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Part 1:
Terms of Service (Agreement)

You, the undersigned (“You”), have been offered by LeadConnect365™, LLC the opportunity to
participate in a service (“the Service”) involving a new lead capture service solution, currently
known as LeadConnect365™ (the “Solution”). By signing below, You agree to participate in the
Service and acknowledge that Your participation in the Service is subject to the following terms:

1. Term.

Your participation will begin during the week of (start date may be subject to
change). During Your participation, (a) LeadConnect365™ may terminate Your participation in the
Service at any time upon providing written notice to You; and (b) You may terminate Your participa-
tion in the Service at any time upon providing five (5) days prior written notice to
LeadConnect365™. Termination shall be subject to LeadConnect365™ being paid and any and all
work in process being subject to the same payment terms of this agreement until such work in
process is complete.

2. Service.
During the Term, You will receive the Service.

A. You will route leads to the Solution. Such leads will remain Your property. Should you decide
to terminate Your participation in LeadConnect365™ we will not re-use them.

B. A lead capture Service will be offered subject to the following Terms.

C. You have an affirmative obligation to:

1. Keep Your appointments & show up on time to maximize the rate of appointments
kept.

2. Report back to the Customer Care Center via email or phone call, describing whether
the Appointment was kept, the agent’s feedback on the quality of the appointment
and the follow-up steps identified for that particular consumer.

3. Inthe near future an ‘Agent Feedback Form’ will be introduced to your team. From
that point forward an email will be sent to the Agent at the end of the scheduled
appointment. The email will include a link that the agent must click to engage with a
brief questionnaire. A response is required after every scheduled appointment
regardless of whether the consumer showed-up, or the quality of the relationship
established between agent & consumer. With the introduction of the Agent Feed-
back Form your agents may cease to send feedback manually via email or phone call.

4. Share data: (1) Appointments kept, (2) Likelihood of working with the client, (3)
Transactions closed with appointments; (4) Work with and coordinate feedback to
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Part 1:
Terms of Service (Agreement) cont'd

continue to perfect the process.
D. Pricing:
1. Appointment capture service:

a. Base fee: $ month for up to new leads billed in
advance of each month

b. Success fee: $100/face to face kept appointment billed in arrears

c. Success fee: $50/phone appointment billed in arrears

2. One-time agent training:

a. Lead Connect 365™ requires that every agent or team-member that may come
in contact with the consumer at any point in the consumer purchase lifecycle
be formally trained on client capture & conversion.

b. One-time cost of training: your first month of appointment capture is FREE.
Your appointment capture base fee will be applied towards the training
required to participate in this system. The base fee must be paid in advance of
scheduling the training. The base fee will enable some number of participants
to be trained for FREE. The number of FREE participants will correspond to
the total number of new leads your company will route to Lead Connect
365™ each month.

c. Additional training seats: contact your sales representative for a custom quote.

3. Lead Incubation Service - “Plus”.
During the term a lead incubation Service may be introduced in conjunction with the Service.

A. Appointments made with leads or contacts treated with lead incubation services will incur
additional costs. As a member of the team you agree to work with LeadConnect365™ to
assist in developing a fair fee structure for this service.

B. Just as with the Service you have an affirmative obligation to:

1. Keep Your appointments & show up on time to maximize the rate of appointments
kept.

2. Share data: (1) Appointments kept, (2) Likelihood of working with the client, (3)
Transactions closed with incubated clients.

C. You will be required to pay referral fees per transaction closed with an incubated client:

1. Incubation fee: To be determined for the Buy-Side/Seller-Side Commission.

2. Termination of service: the incubation and success fee will be due on all clients
treated with the Service if an Appointment was scheduled prior to termination of
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service.

Conditions

4

b)

c)

LeadConnect365™ has disclosed to you, and you understand and agree as follows:

LeadConnect365™ has no influence over the quantity or quality of Your leads provided in the test.
“Non” leads are defined as follows:

(1) No contact information

(2) No phone number

(3) Wrong phone number

(4) Person different than that in the lead
“A” Leads are defined as follows:

(1) Local or available for a meeting

(2) Lead has a valid buying or selling need

(3) Give permission to speak (i.e. don’t hang up in the first 45 seconds)

(4) Not committed to another agent
“B” Leads are defined as follows:

(1) Inquiring on a valid property

(2) Give permission to speak (i.e. don’t hang up in the first 45 seconds)

(3) Not committed to another agent

(4) Want to meet later and ask for or give permission to specific follow-up
Depending on the lead source, the bulk of the leads may be maturing in 3 to 36 months.
LeadConnect365™ has no influence over this, but will offer to provide follow-up and incubation
subject to the following:

(1) Agent meets with the lead for a minimum of 45 minutes to conduct a needs analysis

(2) Identifies the leads needs and time frame

(3) Identifies the optimum lead management strategy

(4) Provides the follow-up or incubation timeframe and strategy to LeadConnect365™

Agents are trained in needs analysis and perform to standards set by LeacConnect365

The manager and anyone interfacing with leads with or for the agents accepting the leads are fully
oriented and trained in the lead process of LeadConnect365™.

