordination Process (which begins on page 8-6),
Initiate the Title Process (which begins on page 8-15),

Coordinate Inspections & Amendments (which begins on page 8-21),
Track Loan Approval (which begins on page 8-24)

Track Funding (which begins on page 8-25),

Manage Changes as They Occur (which begins on page 8-28), and
Coordinate the Closing (which begins on page 8-31).

No s wd PR

Refer to the individual sections for information on each category. Use the Contract Worksheet throughout
contract to close to make sure all activities are completed and that all of the necessary information is received.
Definitions for the checklist are listed on page 8-5.

While you will be jumping around from one process to the next throughout contract to close, there is a general
flow to all transactions. Below is an overview of a typical seller transaction. This is provided simply as an
overview of all of the activities that must occur in order to reach a successful closing:

1. Receive the Seller’s folder from the Listing Manager. Reorganize as needed.

2. Make sure that the closing company receipts the contract and that you receive a copy.

w

Check the contract for completeness. Update the Closing Statement (HUD) Information section of the
Contract Worksheet. This will save you from having to constantly flip through the contract for data.

Send the seller the Seller Closing Packet and call to introduce yourself.
Make sure that the seller receives his/her option fee, if this is applicable in your state.
Change the status in the MLS to pending or UCB (under contract, accepting backups).

N oo o &

Update the Cash Flow Spreadsheet, Contracts Pending Spreadsheet, and Closing Department Calendar so
that everyone knows what transactions are in the contract to close phase.

8. Create the Bluesheet and turn it into the MCA along with a copy of the fully executed contract, all
disclosures, and the MLS Full Listing.

9. Obtain the Disbursement Authorization (DA). Verify that the transaction fee is included. Fax a copy of the
DA to the closing company and retain a copy for your files.

(continued on the next page)
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CHAPTER
MREA OPERATIONS: COORDINATING SELLER TRANSACTION & CLOSING

Coordinate Seller Transaction & Closing

Overview (continued)

10. Update your contact database if applicable.

11. The buyer will order the home inspection. If the seller still lives in the property, they need to be notified
when the inspection will take place and provide access if there isn’t a lockbox. The buyer’s agent should
notify you when the inspection is scheduled. If you do not hear from them, you may have to request the
information.

12. Verify that utilities will be on for the inspection.

13. If you don’t hear from the buyer’s agent within 2 days following the inspection, call them to find out if they
will be submitting an amendment.

14. Depending on the results of the inspection, negotiate amendments. Any requested repairs should be in the
form of a repair addendum and signed by the buyer. The repair addendum, along with the appropriate
sections of the inspection report should be faxed to you. Review these with the seller. The seller can either
sign the addendum, agreeing to the repairs, or can provide a response back. It is a good idea to obtain
estimates prior to responding to the buyer.

15. Assist the seller in getting bids as necessary.

16. Make sure that the closing company has ordered the mortgage payoff amount(s) from the seller’s mortgage
company. When they arrive, forward a copy to the seller so they can deal with any issues, if necessary.

17. If your state requires a survey, find out from the seller if there is an existing survey. Confirm with them that
it is still correct. You will want to verify if they have made any major changes to the property that would
require a new survey.

18. If a new survey is required or no survey exists, call and inform the closing company and the buyer’s agent.
19. Touch base with the buyer’s agent on a weekly basis.
19.1. Verify that key steps in the loan application process are occurring in a timely manner. Ask to be
notified of key milestones — loan commitment with conditions, final approval, etc.
19.2. Verify that the appraisal has been ordered. Review the appraisal value with the seller once received.
20. Follow up with the closing company to make sure the title work is moving along smoothly.
21. Coordinate the buyer’s final walk-through. Make sure the seller is informed of the date and time.

22. Verify that utilities are being transferred. Assist as needed to make sure that this happens.

23. Call and schedule the closing. Coordinate with the seller and the buyer’s agent. Be sure the seller knows
when (date/time) and where the closing will take place. Also make sure that they know to bring all
keys/garage door openers with them to closing or leave the bulk of them on the kitchen counter.

24. Send the seller a closing invitation. Include pertinent information such as items the seller needs to bring to
closing.
(continued on the next page)
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CHAPTER
MREA OPERATIONS: COORDINATING SELLER TRANSACTION & CLOSING

Coordinate Seller Transaction & Closing

Overview (continued)

25. Review the HUD statement, once received, for accuracy.

26. Review the HUD with the seller so that they know how much money they will be receiving at closing.

27. Attend closing.

28. After signing at the closing appointment, make sure that everything funded, if it didn’t fund prior to closing.
Once it has funded, the closing company will disperse funds and the buyer can obtain the keys to their new

home once recordation has occurred.

29. Place a “Sold” sign on the property. This can actually happen at any time after the property goes under
contract. However, never put up the “Sold” sign until after the option period expires.

30. Transition to Complete Post-Closing.

(continued on the next page)
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CHAPTER
MREA OPERATIONS: COORDINATING SELLER TRANSACTION & CLOSING

Coordinate Seller Transaction & Closing

Overview (continued)

Contract Worksheet

Use the Contract Worksheet throughout the contract to close process to make sure that you are completing all of
the necessary tasks and gathering all of the necessary information to help your client successfully close. The
form is printed on legal paper.

1. Asyou will see later, the Listing Manager should provide most of the information in the top part of this
form (Seller’s contact information, Buyer’s contact information, Closing Company, Mortgage
Information, etc.). It should be turned in with the seller’s folder.

2. You will check off or fill in the information in the Contract Set-Up Information section as you move
through the Initiate Transaction Coordination Process.

3. You will check off or fill in information in the Deadlines Per Contract and Pre-Closing Deadlines
sections as you move through the Initiate Title Process, Coordinate Inspections & Amendments,
Track Loan Approval, and Track Funding.

4. Refer to the following definitions for some of the key fields on the Contract Worksheet :

Contract Worksheet — Definitions of Key Fields

Transaction The last names of the Seller/Buyer. (underline the name of your client)

Property Address The address of the property under contract.

The agreed to sales price listed on the contract. If this changes during contract to close,
Sales Price you will need to prepare the proper addendum (refer to Manage Changes as They
Occur on page 8-28) and record the new sales price on the Contract Worksheet.

I\/_Iortga}ge GOl Make note of the type of loan and details.
Financing
Effective Date of Contract The date that the last person signed and/or initialed the contract or counter offer. (found

on the contract)

ggcejltlonal ESE O ST How much escrow or earnest money is still due and when. (found on the contract)

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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CHAPTER
MREA OPERATIONS: COORDINATING SELLER TRANSACTION & CLOSING

Initiate Transaction Coordination Process

Overview

Track your progress throughout the Initiate Transaction Coordination Process on the New File Processing
Checklist - Sellers.

1. Receive the Seller’s Folder from the Listing Manager. Verify that all forms are included. Refer to the
Contract Checklist for a list of forms that you should receive.

1.1. Verify that the following sections of the Parties of the Sale have been completed:
Q Seller
Q Buyer
@ Closing Company
O Mortgage Information
O Co-Op Agent

1.2. Make sure that you have the following information from the Listing Manager and add it to the Closing
Statement (HUD) Information section of the Contract Worksheet. You will need this information, along
with your Listing Specialists split (if applicable) in order to prepare the Bluesheet and to verify the
HUD statement at closing.

Commission percentage (total) plus splits

Processing Fee

Closing Dept. Fee

Closing Costs

Warranty Information

ooo0oo

2. Make sure that the closing company receipts the contract and escrow check. Refer to Initiate Title Process
on page 8-15 for more information. Make sure you get a copy of the receipt faxed to you.

3. Check the contract for completeness. Check for the following:

Name of Buyer and Seller.

Execution or Last Counter Offer date (filled in on signature page of contract).
Contract signed by agent or broker (will vary from state to state).

Agency license number (may or may not be required in your state).

Closing company name & address filled in.

oooCoo

4. Change the status in the MLS to pending or UCB (under contract, accepting offers).
5. Check the Listing Agreement expiration date. Notify the Listing Specialist if an extension is necessary.

6. Update the contact database to include co-op, lender, and closing company information. Print the notes and
include it in the file. Launch the appropriate plans in your CMS if your CMS allows this.

(continued on the next page)

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
© 2004 Keller Williams Realty, Inc. MREA Operations Manual v3.2 8-6




CHAPTER
MREA OPERATIONS: COORDINATING SELLER TRANSACTION & CLOSING

Initiate Transaction Coordination Process

Overview (continued)

7. Add the closing to the Closing Department Calendar (see page 8-8) and to the Contracts Pending
Spreadsheet (see page 8-9) so that you have an up-to-date snapshot of all transactions in the contract to
close phase.

8. Update the Cash Flow Spreadsheet (see page 8-10) so that you know how much money will be coming into
the team that month.

9. Make the initial call to the seller introducing yourself. Answer any questions.

10. When you receive the folder from the Listing Manager, most of the paperwork will be in the front two
partitions. Update/Reorganize the folder so that it resembles the layout on page 8-12.

11. Create the Bluesheet (refer to Track Funding on page 8-25). Use the information provided on the Closing
Statement (HUD) Information section of the Contract Worksheet.

12. Turn in the Bluesheet, along with a copy of the fully executed contract, to the MCA so that the MCA can
generate the Disbursement Authorization (DA).

13. Complete the Contract Set-Up Information section of the Contract Worksheet. Initiate activities in the
remaining sections of the checklist.

14. Calculate all deadlines based on the effective date of the contract.
15. Note repair limits, contingencies, and closing costs.

16. Prepare and mail out the Seller Closing Packet. This will include vital information for the seller as they
prepare for closing and introduce you, the Transaction Coordinator, as their key point of contact for all
issues. Refer to the Seller Closing Packet Checklist for a list of items to include in the packet and page 8-13
for instructions on how to prepare the packet.

17. Remove brochure boxes. At this point there is no need to pay for more flyers, but an empty box will look
like your team has dropped the ball.

18. Remember to document notes from all calls and pertinent information on the File Notes sheet and/or in the
CMS. This is critical because it will enable you to look back and refresh your memory regarding what’s
been done, allow another person on the team to step in and assist if needed, and serves as documentation if a
file ever needs to be reviewed by an attorney or judge during a lawsuit or legal issue.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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CHAPTER
MREA OPERATIONS: COORDINATING SELLER TRANSACTION & CLOSING

Initiate Transaction Coordination Process

Closing Department Calendar

If your office space allows, use a 4-month erasable calendar to keep track of closings and contingency deadlines.
Write the closings in black and the major contingencies in red. Add the buyer or seller specialist initials for

tracking.