Agents are to be regularly reminded that a lead making an appointment, not writing an offer now,
simply may not be ready to buy now and is in process; i.e. “not a bad lead”. They are to be
“tethered” (a LeadConnect365™ term) or taken off the market so they are not shopping with other
agents.
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D When a “showing property” appointment is made as the only viable option, the purpose of the
appointment is to get into relationship with the lead, get them off the market by tethering and
setting a “needs analysis” appointment.

D LeadConnect365™ only gets paid for appointments that show up. LeadConnect365™ and its
partners have invested significant sums of money in reducing fallout/no-shows. Agent are to be
managed so that confirmation and pre-appointment contact is managed by LeadConnect365™. A
no-show created by agent contact which is not directed by LeadConnect365™ shall result in the
appointment being treated as a kept appointment and LeadConnect365™ shall be paid as such.

D Notification to LeadConnect365™ of the agent taking the appointment shall occur within 24 hours of
the appointment being scheduled. This is a critical part of reducing no-shows and is a representation
to the lead being made by LeadConnect365™.

D LeadConnect365™ will only make phone appointments when very specific conditions are met. They
are:
(1) Lead is not local
(2) Lead has a specific need, is not working with an agent and is looking to purchase in the
market with plans to come to local market in the predictable future.
(3) Lead refuses (or not ready) to meet, has an identifiable need and needs information to
move ahead towards a face to face meeting

D When a phone appointment is made, agent is to either work to make face to face appointment
(which will not result in LeadConnect365™ being paid for a Face to face appointment) or identify
follow-up or incubation strategy and pass back to LeadConnect365™ for further management; for
which LeadConnect365™ will be paid when face to face appointment is made.

(1) Leads are less likely to be punctual with phone appointments. Therefor phone appointments
need to be contacted by the assigned agent, 4x’s in one hour to confirm a no-show.

5. Confidential Information.

You acknowledge that, as a result of Your participation in the Service, You will have access to infor-
mation and/or documentation provided by LeadConnect365™ that is highly confidential to
LeadConnect365™ (the “Confidential Information”). The Confidential Information shall include
the existence of the Service itself as well as Your participation in the Service and any and all infor-
mation and/or documentation relating to the Solution, including pricing of the LeadConnect365™
Solution after, Appointments and/or Lead Incubation from the Solution to which You have access
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during Your participation in the Service as well as any and all other information that
LeadConnect365™ discloses to You during the Service. You further understand that the unautho-
rized disclosure of such Confidential Information could irreparably harm LeadConnect365™ and
agree to keep such Confidential Information strictly confidential and not to share or discuss it with
anyone outside of LeadConnect365™.

6. Limitation of Liability.

EXCEPT WITH RESPECT TO ANY VIOLATION OF SECTION 5, ABOVE, IN NO EVENT SHALL EITHER
LEADCONNECT365™ OR YOU BE LIABLE TO THE OTHER PARTY FOR DAMAGES OF ANY KIND,
INCLUDING DIRECT, LOSS OF PROFITS, INDIRECT, INCIDENTAL, CONSEQUENTIAL, PUNITIVE OR
SPECIAL DAMAGES (EVEN IF ADVISED OF THE POSSIBILITY OF SUCH DAMAGES) ARISING IN ANY
WAY FROM/OR IN CONNECTION WITH THIS AGREEMENT, THE SERVICE, OR THE
LEADCONNECT365™ SOLUTION AFTER .

By signing below, You acknowledge and agree to the foregoing.

Agreed and accepted:

Name:

Date:
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Financial Information

Connect

Leadses .

Terms of Service (Agreement) cont'd

COMPANY
ENGAGEMENT FORM
Name
Home Address Phone ( )
Company Name Email
Office Address Phone ( )
[] I authorize monthly billing of $
Deposit $ Balance $
Charge my: [] Visa [ Master Card [] American Express ] Discover Card

pete [ [T TTTTTTTTIT] e[ [ ]] [ []]]

Billing address for Credit Card:

Street City

ZIP

| hereby authorize LeadConnect365™ to charge my card each month as checked above

Signed Date:
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Part ll:
Setup Questionnaire

Please respond to these questions within 24-36 hours of receiving the On-boarding Checklist. These inputs are essential
to enable timely setup with LeadConnect365™. Do not hesitate to engage Your point-of-contact to ask clarifying
questions before finalizing Your response to this questionnaire.

A. Account

Information to help us create & manage Your account with LeadConnect365™. Usage
includes: client relations, performance reporting, billing, etc.

1. Company Name:

2. Mailing Address:

3. Point of Contact Name:

4. Point of Contact Phone Number: ( ) ( ) ( )

5. Point of Contact Email ID:

B. Leads

Information to enable routing of Your leads/opportunities to LeadConnect365™. Both New
email leads & phone calls (sign leads) are supported. For best results LeadConnect365™
requires usage of an email lead aggregation solution like Fivestreet or Follow-up-Boss,
although a custom lead parsing solution can be setup for Your lead source(s). Phone calls are
routed directly into the Customer Call Center. Your database of old leads/opportunities with
phone number available can be uploaded via Excel/CSV file. Once the below information is
provided Your point-of-contact will circle back with next steps and a target go-live date.

1. List of Lead Sources: eg: Zillow, Trulia, Realtor.com, BoomTown, Curaytor, etc.

2. # New email leads received in typical month with phone number: eg: 100-120 per
month

3. # New sign calls received in typical month: eg: 15-20 per month
4. Need to route new sign calls to LeadConnect365™ (Yes/No)?

5. Lead Management or CRM solution used to manage leads at Your company: eg:
BoomTown, Market Leader, Follow-Up-Boss, etc.

6. # Past clients & old leads with phone number in Your CRM / lead database: eg:
1000 old leads
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C. Client

Part ll:
Setup Questionnaire contd

Information to help our Customer Call Center engage Your leads/prospects as Your team
member.

6.

7.

. Agent or Team Name:

. Client Facing Website URL:

. Couple sentences about the owner:

. Couple sentences about the company:

. How should we represent you when calling Your leads/prospects:

Do you work with Rentals (Yes/No)?

Besides English, other languages spoken by Your team:

D. Appointment

The Appointment Director is Your single point-of-contact for LeadConnect365™ with regards

to scheduling appointments. S/he is the day-to-day decision maker on assigning & directing
appointments.

1.

7.

8.

Appointment Director Name:

. Appointment Director Email ID:

. Appointment Director Mobile Number:

. Appointment Director Office Phone Number:
. Offer same-day appointments (Yes/No):

. Offer appointments on weekends (Yes/No):

Appointment business hours: eg: 8am — 5pm PST

Appointment Locations (Offices):

Please append an excel file if you need to setup more than 3 offices as appointment locations.
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Part ll:
Setup Questionnaire contd

i. Location #1
a. Street Address:
b. Parking structure (Yes/No):
C. Does parking need to be validated (Yes/No):
d.  Open parking (Yes/No):
ii. Location #2
a. Street Address:
b. Parking structure (Yes/No):
c. Does parking need to be validated (Yes/No):
d. Open parking (Yes/No):
iii. Location #3
a. Street Address:
b. Parking structure (Yes/No):
c. Does parking need to be validated (Yes/No):

d. Open parking (Yes/No):
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Part Ill:
Frequently Asked Questions

Lead capture procedures

1. How are email leads handled?

LeadConnect365™ has deployed industry leading technology for state-of-the-art
speed & quality of response to Your leads. During the on-boarding process Your
email lead sources are setup so new opportunities are automatically loaded into our
Customer Call Center (CCC). Our technology will prioritize new leads for instant
callback: we target a 15-minute response time.

When the phone rings at Your client’s end the Caller ID will display a local area code
specific to their location. Each time the lead is contacted via phone the Caller ID will
display the same local number.

Upon successful contact our highly trained CCC representative will engage the client
as Your team member. Our scripts & call procedures are informed through 30 years
of industry leading research. Calls are relentlessly monitored for quality and
consistency to enable unparalleled Appointment Rates & Client Satisfaction.

If a lead is not successfully contacted our CCC will continue to dial the lead and leave
voicemails as dictated by our call procedures.

2. How are phone leads (sign calls) handled?

Phone leads can be generated from signs posted on-line (Your website, a real estate
portal, etc.) or off-line (yard signs).