Following is a diagram showing the layout for your calendar and a sample:

In the diagram below, bold
text indicates ‘red text’—
major contingencies.

MONTH: July
S M T w T F S
1 2 3 4 5 6 7
Smith/
Jones
Gam-KW
8 9 10 11 12 13 14
Clark Insp | Clark Walk
10am
15 16 17 18 19 20 21
Clark/
Adams
3pm RA

If a closing date changes, you will need to move the listing to the appropriate date on the calendar.

2. Once a listing closes, cross through the information on the calendar. In the example above, Smith/Jones
has closed.

3. At the end of the month, all of the transactions for that month should be crossed through.

4. At the beginning of each month, update the calendar.

e Erase all of the transactions for the month that just ended, and add the new month in its place. (For
this diagram, on August 1%, you would erase July and add November in its place.)

=

Iltems appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
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CHAPTER
MREA OPERATIONS: COORDINATING SELLER TRANSACTION & CLOSING

Initiate Transaction Coordination Process

Contracts Pending Spreadsheet

One of your first steps on your New File Processing Checklist - Sellers should be to add the listing to your
Contracts Pending Spreadsheet.

1. Fill in the appropriate information. The first row in the spreadsheet provides a sample of what to put in

each column.
Contracts Pend rgs [sorted by closing date) Sales Clasing Gross Froc.  Agreerert
Phiore Seller Binyer Bgerit Bddress Price [kt Lerder Place Bagerit Ciornri. Fes Exp. Ode
Lembr i Locaborof | lisling or Buver
) MAE Seler | AW Duer Co-Cp Agenit 123 6 2 X, XNyt | Mase Closing Speciakst P ey Clap-ithh

2. Sort closings by closing date.
3. Ifaclosing date moves, make sure you update the spreadsheet, and sort again by closing date.

4. Include a copy of the spreadsheet weekly in your team meetings.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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CHAPTER
MREA OPERATIONS: COORDINATING SELLER TRANSACTION & CLOSING

Initiate Transaction Coordination Process

Cash Flow Spreadsheet

Part one of the one-page form is shown below:
The cash flow spreadsheet contains a tab for each month of the year. The sheets are printed landscape on legal
paper. Below is a snapshot of the first few columns of the sheet. Definitions for each column are as follows:
A. Closing Date: The date the listing will close.
B. Closed & Funded: Put a “C’ in the column when the listing has closed but has not yet funded. Once you
receive the check from the closing company, check it against the spreadsheet and the Disbursement
Authorization (DA). If everything is correct, put ‘C&F’ in the column.

C. Property: Record the property address.

D. Comm. %: Record the commission % your team will receive on the listing.

E. Total Comm. $: Volume times Commission % for total commission (in dollars) to be received.

F. Proc. Fee: If you charge a processing fee (sometimes referred to as a transaction fee), record the amount
here.

G. KW Fee: If your MC charges a processing fee, record it in this column.

H. KW Fee/BS: Use this section if you split the KW processing fee with your Buyer Specialists. Use this
field for your seller transactions only if you are also representing the buyer.

I.  Buyer Agent $: Record the dollar amount received by the Buyer Specialist from the commission based
on the split that they receive. Use this field for your seller transactions only if you are also representing
the buyer.

J. Referral Fee: If the listing was received as a referral from another agent, record the referral fee paid in
this column.

K. Prospect Agent: If you pay your Listing or Buyer Specialists a fee for prospecting (example: 10% for a
come list me, 15% for a come list me that they negotiate, 25% for a self-generated lead, and 30% for a
self-generated lead that they negotiate) then record the dollar amount for that fee in this column.

A ] B C [ o [ e [ F T el vl v T o [ wk ]
CLOE NG CLOSEDE PROFERTY COMMN TOTAL FPROC. ki A1 ELY ER REFERR4L FPROE PECT
OLTE FUNDED % comMmy FEE FEE FEE!ER LAGENTS FEE AGENT

TOTALS 0.00 u] (njnn} 0.00 0.00 .00 (npnn}

(continued on the next page)

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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CHAPTER
MREA OPERATIONS: COORDINATING SELLER TRANSACTION & CLOSING

Initiate Transaction Coordination Process

Cash Flow Spreadsheet (continued)

Part two of the one-page form is shown below:
Below is a snapshot of the last few columns of the sheet. Definitions for each column are as follows:
L. Net MREA: Replace MREA with the primary agent’s name. Use this column to record the net take
home to the agent after paying all fees.
M. Buyer Source: Record the lead generation source for the Buyer. Use this field for your seller
transactions only if you are also representing the buyer.
Seller Source: Record the lead generation source for the Seller.
Mortgage Company: List the name of the mortgage company.
Closing Company: List the name of the closing company.
Volume: Record the sales price for the property. If the sales price changes, you will need to update this
field.
Seller Units: Enter 1 for every seller unit. The number of units is totaled at the bottom. This allows you
to see the total number of seller units for the month at a glance.
Buyer Units: Enter 1 for every buyer unit. The number of units is totaled at the bottom. This allows
you to see the total number of buyer units for the month at a glance.
T. Days on Market: Record the total number of days that the listing was on the market. This allows you to
calculate, on average, how long it takes you to sell houses in your market.

P OTVOoZ

w

U. Listing Agent: List the Listing Specialist’s name.
V. Buyer’s Agent: List the name or company of the agent who represented the buyer.
[ L [ wm [ N [ o | P [ & [ r [s][ 7 [ o [ w
MET BUYER SELLER MORTGAGE CLOBING WILUME SELLER BUYER CWY3 QM LIETING BUYER'S
MREEL SOURCE SOURCE COMPANY CO M PANY UNITE UKNMTS MARKET A5 ENT AGENT
0.a0 u] u] u]

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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CHAPTER
MREA OPERATIONS: COORDINATING SELLER TRANSACTION & CLOSING

Initiate Transaction Coordination Process

Seller’s Folder

When the Listing Manager turns in the paperwork, it will in a 2-divider/6-partitions classification folder
(illustrated below). The Parties of the Sale, Contract Worksheet, and Contract Checklist should be included. At
that point, all of the documentation will be in the front section. You will need to move documents out of the
front section as needed to the Middle and End sections of the folder:

Front Section

Left-Side-CONTRACT

1. Parties of the Sale

2. Seller’s Estimated Net Sheet

3. Contract with all counters and
addenda (most current on top)

4. All contractual disclosures
(agency, lead based paint, seller
disclosure, etc)

5. Finalized Inspection Form* with
signed seller’s response with
Inspection report

Right-Side-LISTING

Contract Worksheet

Bluesheet

Contract Checklist

MLS Profile

Seller Disclosure Statement

(signed only by the seller)

CMA

Agent’s notes

Plat Map/Survey

Public Record

0. Misc. information about the

listing

agrwbdE

RoO©o~N®

Middle Section

* Your State may have an
Inspection form that is
required and considered part
of the contract. If not, replace
this with the Home Inspection
Agreed Upon Repairs.

Left-Side-LENDER

1. Intro Letter

2. Lender File Status Updates

3. All fax cover sheets showing transmittal
to lender

4. Conditional Loan Approval letter

Right-Side-ESCROW

1. Settlement Summary for Escrow

2. Closing Company File Status Update

3. Earnest money receipt

4. Preliminary title report/title
commitment

5.  Mortgage Information Request letter
(Estoppel)

6. HOA information

7. Termite report

8. Copies of invoices (receipts for repairs)
submitted to escrow

9. Copy of Disbursement Authorization
(DA)

10. Pre-audit HUD-1

11. Final sales paperwork (HUD-1, copies
of checks)

End Section

Left-Side-
CORRESPONDENCE

1. Any correspondence with the
cooperating agent

2. Any correspondence with the
seller

Right-Side-REJECTED
OFFERS
1. Rejected offers

\

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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CHAPTER
MREA OPERATIONS: COORDINATING SELLER TRANSACTION & CLOSING

Initiate Transaction Coordination Process

Seller Closing Packet

One of the key steps in initiating the transaction coordination process is to prepare and mail out the Seller
Closing Packet. Use the Seller Closing Packet Checklist to make sure that you include all of the items listed
below:

1. Seller Closing Introduction Letter — This letter identifies important dates, such as the closing date, includes
important information, such as Repair Limits, and introduces you, the Transaction Coordinator, and explains
your role in the contract to close process. You will need to:

1.1. Update the template with the date, the client’s contact information, and your team information.
1.2. Add the important dates and amounts under Important Information to Remember.
1.3. Print the letter on the appropriate stationary.

2. Closing Department Newsletter for Sellers — This newsletter answers some common questions that sellers
have about contract to close in addition to preparing them for some of the final steps that they will need to
take in order to close successfully. You will need to:

2.1. Update the template with your department’s hours of operation and save as the master copy.

2.2. Check the information in the newsletter to ensure that it matches with your state’s regulations. Update
as needed to comply with your state’s guidelines. Ask your team leader if you have questions.

2.3. Color is used throughout the newsletter. You will need to print it on a color printer.
2.4. Keep about 20-30 on hand.
2.5. Check the boxes that apply to the current seller before putting into the Seller Closing Packet.

3. Copy of the contract.

4. Service Provider List - A list of your preferred third-party vendors (mortgage company, closing company,
etc.) whose services you recommend to your clients. You will need to:

4.1. Update the template with all of the service providers that you have worked with and would feel
comfortable recommending, and save as your master copy.
4.2. Remove any categories for which you have no businesses to recommend.

4.3. Regularly review the list, removing companies that are not providing the level of service you expect
and adding new companies as they come to your attention.

4.4. If the seller needs to make repairs on the home as a result of the inspection, assist them in selecting
vendors from the list and in getting bids from those vendors.

(continued on the next page)

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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CHAPTER
MREA OPERATIONS: COORDINATING SELLER TRANSACTION & CLOSING

Initiate Transaction Coordination Process

Seller Closing Packet (continued)

5. Ways to Communicate — A form that assists you in establishing your communication expectations with the
buyer. In addition, you will ask the seller to fill in their communication expectations (how often they expect
to hear from you). They will return the form to you in the Self-Addressed Stamped Envelope. You will
need to:

5.1. Update the template with your closing department’s hours of operation and save as the master copy.
5.2. Update the form with the seller’s name and the address of the property being under contract.
5.3. Color is used on the form so you will need to print it on a color printer.

5.4. Once you have received the Ways to Communicate form you will know how often the seller expects to
hear from you. Set up your communication plan to meet that expectation. If the buyer expects to hear
from you weekly, you may want to set time aside each week to make this call.

6. Seller’s Estimated Closing Statement — Using the numbers from the contract, create a new Seller’s
Estimated Closing Statement (Net Sheet). Make sure that the seller understands that this is just an estimate.
Make sure that they understand their repair limits. You will need to verify that the form complies with your
state’s regulations, check with your team leader for guidance.

7. Self-Addressed Stamped Envelope.

8. Large envelope with an “*Urgent’ label.

9. Your business card.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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CHAPTER
MREA OPERATIONS: COORDINATING SELLER TRANSACTION & CLOSING

Initiate Title Process

Overview

The steps to initiating and coordinating the title process fall within the following 4 high-level categories.
1. Make sure the closing company receipts the contract.

2. Establish communication with the closing company.

3. Follow up on the title process.

4. Receive and review final paperwork.

Explanations/Instructions for each category are included in the following pages.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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CHAPTER
MREA OPERATIONS: COORDINATING SELLER TRANSACTION & CLOSING

Initiate Title Process

Make Sure the Closing Company Receipts the
Contract

If you have a partial ownership/financial interest in a closing company, the arrangement should have been
disclosed during the consultation. Verify that the Affiliated Business Arrangement Disclosure statement has
been signed by the seller and is in their file.

1. The closing company should have been chosen during offer acceptance. How the contract and escrow check
are delivered to the closing company may vary from state to state, check with your team leader for state
specific guidelines.

1.1. If the buyer signs the contract last, the buyer’s agent will take the contract and escrow check to the
closing company to be receipted. They should provide you with a copy of the escrow check for your
records.

1.2. If the seller signs the contract last, you will be responsible for receipting the contract to the closing
company. You should try to get the escrow check from the buyer’s agent so that it can be turned in
with the contract. Otherwise, they will need to deliver the escrow check to the closing company
separately. Make sure that you retain a copy of the escrow check for your records.

1.3. Once the closing company has receipted the contract, they will send copies of the contract to you and
the buyer’s agent.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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CHAPTER
MREA OPERATIONS: COORDINATING SELLER TRANSACTION & CLOSING

Initiate Title Process

Establish Communication with the Closing
Company

1. Fax the Settlement Summary for Escrow to the closing agent. You will need to update the template with
appropriate information for the closing along with your contact information.

2. Check on the title process weekly. If the closing company does not already have a status update procedure,
use the Closing Company File Status Update form to communicate with and request feedback from the
closing company. You will need to:

2.1. Update the template with your contact information, information on the property, and the closing agent’s
name.

2.2. Fax this form to the closing agent, along with the Settlement Summary for Escrow. Ask them to please
use this form to provide you with weekly feedback.

2.3. Some of the items you will be verifying include:
O The HOA Resale Certificate has been received
O The Payoff statement has been ordered and received.
Q The survey has been ordered and received.
Q Termite report has been delivered.
Q Any additional escrow/earnest money has been received.

3. Call the closing company regularly during the last week to be sure that everything is going as planned.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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CHAPTER

8 MREA OPERATIONS: COORDINATING SELLER TRANSACTION & CLOSING

Initiate Title Process

Follow Up on the Title Process

1. If the buyer is only paying part of the escrow, perhaps waiting to pay the remaining amount once the option
period expires, note the additional escrow due in the Deadlines Per Contract section of the Contract
Worksheet.

DEADLINES PER CONMTRACT

Morigage Company: Inspec tions:
Financing: QCONYV OFHA O VA O OTHER O Inspection deadline:
_ Years OFixed O AERM O Eepair limit addendum deadline:
O Loan Application: O Repair limit:§
O Loat commitment due: O Received O Inspection Results Recerved:
0O Option deadline: O Contract amended for Repairs O Eepairs Completed
O Option Check delivere direceived O Termite ordered:
O Appraisal ordered  Appt Date O Termite completed:
O Appraisal Received O Termite Limit: §
U Appraised Value: § O Termite treatment completed:
O Submitted to undenaiting
O Loan Docs Ordered Insurance:
O Final loan approval Busrer arrange for insurance: O Yes O Ho
O Paperwork delivered Seller cancelled msurance: O Yes d Ho
{fro Leffer, Farfies of the Sale, Update Reguests, efc.) {Affer if has recorded)
Closing Company: Other Insurance for Buyers:
O Title commitment ordered: O Received 0O Eeviewed {Flocd, Barthquake, efe. )
ordered: O Received
< U Additional Escrow/Eamest Due: §
ttificate ordere icate teceived
O Paperwork delivered
{mfro Leffer, Farfies of the Sale, Update Reguests, efe.)

2. The closing company will fill in that they have received the contract and the earnest money (or escrow) and
they will open an escrow account. That money will be credited back to the seller at closing as having
already been paid towards the purchase of the home.

3. In addition, the closing company will initiate the title search. Typically the seller will pay for the title policy
insurance for the buyer and the buyer will pay for the mortgagee title policy (to have the commitment
information sent to the lender). These costs will get factored in at closing. You should verify that the title
commitment has been ordered and check it off in the Deadlines Per Contract section of the Contract
Worksheet.

4. During the listing consultation, the seller should have completed the Mortgage Information Request letter
(Estoppel) (see page in Converting Leads). Now that an accepted offer has been received, send the letter,
along with the seller’s social security number, to the closing company and request that they obtain payoff
amounts from the seller’s mortgage company.

(continued on the next page)

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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CHAPTER
MREA OPERATIONS: COORDINATING SELLER TRANSACTION & CLOSING

Initiate Title Process

Follow Up on the Title Process (continued)

5. Ifasurvey is required, find out from the seller whether or not there is an existing survey on the house. If
there is an existing survey, ask the seller if it is current. You may need to ask questions to help them
uncover whether or not they have made changes that would make the survey outdated. Ask questions like:
O Have you added a fence?

O Have you added a pool?
O Have you poured more patio?

5.1. Make sure the seller knows that they will need to sign an affidavit indicating that the survey is correct.

5.2. If the survey is outdated, or no survey exists, call and inform both the closing company and the buyer’s
agent.

5.3. Ask the closing company to notify you once the survey has been ordered and once it has been received.

5.4. Retain a copy of the survey in the Seller’s folder.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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MREA OPERATIONS: COORDINATING SELLER TRANSACTION & CLOSING
Initiate Title Process

Receive and Review Paperwork

1. When the title commitment is received, check it thoroughly for sensitive issues.
2. Receive and approve the HUD.
2.1. Make sure the closing company knows NOT to close escrow until you approve the HUD.

2.2. Approximately one day before closing the closing company should prepare the HUD statement and
send it to the lender for review and approval.

2.3. After the lender signs off on the HUD, it should come to you for review. Review the HUD (referring to
the Closing Statement (HUD) Information section of the Contract Worksheet and the Disbursement
Authorization), make any corrections, if necessary, and return the approved HUD to the closing
company.

2.4. Once you have approved the HUD, you can provide final closing cost figures to the seller. If there
were no corrections, make a copy of the HUD before returning it. If corrections are being made, the
closing company should provide you with a copy of the HUD once it is corrected.

3. If atany time during the contract pending process the deal falls apart, an Escrow Release must be
completed, signed by all parties to the transaction, and given to the closing company for an escrow refund.
More than likely, the buyer’s agent will initiate this process.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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Coordinate Inspections & Amendments

Overview

Before the inspection process begins, the first thing that you should do is make sure that the seller is aware of
their repair limits. This information should have been provided to them on the Seller’s Estimated Closing
Statement in the Seller Closing Packet.

More than likely you will be in contact with the buyer’s agent on a weekly basis. They should inform you as to
whether or not the buyer will be requesting an inspection.

Buyer Waives Inspection

1. If the buyer chooses not to have an inspection, make sure that they submit an amendment waiving the
inspection.

Buyer Requests Inspection
1. If the buyer requests an inspection, the buyer’s agent should inform you of the date and time.

2. Make sure that the seller is informed of the date and time of the inspection and that the utilities will be on.

3. If the lockbox is no longer on the property, make sure that the seller provides you with a key to give to the
inspector.

4. If you don’t hear from the buyer’s agent within 2 days following the inspection, call to find out if they will

be submitting an amendment. One of three things will happen:

4.1. The buyer is unhappy with the inspection results and wants to withdraw from the contract. The buyer’s
agent should submit an addendum indicating that the buyer wants to withdraw.

4.2. The buyer wants to request repairs. Refer to Negotiate Amendments (see page 8-22) for guidelines on
how to handle repair requests.

4.3. The buyer accepts the inspection as is and does not require any repairs. The buyer’s agent should
submit an addendum indicating home inspection acceptance.

5. Don’t forget to update the Deadlines Per Contract section of the Contract Worksheet throughout the
inspection process as information is received or steps are completed:

LIMNES FFG cominac s

Iolo regrags Company: spactions:
Fraremy OCCHY [OOFHRA OVWR OOIHEE O Ivpection doadbra:
_ Vesnw [MFoed OARM O Fopatr Bmit addondom dosdlin:
O Loan Apphcation: O Eopair Bmits
O Lean commitme xd dvm - OEsceimd OIvpection Farulr Eoceimd:
O Crption do ad i : OCentractamanded for Bapair O Bapadr Complied
OCpton Cleck dehemlfmcaied O Inmik ordemd:
OpApprakalordomd  ApptDot.: O Iermik comphkd:
O Apprak sl Fucened
O kpprased Vabm: ~E-Ewre rerreplariard
O #nbmitind + mds reriting
OLeanDoc: Chkmd Insurance:
O Fmal ban approtal Buyurarmnge foT I mwanse: O Yer OHe
OPsperwndd dulhemd flkrcanmlkd fmemrarse: O Ye: OHa
[Anare Lot r, Poralets off she Sale, Lipddee Requess, ca,) o fier & Ao reerdied])
Chsing Company: Criter I s fox Boprxe:
O Iifk crmmimenterkmd: OFsmned OFsvmwed [Flood, Edrshrurthe, i)
O fmrey ondmd OFscensd
O kit na] FroroweEarmart T §
OHDA mesk cortifics® adexd O HOAcorifionk nahed
OPsperwnd dulhemd
[Mrires Letawtr, Prbralets of et Sctlet, Lipefbat Retrpuetas, di,)

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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Coordinate Inspections & Amendments

Negotiate Amendments

1. If the buyer would like to request repairs, the buyer’s agent will prepare either a state-required Inspection
form or a Home Inspection Repair Request addendum and submit it to you. They should include the
pertinent sections of the inspection report as well. If they do not, you will need to request this information
from them.

2. Review the addendum with the seller and discuss the seller’s response back to the buyer.

3. Determine how the seller will respond. The seller will either:

3.1. Agree to all of the repair requests, sign the Home Inspection Repair Request addendum and no further
negotiations are required, or

3.2. They will choose to negotiate the repairs.

4. If the seller chooses to negotiate repairs, they should have a licensed professional provide them with
estimates. Assist the seller in obtaining these bids.

5. Once the seller has received bids, determine which repairs the seller will agree to and which ones they will
not. Prepare the Home Inspection Repair Response by Seller addendum. You will need to:

5.1. Fill in the date, seller’s name, the buyer’s name, and the property address.
5.2. List all of the repairs that the seller agrees to either have repaired or provide the funds to have fixed.

5.3. Fax the form to the buyer’s agent. Print the confirmation page showing that the fax was sent. Follow
up with the buyer’s agent to make sure that the addendum was received.

6. Back and forth negotiations may occur several times until the buyer and seller either reach agreement or the
contract is cancelled because no agreement can be reached.

7. If agreement is reached, the buyer’s agent will prepare the Home Inspection Agreed Upon Repairs
addendum, which includes all agreed to items. These items will either be:

7.1. Repaired prior to closing,

7.2. Money held in escrow at closing for repairs to be completed after closing, or

(continued on the next page)

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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CHAPTER
MREA OPERATIONS: COORDINATING SELLER TRANSACTION & CLOSING

Coordinate Inspections & Amendments

Negotiate Amendments (continued)

7.3. Credit given to the buyer at closing in lieu of repairs. If a credit is being given to the buyer in lieu of
any repairs, it can be shown one of three ways. Check with the lender to see how they would like it to
show on the closing statement.

iv. A lump sum credit on the HUD (used most often in cash sales). Use Credit in Lieu of
Repairs - Lump Sum Credit addendum. Some loan programs will not allow for credits, so
you will need to verify this option with the lender.

V. The sales price can be reduced by the amount of the credit. Use Credit in Lieu of Repairs -
Reduction in Sales Price addendum.

vi.  The seller can pay the buyer’s closing costs for the amount of the credit. This option needs
to be verified with the lender to make sure the amount does not exceed the amount of closing
costs allowed for the buyer’s loan program. If the seller is already paying closing costs for
the buyer, it may not be possible to increase the closing cost amount. Use Credit in Lieu of
Repairs - Closing Cost Credit addendum.

8. Have the seller fax or mail you a copy of all receipts for repairs. Provide the closing company with a copy
of all receipts and keep a copy in the seller’s folder.

9. If agreement cannot be reached, the contract will fall apart and an Escrow Release will need to be prepared.
Refer to the guidelines listed in Manage Changes as They Occur (see page 8-28).

Throughout the negotiation process, your job is to provide guidance and advice to the seller, assist in gathering
bids as necessary, and communicate the seller’s requests to the buyer’s agent.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
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CHAPTER
MREA OPERATIONS: COORDINATING SELLER TRANSACTION & CLOSING

Track Loan Approval

Overview

As part of your fiduciary responsibility to the seller, you should be regularly following up on the buyer’s loan
approval process to determine if there are any potential issues that will delay closing. Who you will follow up
with will vary from transaction to transaction—based on whether or not the buyer has given you permission to
speak directly with their mortgage company. This authorization should be included in the contract or on an
addendum. If you do not have permission to speak directly with the mortgage company, you should direct all
inquires to the buyer’s agent. Otherwise, you may follow up directly with the lender.

If you will be in contact with the lender, use the Lender File Status Update to request and receive feedback.

If you will be speaking with the buyer’s agent, request the following information be provided to you as it comes
available:

1. Mortgage Company information. Make sure that you have the company name, loan officer’s name, their
address, and phone number at the very least.

2. Pre-qualification or pre-approval letter. Request a copy of this letter for your files.
3. The date that the loan application is submitted.

4. The date that loan commitment is given. Ask whether this is ‘with conditions’ or a final approval. If the
loan commitment is given with conditions, request notification when final approval is given.

5. The appraisal has been ordered. You will need to know the appraisal appointment date so that you can
provide that information to the seller. Make sure the appraiser will have access to the property. It is a good
idea to ask the appraiser to contact you if he has a problem reaching the sales price so you can help with
comps.

6. The appraisal value has been received. Find out the appraised value of the property. Ask if there are any
requirements.

6.1. If a house appraises below the sales price, renegotiation needs to take place. The buyer can:
O Agree to pay the original sales price, and bring the additional funds needed to closing,
O The price can be reduced to the appraised value, or
Q The difference can somehow be split between the buyer and seller.

7. The mortgage company has authorized the survey, if applicable.

8. The loan type. You will want to know what type of loan the buyer ends up with.

8.1. If the loan type is FHA/VA, then the lender may require certain inspections. If this is the case, make
sure you are notified of inspection dates. Provide this information to the seller and make sure that the
inspector will have access to the property.

9. Ask the lender the amounts for seller’s required portion of loan costs. Check on the pre-audit and hold the
lender to the quoted amounts.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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CHAPTER
MREA OPERATIONS: COORDINATING SELLER TRANSACTION & CLOSING

Track Funding

Overview

The first step with regards to tracking funding is the production of the Bluesheet and Disbursement
Authorization. In addition to this fundamental step, you will also make sure that the seller receives their Option
Fee (if required in your state) and that the escrow check is received by the closing company. The final step in
tracking funding is to make sure that your commission check is accurate once received by the closing company
after the transaction funds.

1. Bluesheet and Disbursement Authorization

1.1. Bluesheet

1.1.1. Fill out the Bluesheet using information from the Contract Worksheet and the information you
should have on file regarding commission splits your team has with your Listing Specialist (if
applicable). If you need assistance in completing the Bluesheet, ask your MCA for instructions.

1.1.2. Make a copy of the Bluesheet for the seller’s folder.

1.1.3. Turn the original into your MCA along with a copy of the fully executed contract, any addenda,
and the seller’s disclosure. The MCA will then provide you with the Disbursement
Authorization.

1.1.4. Check off that the Bluesheet has been turned in on the Contract Set-up Information section of
the Contract Worksheet.

CONTRACT SET-UP INFORMETISHN
O Bluesheet completed and turned into KW LC
QDA received and verified against Blueshes
O Seller T itrrirreresremred@wittElE d by all parties
O Seller closing packet sent

O Buyer closing packet sent

O Info entered in Contact Database

Effective Date of Contract:
Cotitract receipted by
Fossession date:

Settlement/Closing date:

1.2. Disbursement Authorization (DA)
1.2.1. When you get the DA, check to be sure that the transaction fee is included.

1.2.2. Check off that the DA has been received and verified on the Contract Set-up Information
section of the Contract Worksheet.

1.2.3. If there is a change, such as a price change, that affects the commission, address this at least 24
hours prior to closing to give the MCA time to revise the DA.

1.2.3.1. On the original DA, hand write any changes, make a note of the closing time, and thank
the MCA for their time. Keep a copy of the DA.

1.2.4. Faxor give a copy of the DA to the closing company along with confirmation of the transaction
fee.

1.2.5. Puta copy of the DA in the seller’s folder.

(continued on the next page)

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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MREA OPERATIONS: COORDINATING SELLER TRANSACTION & CLOSING
Track Funding

Overview (continued)

2. Option Fee (if applicable in your state.)

2.1. Find out the seller’s preference for receiving their option fee and communicate this preference to the
buyer’s agent:
a. Mailed by the buyer’s agent,
b. Hand delivered,
C. Mailed by the closing company, or
d. Picked up by the seller or you.

2.2. Verify with the seller that they have received their option fee.

2.3. Check off that the option check has been received by the seller on the Deadlines per Contract section
of the Contract Worksheet .

Iolo regrags Company: spactions:
Fraremy OCCHY [OOFHRA OVWR OOIHEE O Ivpection doadbra:
_ Vesnw [MFoed OARM O Fopatr Bmit addondom dosdlin:
O Loan Apphcation: O Eopair Bmits
O Lean commitme xd dvm - OEsceimd OIvpection Farulr Eoceimd:
W — OCentractamanded for Bapair O Bapadr Complied

( Crpton Choch dehemdfmcoied O Inmik ordemd:

O Apprakalordomd  ApptDot.: O Iermik comphkd:

A pisd O Tormik Limik ¥

O Appraied Vabm: $ O Inmmit teaimentcompkiad:

O #nbmitind + mds reriting

OLeanDoc: Chkmd Insurance:

O Fmal ban approtal Buyurarmnge foT I mwanse: O Yer OHe

OPsperwndd dulhemd flkrcanmlkd fmemrarse: O Ye: OHa

[Anare Lot r, Poralets off she Sale, Lipddee Requess, ca,) o fier & Ao reerdied])

Chsing Company: Criter I s fox Boprxe:

O Iifk crmmimenterkmd: OFsmned OFsvmwed [Flood, Edrshrurthe, i)

O fmrey ondmd OFscensd

O Fdditiors] FrorowdEarmast T §

OHOA mesb cortificst ordemd O HOAcorifick mmhed
OPsperwnd dulhemd
[Mrires Letawtr, Prbralets of et Sctlet, Lipefbat Retrpuetas, di,)

3. Escrow Check

3.1. If the buyer signs the contract last, the buyer’s agent will take the contract and escrow check to the

closing company to be receipted. Make sure they provide you with a copy of the escrow check for your
files.

3.2. If the seller signs the contract last, you will be responsible for receipting the contract to the closing
company. One of two things can happen with regards to the escrow check:

3.2.1. Your first choice should be to get the escrow check from the buyer’s agent so that the contract
and escrow check can be turned in to the closing company together. This is the way most
closing companies prefer to receive a contract. If you receive the escrow check, make a copy of
the check for your files and then deliver the check and contract to the closing company.

3.2.2. If you are unable to get the escrow check from the buyer’s agent, make sure that they turn the
check into the closing company. Also, make sure that they provide you with a copy of the
check for your files.

(continued on the next page)
Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
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MREA OPERATIONS: COORDINATING SELLER TRANSACTION & CLOSING
Track Funding

Overview (continued)

3.3. Note whether or not any additional escrow is due. This information can be found on the contract. This
will sometimes happen when the buyer wants to pay a partial escrow initially and then pay the
remaining escrow after the option period expires. If additional escrow is due, ask the buyer’s agent to
notify you when the full escrow has been paid.

4. Commission Check.

4.1. When you receive your check from the closing company. Verify it against the DA and the Cash Flow
Spreadsheet for accuracy. If the check is correct and you made an error on the Cash Flow Spreadsheet,
correct the spreadsheet. If the check is incorrect, send it back to the closing company along with an
explanation of the discrepancy.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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CHAPTER

8 MREA OPERATIONS: COORDINATING SELLER TRANSACTION & CLOSING

Manage Changes as They Occur

Overview

Many things can occur as you navigate the contract to close process. Closing dates may need to be moved,
extensions may need to be filed, or the entire contract could fall apart. In order to provide fiduciary service to
your seller, you need to understand the possible changes that can occur and how to respond. Below is a list of
possible changes, along with the procedure or addendum to use in order to handle the change. You should work
closely with the buyer’s agent to determine which of you will prepare the addendum. Instructions for preparing

each addendum follows on the next two pages.

Change

1.  The seller may agree to pay closing costs on the
buyer’s behalf after the contract was negotiated.
This usually occurs as a result of the seller crediting
the buyer in lieu of repairs.

Procedure/Addendum

Use the Closing Costs Added After Contract addendum.

2. The buyer may require an extension to their loan
commitment deadline.

Use the Financing Extension addendum.

3. The buyer may decide to add another buyer to the
contract.

This is a buyer-initiated activity. The buyer’s agent should
submit an Assignment addendum for the seller to sign.

4.  The closing date may need to be moved out.

If both parties agree to the new closing date, use the
Extension to Closing Date addendum. You will also need to
update the date of closing on the Closing Department
Calendar, Contracts Pending Spreadsheet, and Cash Flow
Spreadsheet.

5. The closing date may be moved up.

If both parties agree to the new closing date, use the Early
Closing addendum. You will also need to update the date of
closing on the Closing Department Calendar, Contracts
Pending Spreadsheet, and Cash Flow Spreadsheet.

6. The sales price may change. This can occur when
the house appraises below the sales price.

Once an agreed to sales price is reached between the buyer
and seller, use the Price Change addendum. You will also
need to update the sales price on the Contracts Pending
Spreadsheet and the Cash Flow Spreadsheet.

7. The buyer and seller may agree that the seller can
stay in the property past the closing date and pay rent
back to the buyer.

Use the Hold Harmless — Seller Staying Long Period After
Closing addendum.

8. The contract may fall apart. Potential reasons for
this to occur include:

. Buyer and Seller cannot agree on repairs.
. Buyer cannot obtain financing.

If a contract falls apart, an Escrow Release must be signed
by the buyer and seller and the buyer will receive a refund
of their escrow. In the event that the seller is not agreeable
to having the buyer’s escrow returned to them, an escrow
dispute occurs. Forward the dispute to the proper channels.

(continued on the next page)
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Items in bold reference other sections of this manual.
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CHAPTER
MREA OPERATIONS: COORDINATING SELLER TRANSACTION & CLOSING

Manage Changes as They Occur

Overview (continued)

Closing Costs Added After Contract Addendum
This addendum is used when the seller agrees to pay closing costs on the buyer’s behalf after the contract was
negotiated. This usually takes place as a result of the seller crediting the buyer in lieu of repairs with regard to
the home and/or termite inspection. Either you or the buyer’s agent can draft the addendum. Discuss this with
the buyer’s agent. If you prepare the addendum:
1. Fill in the date, seller’s name, the buyer’s name, and the property address.
2. Enter the new amount for the sales price and the closing costs to be paid by the seller. Enter the original
sales price.
3. Get the seller to sign and date the addendum.
4. Fax the form to the buyer’s agent. Follow up with a phone call to make sure the buyer’s agent received
the addendum. Make sure you get a copy of the addendum signed by the buyer for the Seller’s Folder.

Financing Extension Addendum
This addendum is used when the financing commitment deadline is extended. Either you or the buyer’s agent
can draft the addendum. Discuss this with the buyer’s agent. If you prepare the addendum:

1. Fill in the date, seller’s name, the buyer’s name, and the property address.

2. Enter the new deadline for financing commitment.

3. Get the seller to sign and date the addendum.

4. Fax the form to the buyer’s agent. Follow up with a phone call to make sure the buyer’s agent received

the addendum. Make sure you get a copy of the addendum signed by the buyer for the Seller’s Folder.

Assignment Addendum
This addendum is used when adding an additional buyer to the contract or assigning it to a different buyer.
NOTE: If the second buyer doesn’t qualify, the Earnest Money is returned to the buyers.
Since this is a buyer-initiated step, the buyer’s agent should prepare the addendum. Once you receive the
addendum, signed by the buyer:

1. Review it with the seller.

2. Get the seller’s signature.

3. Fax the signed addendum back to the buyer’s agent for their records. Retain a copy in the Seller’s

Folder.

Extension to Closing Date Addendum
This addendum is used whenever the closing date is moved to a later date. Either you or the buyer’s agent can
draft the addendum. Discuss this with the buyer’s agent. If you prepare the addendum:

1. Fill in the date, seller’s name, the buyer’s name, and the property address.

2. Enter the new closing date.

3. Get the seller to sign and date the addendum.

4. Fax the form to the buyer’s agent. Follow up with a phone call to make sure the buyer’s agent received

the addendum. Make sure you get a copy of the addendum signed by the buyer for the Seller’s Folder.

(continued on the next page)
Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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Manage Changes as They Occur

Overview (continued)

Early Closing Addendum
This addendum is used whenever the closing date is moved to an earlier date. Either you or the buyer’s agent
can draft the addendum. Discuss this with the buyer’s agent. If you prepare the addendum:

1. Fill in the date, the seller’s name, the buyer’s name, and the property address.

2. Enter the new closing date.

3. Get the seller to sign and date the addendum.

4. Fax the form to the buyer’s agent. Follow up with a phone call to make sure the buyer’s agent received

the addendum. Make sure you get a copy of the addendum signed by the buyer for the Seller’s Folder.

Price Change Addendum
This addendum is used when changing the sales price once both the buyer and seller have agreed to a new sales
price. Either you or the buyer’s agent can draft the addendum. Discuss this with the buyer’s agent. 1f you
prepare the addendum:

1. Fill in the date, seller’s name, the buyer’s name, and the property address.

2. Enter the new sales price.

3. Get the seller to sign and date the addendum.

4. Fax the form to the buyer’s agent. Follow up with a phone call to make sure the buyer’s agent received

the addendum. Make sure you get a copy of the addendum signed by the buyer for the Seller’s Folder.

Hold Harmless — Seller Staying Long Period After Closing Addendum
This addendum is used when the seller will stay in the property after closing. It needs to include the specific
date and/or time that the buyer will take possession. This form is not to be construed as a lease agreement, so
terms of payment from the seller to the buyer should be addressed in a separate document. Typically the seller
pays rent per month at 1/12™ of the buyer’s PITI. If closing date will change, include the new closing date.
Either you or the buyer’s agent can draft the addendum. Discuss this with the buyer’s agent. If you prepare the
addendum:

1. Fill in the date, seller’s name, the buyer’s name, and the property address.

2. Enter the date that the seller will move out and the date on which the buyer will take possession.

3. Get the seller to sign and date the addendum.

4. Fax the form to the buyer’s agent. Follow up with a phone call to make sure the buyer’s agent received

the addendum. Make sure you get a copy of the addendum signed by the buyer for the Seller’s Folder.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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CHAPTER
MREA OPERATIONS: COORDINATING SELLER TRANSACTION & CLOSING

Coordinate Closing

Overview

1. During your weekly calls with the seller you should find out when they are planning to move out of the
property, if they haven’t already.
1.1. Ask them for their move date and their updated contact information. Let them know that you would
like to provide them with lunch on their moving day.

1.2. Document this information on the Staying in Touch form. The Staying in Touch form serves two
purposes, to gather new contact information for the seller and to assist you in providing lunch on the
seller’s moving day as part of exceeding seller expectations (refer to the Exceeding Seller Expectations

Checklist).
Iloving Day Lunch (pick one) advize # of people
Pizza toppings
Subs type of meats
Fried Chicken

1.3. Make sure that the lunch order is placed for their moving day.
1.4. Take the Staying in Touch form with you to closing to verify the new contact information.

2. Verify that utilities are being transferred.
2.1. Provide the buyer’s agent with the names of the utility companies used by the seller.
2.2. Remind the seller to have the meters read the day of closing.
2.3. Stay in contact with the buyer’s agent to coordinate the transfer. Your goal should be to have the
sellers turn off utilities the same day that the buyers turn on utilities.
3. Call and schedule the closing. Document the location of the closing on the Contracts Pending Spreadsheet.

4. Keep the seller informed regarding the walk-through. Refer to the information on page 8-33 regarding the
walk-through.

5. Prepare and send the buyer a Closing Invitation for Seller. You will need to:

5.1. Print on a color printer as the document contains color. Have several printed copies on hand. The file
should be printed double sided, which means that you will need to print the first page, and then insert
the paper into manual feed in the appropriate direction so that the second page prints correctly on the
back side. You will need to select manual feed from your print menu before printing the second page.

5.2. Write in the following information on the pre-printed invitations: property address, date and time of the
walk-through, and the date, time, and location of the closing. Make note of anything special the client
needs to bring to the closing.

5.3. Fold the invitation in half. Insertin a9 x 6 envelope. Send to the seller 10 days before closing.

(continued on the next page)
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Coordinate Closing

Overview (continued)

6. Review the HUD statement prior to closing with the seller and give them the final figure they will receive at
closing. In the event the seller needs to bring money to closing, a cashier’s check will need to be brought to
closing, made payable to the closing company, or funds can be wired into the closing company’s escrow
account.

7. Remind the seller that they need to bring a photo ID.

8. Gather up the following information/forms to take with you to closing:

Q Seller’s Folder. Verify that all of the required paperwork is included in the folder and is current.

O Agent Codes for MLS. Used to assist you in gathering the necessary information to update the MLS and
provide proper credit to the buyer’s agent. You will need to fill in the form with the date, co-op agent’s
name, and the listing specialist’s name and get the buyer’s agent to fill in the form at closing. You will
then need this form when you get to Update Databases in Complete Post Closing.

O Closing Gift. Refer to the Exceeding Seller Expectations Checklist.

O Staying in Touch form.

9. Use the At Closing Checklist - Sellers to make sure that you don’t forget anything at Closing.

10. After closing, cross through the listing on the Closing Department Calendar (see page 8-8).

11. Transition to Complete Post-Closing.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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CHAPTER
MREA OPERATIONS: COORDINATING SELLER TRANSACTION & CLOSING

Coordinate Closing

Buyer Walk-Through

A walk-through should occur 1-2 days prior to closing. The buyer cannot raise any new issues at this time. This
is strictly for making sure that any agreed upon repairs were completed and that all warranted items are still in
working order (except in the case of as is sales) and that the home is in the same condition as when they wrote
the offer.

1. Find out the date and time of the walk-through from the buyer’s agent.
2. Inform the seller’s agent so that access can be provided to the buyer. If the buyer is unable to verify, on
their own, whether or not a repair was completed correctly, they can have their home inspector come

back to check the repairs. Access would need to be provided at that time as well.

3. Make sure that utilities are still on for the walk-through.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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CHAPTER
MREA OPERATIONS: COMPLETING POST-CLOSING

Complete
Post-Closing

The Complete Post-Closing processes...

Complete & Close the File.

Update Databases.

Close Out Marketing.

Initiate Post-Closing Communication.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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Complete Post-Closing

Overview

Following is an overview of the activities that need to occur during post-closing. These activities are broken
into 4 distinct processes. Use the Complete Post-Closing Checklist throughout the entire Post-Closing process.
For each individual process within Post-Closing refer to the appropriate sections. Page numbers for each section
are listed below.
1. Complete and Close the File (see page 9-3).

1.1. Make the necessary copies.

1.2. Prepare the necessary packets.

1.3. Distribute the referral check and referral letter if applicable.

1.4. Update the Contracts Pending Spreadsheet.

1.5. Verify that the Commission check has been received and deposited.

2. Update Databases (see page 9-5).
2.1. Update the MLS (if it’s your listing) or verify the MLS data (if it’s your buyer).

2.2. Update the contact database with new address information and tag for inclusion in the appropriate lead
generation plans.

2.3. Update the IVR System (if it’s your listing).

3. Close Out Marketing (if it’s your listing) (see page 9-7).
3.1. Remove the lockbox.
3.2. Remove the “Sold” and “For Sale” Signs.
3.3. Remove the listing from all websites.
3.4. Remove any advertisements for the listing.

4. Initiate Post-Closing Communication (see page 9-8).
4.1. Arrange for moving day gift or event.
4.2. Launch the appropriate post-closing communication plans.
4.3. Mail out the satisfaction survey with a self-addressed, stamped envelope and 2 business cards.
4.4. Launch the post-closing marketing plan.
4.5. Prepare the HUD communication for mailing pre-tax season to past client.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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CHAPTER
MREA OPERATIONS: COMPLETING POST-CLOSING

Complete & Close the File

Overview

Within 24-48 hours of closing, the closing company will deliver the checks (yours and KW’s), copies of the
Disbursement Authorization (DA) and the signed settlement statement (HUD). Depending upon the closing
company, they may deliver all paperwork and checks to you or they may deliver your set of paperwork/checks
to you and deliver the paperwork/checks for the KW office directly to the office. Verify how the closing
company you work with handles paperwork and checks after closing. The steps below, in terms of number of
copies and files made assume that the closing company delivers all paperwork and checks to you.

1. Make copies of the following:

1.1. Signed Settlement Statement (HUD): You will need 3 copies plus the original. Copy on legal paper
on both sides to reduce postage costs.

1.2. MLS Printout: After the MLS is updated (refer to the Update Databases section), make a copy of the
MLS Print Out. You will need 2 copies total.

1.3. Checks: Make 3 copies of the KW check and 3 copies of your check/wire transfer.

1.4. DA: You will need 3 copies total.

2. Prepare/Finalize the following packets:
2.1. Seller’s/Buyer’s File

2.1.1. From the copies you made in step 1, add the original HUD statement, a copy of all checks/wire
transfers, a copy of the MLS printout, and copy of the DA.

2.1.2. Strip out any unimportant papers — sometimes its difficult to determine. Basically, keep the
entire final contract, bluesheet, check copies, HUD, anything signed by Seller and Buyer, all
faxed correspondence and copy of CMA (but not all MLS printouts). Keep MLS listing and tax
records.

2.1.3. Place “S-YR” for Seller or “B-YR” for Buyer next to name on file tab.

2.1.4. Place file in closed file drawer alphabetically by Seller or Buyer’s name. Keep files
approximately two months (until filing cabinet in transaction coordination section of office is
full). When the filing cabinet becomes full, place all files older than two months in a box and
ship to a designated off-site storage area.

2.2. KW File
2.2.1. Include the KW check, copy of your check or wire transfer, MLS printout, copy of the DA, and
a copy of the HUD statement.

2.2.2. Fill out the Post-Closing KW File form and attach it to the front of the file. Check off on the
form that all items are included in the file.

2.2.3. Turn it into the MCA.

(continued on the next page)
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Complete & Close the File

Overview (continued)

2.3. HUD File — Update the HUD as indicated below based on the type of client and place in the file to be
mailed out at the end of year.

2.3.1. Sellers: Highlight names and get new address. Write S-YR in top right hand corner.
2.3.2. Buyers: Highlight names and property address. Write B-YR in top right hand corner.

2.3.3. Orphans: Highlight names and property address. Write ADB-YR (adopted buyer) in top right
hand corner.
2.4. Closing File - You should maintain a 3-ring binder of all closings for the year labeled Closings YR

2.4.1. Place a copy of the flyer and bluesheet in the Closings YR file.

3. If another agent referred the listing, distribute referral check along with a thank you note for the referral. If
the agent is not with Keller Williams, you might also want to send some recruiting materials (such as your
Market Center’s training calendar) as well.

4. Update the Contracts Pending Spreadsheet.

4.1. During Contract to Close you should have been maintaining the Contracts Pending Spreadsheet.
When a listing closes, go into the spreadsheet and bold the text for that listing. The listing should
already be at the top of the spreadsheet, since it is sorted by closing date.

4.2. Leave the listing on the spreadsheet for one week. Include it in the printout for your weekly team
meeting.

4.3. After one week, delete the closed listing from the spreadsheet.

5. Make sure that the commission check is received from the closing entity, the amount is properly recorded in
the accounting software, and the check is deposited.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
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CHAPTER
MREA OPERATIONS: COMPLETING POST-CLOSING

Update Databases

Overview

1. MLS-

1.1. Sellers -
1.1.1. Change the status to ‘Sold’ in the MLS.

1.1.1.1. You will need to the know buyer’s agent’s license number or MLS ID. You can find this by
searching Members.

1.1.1.2. When “modifying” (mark Sold), follow prompts. You will need the closing statement.

1.2. Buyers —
1.2.1. Confirm that proper credit was given in the MLS. If not, follow up to correct.
1.2.1.1.1f the property was a new construction or FSBO, load the information into the MLS.

2. Contact Database

2.1. Sellers (When representing the Seller)
2.1.1. Update the Seller’s Record
2.1.1.1. Change status to ‘Past Client’.
2.1.1.2. Change Seller’s address and phone number to the new information.

2.1.1.3. Add the year of closing such that you will be able to ‘pull out’ all closings for the year
when you are ready to Mail Out HUD Statements for Tax Purposes (see page 9-18).

2.1.1.4. If your contact database contains automated versions of your checklists initiate the Seller
Post-Closing Communication Checklist using the ‘launch’ date as the closing date and
assigning tasks to the appropriate staff members.

2.1.1.5. Save the update.

2.1.2. Create a record for the ‘Orphan’ buyer. (This would not apply if you also represented the
buyer).

2.1.2.1. Create a new contact for the buyer who purchased the property. You will need a way to
categorize this buyer as an ‘orphan’.

2.1.2.2. Add name and address of ‘orphan’ buyer.

2.1.2.3. Change the status to ‘Past Customer’.

2.1.2.4. Add the year of closing such that you will be able to ‘pull out’ all closings for the year
when you are ready to Mail Out HUD Statements for Tax Purposes (see page 9-18).

2.1.2.5. If your contact database contains automated versions of your checklists initiate the Orphan
Post-Closing Communication Checklist using the ‘launch’ date as the closing date and
assigning tasks to the appropriate staff members.

2.1.2.6. Save the contact.
(continued on the next page)

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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CHAPTER
MREA OPERATIONS: COMPLETING POST-CLOSING

Update Databases

Overview (continued)

2.1.3. Create a record for the Co-Op Agent.

2.1.3.1. Add the co-op agent to the contact manager if they are not in there already. Add the name,
address, and phone number.

2.1.3.2. Add the status as realtor. If they are not with KW, add the source as recruit.
2.1.3.3. In the notes section add the property sold and closing date.
2.1.3.4. Save the contact.

2.2. Buyers (When representing the Buyer)
2.2.1. Update the Buyer’s Record
2.2.1.1. Change status to ‘Past Client’.
2.2.1.2. Change buyer’s address and phone number to the new information.

2.2.1.3. Add the year of closing such that you will be able to ‘pull out’ all closings for the year
when you are ready to Mail Out HUD Statements for Tax Purposes (see page 9-18).

2.2.1.4. If your contact database contains automated versions of your checklists initiate the Buyer
Post-Closing Communication Checklist using the ‘launch’ date as the closing date and
assigning tasks to the appropriate staff members.

2.2.1.5. Save the update.
2.2.2. Create a record for the Co-Op Agent.

2.2.2.1. Add the co-op agent to the contact manager if they are not in there already. Add the name,
address, and phone number.

2.2.2.2. Add the status as realtor. If they are not with KW, add the source as recruit.
2.2.2.3. In the notes section add the property sold and closing date.

2.2.2.4. Save the contact.

2.2.2.5. Add the seller as a past customer if you have an address and local phone number.

3. IVR (Interactive Voice Response) System

3.1. If it was your listing and you use an IVR System, follow the instructions from your I\VVR provider to
remove the listing from the system.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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CHAPTER
MREA OPERATIONS: COMPLETING POST-CLOSING

Close Out Marketing

Overview

Complete these tasks for all of your Seller Listings:
1. Remove lockbox (More often than not, the lockbox will have been removed prior to closing so as to give the
key to the Buyer.)
1.1. Date it in notebook
1.2. Place keytag on it.
1.3. If the Seller is leasing back the property, give the key to the Seller.
1.4. Check for any extra keys in the office and make sure that they are turned over to the buyer.

2. Remove “Sold” and “For Sale” signs
2.1. Date it in notebook.

3. Remove the listing from all of your websites.

3.1. Keller Williams Agent Website.

3.1.1. Check the box next to Deleting an entry sets it to expire at the end of the day, and the listing
will expire at midnight that day. You have until then to manually set the expiration date to a
future time if you accidentally delete a listing.

3.1.2. Always remember to click Submit when you're done, so your edits will be uploaded to the KW
sites.

3.2. Any other Websites - Follow the instructions for that site to remove the listing.

4. Remove the listing from any and all magazines and newspapers in which you advertised the listing.

4.1. Each Newspaper/Magazine will have their own instructions for adding and removing ads. Follow
those instructions.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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CHAPTER
MREA OPERATIONS: COMPLETING POST-CLOSING

Initiate Post-Closing Communication

Overview

Initiate Post-Closing Communication includes the following high-level activities. These activities are explained
in more detail on the following pages.

1. Arrange for Moving Day Gifts or Events.

2. Launch Post-Closing Communication Plans.
3. Mail out Satisfaction Survey.

4. Launch Post-Closing Marketing Plan.

5. Mail out HUD Statements for Tax Purposes.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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CHAPTER
MREA OPERATIONS: COMPLETING POST-CLOSING

Initiate Post-Closing Communication

Arrange for Moving Day Gifts or Events

1. At or before closing, you should have the client fill out the Staying in Touch form
2. Bring the form back to the office.

3. One day prior to the client’s moving day, order lunch from your preferred restaurant based on the input
from the client on the Staying in Touch form:

Moving Day Lunch (pick one) adwvize #of people

Bottom portion of Pizza toppings
Staying in Touch form.
ying Subs type of meats
Fried Chicken

4. Make sure that you enter the expenses into your accounting software.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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CHAPTER
MREA OPERATIONS: COMPLETING POST-CLOSING

Initiate Post-Closing Communication

Launch Post-Closing Communication Plans

Post-Closing Communication will vary based on whether you represented the buyer, the seller, or both.

1. If you represented only the buyer, refer to the instructions under Buyer-Post Closing Communication
(see page 9-11).

2. If you represented only the seller, you would need to initiate post-closing communication with the seller
(refer to Seller Post-Closing Communication on page 9-12) and post-closing communication with the
orphan buyer* (refer to Orphan Post-Closing Communication on page 9-13).

3. If you only represented one side of the transaction (buyer or seller, but not both), you will also need to

initiate post-closing communication with the Co-Op Agent (refer to Co-Op Agent Post-Closing
Communication on page 9-15).

* An Orphan is a buyer who purchased one of your listings, but was represented by another agent.

(continued on the next page)

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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CHAPTER
MREA OPERATIONS: COMPLETING POST-CLOSING

Initiate Post-Closing Communication

Launch Post-Closing Communication Plans (continued)

Buyer Post-Closing Communication Outline

You have just completed a transaction for a buyer. The next year is critical for cementing the relationship and
insuring that when the buyer thinks of real estate they think of you. The following steps outline how to stay in
touch with your client over the next year. Follow the Buyer Post-Closing Communication Checklist to keep you
on track and guarantee that you stay in touch.

1. Send a Congratulations note using the Buyer Congratulations on the Purchase of Your New Home letter.
You will need to:

1.1. Update the template with the date, the client’s contact information, and your information.
1.2. Print the letter on appropriate stationary.

1.3. If you are including the Satisfaction Survey, follow the instructions under Mail Out Satisfaction
Survey.

2. Call the client, introduce them to your Advocate Appreciation Program and ask if they would like to be a
part of this program (refer to Lead Generation).

3. Call the client and ask them how they are liking their new home. Ask if they need anything. Make a similar
call approximately one week later.

4. After about a month, call the client and ask them how their family is doing.
5. After another month, call and ask if everything is ok.

6. Every other month for about 10 months, call and touch base to make sure everything is ok and see how
things are going.

7. 365 days after closing, send a Happy Anniversary letter using the Happy Anniversary Letter template.
Follow this up with a call wishing the buyer a happy anniversary. To print the letter, you will need to:

7.1. Update the template with your team name and web address and save as the master copy.
7.2. Print the letter on some type of festive 8% x 11 stationery (perhaps something with balloons).
7.3. Mail the letter to the client. Follow up with a phone call.

8. Finally, update the contact information and move the client into your 33 Touch: Client for Life program
(refer to Lead Generation).

(continued on the next page)

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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CHAPTER
MREA OPERATIONS: COMPLETING POST-CLOSING

Initiate Post-Closing Communication

Launch Post-Closing Communication Plans (continued)

Seller Post-Closing Communication Outline

You have just completed a transaction for a seller. The next year is critical for cementing the relationship and
insuring that when the seller thinks of real estate they think of you. The following steps outline how to stay in
touch with your client over the next year. Follow the Seller Post-Closing Communication Checklist to keep you
on track and guarantee that you stay in touch.

1. Send a Congratulations note using the Seller Congratulations on the Sale of Your Home Letter. You will
need to:

1.1. Update the template with the date, the client’s contact information, and your information.
1.2. Print the letter on appropriate stationary.

1.3. If you are including the Satisfaction Survey, follow the instructions under Mail Out Satisfaction
Survey.

2. Call the client, introduce them to your Advocate Appreciation Program and ask if they would like to be a
part of this program (refer to Lead Generation).

3. Call the client and ask how they are doing. Ask if they need anything.

4. After about a month, call the client and ask them how their family is doing.

5. Over the next several months, call to see how things are going and if they need anything.
6. 365 days after closing call and wish the seller happy anniversary on the sale of their home.

7. Finally, update the contact information and move the client into your 33 Touch: Client for Life program
(refer to Lead Generation).

(continued on the next page)
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CHAPTER
MREA OPERATIONS: COMPLETING POST-CLOSING

Initiate Post-Closing Communication

Launch Post-Closing Communication Plans (continued)

Orphan Post-Closing Communication Outline

This is used when you did not represent the buyer in the transaction. The buyer is referred to as an orphan. The
next year is critical for creating and cementing the relationship so that when the buyer thinks of real estate they
think of you. The following steps outline how to stay in touch over the next year. Follow the Orphan Post-
Closing Communication Checklist to keep you on track and guarantee that you stay in touch.

1. Send a Congratulations note using the Orphan - Congratulations on the Purchase of Your New Home letter.
You will need to:

1.1. Update the template with the date, the orphan’s contact information, and your information.

1.2. Print the letter on appropriate stationary and mail to the buyer.
2. Call and see how they are enjoying their new home.
3. Send them a copy of your latest newsletter.
4. Call and see if everything is ok with the new home.

5. Send a Label letter using the template Orphan Label Letter along with a set of address labels. You will need
to:

5.1. Update the letter template using the orphan’s contact information, print the letter on the appropriate
stationary, and mail with the address labels.

5.2. To create the Address Labels either use your CMS, if this feature exists, or in Microsoft Word, follow
these instructions:
a. Open a new Word Document.
b. Click on Tools, Envelopes and Labels

c. Click on Options to select the appropriate Avery Label. Standard Address Labels are 5160, but
check your Avery label supply. The number should be printed on the box.

d. There is an icon at the top of your Envelopes and Labels dialog box that resembles an address
book. You can click on this to pull in the address from your Contact Database or you can
simply type the address in the box.

e. Once you have the address typed in, you can either click Print (make sure that Full Page of the
Same Address is checked) or you can click New Document if you want to spruce up the labels
with graphics or borders.

f.  Once you are ready to print, insert the label paper in the manual feed tray on your printer and
hit Print.

g. Send the labels with the Orphan Label Letter.

continued on the next page)
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CHAPTER
MREA OPERATIONS: COMPLETING POST-CLOSING

Initiate Post-Closing Communication

Launch Post-Closing Communication Plans (continued)

6. Send out a marketing piece from your 33 Touch: General program (refer to Lead Generation).
7. Send out the VIP Questionnaire.

8. Call and see how the family is doing.

9. Send another Orphan Label Letter and a fresh set of address labels.

10. Every other month, call and see how things are going.

11. Send another Orphan Label Letter and a fresh set of address labels.

12. Call and see how things are going.

13. 365 days after closing, send a Happy Anniversary letter using the Happy Anniversary Letter template.
Follow this up with a call wishing the buyer a happy anniversary. To print the letter, you will need to:

13.1. Update the template with your team name and web address and save as the master copy.
13.2. Print the letter on some type of festive 8% x 11 stationery (perhaps something with balloons).
13.3. Mail the letter to the client. Follow up with a phone call.

14. Finally, update the contact information and move the client into your 33 Touch: Client for Life program
(refer to Lead Generation).

(continued on the next page)
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CHAPTER
MREA OPERATIONS: COMPLETING POST-CLOSING

Initiate Post-Closing Communication

Launch Post-Closing Communication Plans (continued)

Co-Op Agent Post-Closing Communication Outline
1. Ifa KW agent, send a Thank You card.

2. Ifanon-KW agent, send a Thank You card, recruiting information and a copy of your Market Center’s
training schedule.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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Initiate Post-Closing Communication

Mail Out Satisfaction Survey

To be completed within no more than one week after closing.

NOTE: The Satisfaction Survey can be mailed out with the Congratulations letters that go out on the 1% day
after closing (refer to the Launch Post-Closing Communication section) or it can be mailed out separately.
Either way, it should go out within the first few days after closing.

1. Verify that you have the correct mailing address. This should have been updated under the Update
Databases section.

2. Print a copy of the Satisfaction Survey.

3. Puttogether a self-addressed stamped envelope.

4. Put the survey and self-addressed stamped envelope into an envelope addressed to the client(s). If you
are mailing out the survey with the Congratulations letter, make sure that you have included a copy of
the letter as well.

5. Put it in the mail.

6. Follow up with the client one week after mail-out if the survey has not been received.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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CHAPTER
MREA OPERATIONS: COMPLETING POST-CLOSING

Initiate Post-Closing Communication

Launch Post-Closing Marketing Plan

When representing the Seller.

1. Just Sold Cards - Create a ‘Just Sold’ card for the property and send it out as part of your 33-Touch:
General plan. Refer to Lead Generation.

2. Testimonials - If the client submitted a testimonial with their Satisfaction Survey, add the testimonial to
your KW Website. Make sure that you maintain a file of testimonials.

2.1. To add a testimonial, click on Edit Testimonials, and scroll to the section at the bottom of the page
labeled Add A Testimonial.

2.2. Position - You can designate the order in which you would like your testimonials to appear by
selecting a Position number from the drop-down list.

2.3. Author - Type the author's name or initials.
2.4. Testimonial - Type the testimonial.

2.5. Click Add Testimonial. The page will refresh with the new testimonial in the appropriate position at
the top of this section.

3. Newsletter — Add the sale information to your next Newsletter. Refer to Generate Leads for instructions on
creating and distributing newsletters.

When representing the Buyer.

1. Sold Sign - Fill out Sign Work Order for post and sold rider installation. Fax to Sign Company.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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MREA OPERATIONS: COMPLETING POST-CLOSING

Initiate Post-Closing Communication

Mail Out HUD Statements for Tax Purposes

In an effort to provide the highest level of service to your past clients, send them an extra copy of their HUD
statement, along with the Annual HUD letter, in January for their use during tax preparation.

1. When a transaction closes, make an extra copy of the HUD statement.
2. Create the Annual HUD letter. You will need to:

2.1. Update the template with January for the month and the appropriate month based on when you will be
sending the letter.

2.2. Print the letter on the appropriate stationary.
3. Address an envelope.
4. Put the Annual HUD letter, copy of the HUD and addressed envelope in the HUD file.

5. InJanuary, pull out all of the HUD’s from the HUD file, put the letter and HUD into the envelope and bulk
mail to all of your clients who had a closing in the previous year.

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.
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MREA OPERATIONS: INDEX OF FORMS

INDEX OF FORMS

1

10 Favorite Features, 4-11, 4-25

A

Advertising Copy, 4-16, 4-25, 6-5

Affiliated Business Arrangement Disclosure, 3-11,
3-20, 4-17, 4-31, 5-4, 6-5, 6-17, 7-31, 8-18

Agent Codes for MLS, 8-35

Annual HUD letter, 9-22

Assignment addendum, 7-37, 8-30

At Closing Checklist - Buyers, 7-42

At Closing Checklist - Sellers, 8-35

I N—

Bluesheet, 7-3, 7-6, 7-7, 7-13, 7-35, 8-2, 8-7, 8-8, 8-
14, 8-27

Buyer Agent Info Packet Checklist, 6-23

Buyer Agent Questions Worksheet, 6-33, 6-34, 6-35,
6-36

Buyer Appointment Checklist, 3-6, 3-7

Buyer Closing Introduction Letter, 7-14

Buyer Closing Packet Checklist, 7-3, 7-7, 7-14

Buyer Congratulations on the Purchase of Your
New Home letter, 9-12

Buyer Consultation Packet Checklist, 3-10

Buyer Estimated Charges, 5-11, 7-15

Buyer Interview sheet, 1-5, 1-38, 3-2, 3-3, 3-4, 5-4

Buyer Post-Closing Communication Checklist, 9-7,
9-12

Buyer Walk-through Acceptance form, 7-43

Buyers Log, 1-38, 1-42, 2-15, 3-2, 3-4, 3-5

Buying a Home FAQ, 3-10, 3-19

Buying vs. Renting, 3-10, 3-19

H%

Cash Flow Spreadsheet, 7-3, 7-6, 7-10, 7-12, 7-36,
7-37, 8-2, 8-8, 8-11, 8-13, 8-29, 8-30

Closing Company File Status Update form, 7-13, 7-
18, 8-14, 8-19

Closing Costs Added After Contract addendum, 7-
37, 8-30

Closing Department Newsletter for Buyers, 7-14

Closing Department Newsletter for Sellers, 8-15

Closing Invitation for Buyers, 7-41

Closing Invitation for Seller, 8-34

CMA Preparation Checklist, 4-16, 4-19

Complete Post-Closing Checklist, 9-2

Contract Checklist, 7-6, 7-13, 8-7, 8-14

Contract Worksheet, 7-2, 7-5, 7-6, 7-7, 7-13, 7-19,
7-20, 7-21, 7-32, 7-33, 7-34, 7-35, 7-36, 8-2, 8-6,
8-7, 8-8, 8-14, 8-20, 8-22, 8-23, 8-27, 8-28

Contracts Pending Spreadsheet, 7-3, 7-6, 7-9, 7-37,
7-41, 8-2, 8-8, 8-10, 8-30, 8-34, 9-2, 9-4

Credit in Lieu of Repairs - Closing Cost Credit
addendum, 7-30, 8-25

Credit in Lieu of Repairs - Lump Sum Credit
addendum, 7-30, 8-25

Credit in Lieu of Repairs - Reduction in Sales Price
addendum, 7-30, 8-25

Current Buyers Spreadsheet, 2-17, 5-2, 5-3

Current Listings Spreadsheet, 6-7, 6-8

D I

Daily Lead Log, 1-41, 1-42, 1-43, 2-3, 2-4, 2-5, 2-6,
2-7, 2-10, 2-15, 2-16, 2-17

Daily Prospecting Log, 1-33, 1-35, 1-38, 1-39, 1-40

Details & Repairs List, 4-26, 4-31, 6-17

Disbursement Authorization, 2-14, 7-3, 7-7, 7-10,
7-20, 7-35, 8-2, 8-8, 8-11, 8-22, 8-27, 9-3

E I

Early Closing addendum, 7-37, 8-30

Escrow Release, 7-20, 7-26, 7-30, 7-38, 8-22, 8-25,
8-31

Exceeding Buyer Expectations Checklist, 3-6, 3-8,
3-9, 3-16, 3-17, 5-7, 7-42

Exceeding Seller Expectations Checklist, 4-6, 4-8,
8-34, 8-35

Expired Packet Checklist, 1-20

Extension to Closing Date addendum, 7-37, 8-30

£ 1

Facts about Expired Listings, 1-20
Feedback Fax Forms, 6-21

Items appearing in italics are forms that can be found in the MREA Operations Manual Forms Appendix.
Items in bold reference other sections of this manual.

© 2004 Keller Williams Realty, Inc.

MREA Operations Manual v3.2 19



INDEX
o MREA OPERATIONS: INDEX OF FORMS
ORMS

File Notes sheet, 6-6, 7-7, 7-13, 8-8

Final Walk-through Concessions addendum, 7-43
Financing Extension addendum, 7-37, 8-30
Floor-time Calendar, 1-38, 2-8

FSBO Database spreadsheet, 1-39

- N—

Getting to Know Your Realtor, 1-20, 3-10, 4-10

.+ ]

Happy Anniversary Letter, 9-12, 9-17

Hold Harmless — Seller Staying Long Period After
Closing addendum, 7-37, 8-30

Home & Termite Inspection Notification, 7-15, 7-
21, 7-25, 7-27

Home Inspection Agreed Upon Repairs addendum,
7-29, 8-24

Home Inspection Extension addendum, 7-24

Home Inspection Repair Request addendum, 7-24,
7-29, 8-24

Home Inspection Repair Response by Seller
addendum, 8-24

Home Inspection Unsatisfactory addendum, 7-26

Home Inspector List, 7-21

Homebuyer’s 10°s Sheet, 3-11, 3-16, 3-18, 3-19, 3-
21,5-4

I I

Introduction to the Team, 1-20, 3-10, 3-19, 4-10, 4-
28

v 1

Lead Source Spreadsheet, 2-10, 2-11, 2-12, 4-5

Lender File Status Update, 7-13, 7-32, 8-14, 8-26

Lender Introduction Letter, 7-31

Listing Appointment Checklist, 4-6, 4-7, 4-19

Listing Appointment Spreadsheet, 2-9, 2-15, 4-2, 4-
4,4-5,4-9

Listing Change Checklist, 6-29, 6-30, 6-31

Listing Change Notice, 6-23, 6-32

Listing Checklist, 6-2, 6-4, 6-7, 6-13, 6-16, 6-18, 6-
24

Listing Comment Sheet, 6-28

Listing Consultation Packet Checklist, 4-6, 4-16

Listing Thank You Letter, 6-17

Listing Walk-through Notes, 4-16, 4-17, 4-21, 4-24,
4-25, 4-31

Litigation Checklist — FSBO, 1-17

Lockbox Agreement, 4-16, 4-31, 6-17

I

Mailers Spreadsheet, 1-31

Mortgage Information Request Letter, 4-17, 4-20,
4-31, 6-5, 6-17, 7-13, 8-14, 8-20

Movie Flyer, 4-11

Moving Checklist, 3-10, 3-19

I T—

New File Processing Checklist - Buyers, 7-6, 7-9
New File Processing Checklist - Sellers, 8-7, 8-10
Notes on Viewed Properties, 3-10, 3-19, 5-7

.o 1

Orphan - Congratulations on the Purchase of Your
New Home letter, 9-15

Orphan Label Letter, 9-15, 9-17

Orphan Post-Closing Communication Checklist, 9-
5,9-15

Owner Contact Log, 6-28

Owner Information Sheet, 6-7, 6-11, 6-16, 6-18, 6-
23

I —

Parties of the Sale, 7-6, 7-13, 8-7, 8-14

Pet Sheet, 4-17, 4-32

Post-Closing KW File form, 9-3

Pre-listing Folder Checklist, 4-9, 4-10

Pre-listing Packet Checklist, 4-6, 4-9

Preparing Your Home for Sale, 1-17, 4-17, 4-21, 4-
31

Presentation Survey, 4-17, 4-22, 4-32

Price Change addendum, 7-37, 8-30

Property Data Sheet, 6-7, 6-10

Prospecting Lead Card, 1-33, 1-35, 1-37, 1-38, 1-
39, 1-40

R I

Referral Information form, 2-10, 2-14, 3-4, 4-4
Referral Reward form, 2-10, 2-13, 3-4, 4-4
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Referral Reward Form, 1-43
Referral Reward Tracking Spreadsheet, 2-17
Request/Please form, 6-3, 6-5

S

Satisfaction Survey, 9-9, 9-12, 9-14, 9-20, 9-21

Security System Addendum, 4-16, 4-31, 6-17

Security Tips — FSBO, 1-17

Seller 10’s Sheet, 3-11, 4-16, 4-24, 4-27, 4-28, 6-5

Seller Activity Report, 6-28

Seller Agent Questions Worksheet, 5-11

Seller Closing Introduction Letter, 8-15

Seller Closing Packet Checklist, 8-8, 8-15

Seller Congratulations on the Sale of Your Home
Letter, 9-14

Seller Interview sheet, 1-5, 2-9, 2-10, 2-13, 2-15, 4-
2,4-3,4-4
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