With phone leads it is critical to maximize the probability that the phone call is
responded to by a live representative. A dedicated number will be offered if Your
company indicates, via the Setup Questionnaire, that there is a need to route phone
leads into the CCC.

To successfully route phone leads you must forward Your sign calls to the telephone
number provided to you. You must also ensure no addition IVRs or messages are
played to the client.
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Part Ill:
Frequently Asked Questions cont'd

When a call is captured via Your dedicated number, a new lead record is created to
document the lead contact information.

a. Appointment procedures
1. Who handles all client facing communications up until the appointment?

All client interactions up-until the scheduled appointment time are handled by the
CCC. We require strict adherence to this policy to make sure the client receives a
consistent message & experience designed to maximize the probability of a face to
face meeting.

2. Example of an Appointment Notification sent to the Appointment Director.

Joe Appointment Director,

Ashley and her husband will be relocation to CA due to her husbands business. They are interasted in the
property at 22554 Tree Top Lane, My Town, CA. They would like to see the property the same day as the
appointment. They will be in My Town on Tuesday and leaving CA Wednesday.

SCHEDULED FACE TO FACEAPPOINTMENT/4/21/15% @ 3:00PM.

This Face to Face Appointment is scheduled at your MY TOWN OFFICE: 123 LARIMER STREET, MY TOWN CA,
951249,

Client- Ashley Buyer

PH#%- 323-926-8230

Appointment- Tuesday 4/21,/15 @ 3:00pm
Email- ashleybuyer@yahoo.com

Please confirm appointment and, with which agent.

xxxxxxx

Direct line- 343.305. 1358
jchni@leadconnect365. com
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Part Ill:
Frequently Asked Questions cont'd

3. Example of Appointment Confirmation email sent to the Client.

Dear Mary Buyer,

It was wonderful speaking with you. Please reply to this email to Confirm your Scheduled Face
to Face Appointment on 4/17/15 @ 2:30pm. Thank you.

Ross is looking forward to meeting you.

Your appointment is set and details are listed below;
Agent's Mame- Ross Agent

Date- 41715

Day- Friday

Time- 2:30pm

Addreszs — 8000 E. REAL STREET. SUITE 200, YOUR TOWN, CA 95129

It iz strongly recommended prior to the appointment to list out a1l questions you would like answered.

If you hawe any guestions or need to change the set appointment time please, don't hesitate to reach out to

me.

Regards,

Direct line- 345.305.1288
johni@leadconnect365. com

4. Is “closed loop” information required back from the Appointment Director for every

appointment?

Yes — feedback back to the Customer Care Center is required after each
appointment. The agent is required to write an email back to the Call Center
Representative, that scheduled the appointment, indicating what transpired at the
meeting, the client’s purchase timeframe, and the next steps to help them with their
home search & mortgage needs. Closed loop information is absolutely essential to
execute a systematic follow-up & lead incubation strategy.

In the near term a ‘Feedback Form’ will be introduced to this process. It will replace
the manual email based communication described above. You will be notified when
the Feedback Form is ready to introduce to your team.
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5. Appointment policy / best practices:

vi.

Vii.

viii.

Once an appointment is set, keep it! There is no bad lead. Some are simply
not ready to buy/sell now.

Qualify the appointment by meeting with them and if money or
qualification is the question, schedule an appointment with a lender.

Probe or interview the lead to determine next steps; if not now, then when
and what is the follow-up strategy?

A follow-up strategy results in every case with the next appointment. There
is no strategy without a process to get one.

Be professional; think like a doctor or a lawyer. You need to understand the
client in order to help them. You determine the need, then the property
(drug) then you give it to them (show them).

Every client should be tethered. That means that everyone should be tied to
you and taken off the market. This is best done with an exclusive right to
represent (generic) or a buyer-broker agreement. If you do not know how to
do this or are uncomfortable, contact customer care and they will help/
direct you to a solution.

You are presented by CCC as exactly the right agent for them to meet. You
do not need to know everything. You do need to listen carefully, recognize
what they are actually saying and find solutions and help. Your ability to
help is what is promised, not something that is unrealistic or unavailable.
Remember, the truth is always what starts the help!

Client no-shows happen. We have committed tremendous dollar resources
in controlling and reducing this effect. However we know that statistically,
20% or 1in 5 times is acceptable and our maximum standard. If the client
no-shows, begin by calling them to see if they are just late. If you can
reschedule, do so and notify the CCC immediately.

Agent no-shows should NOT happen. If something comes up on Your end
you must ensure that the appointment is covered. We audit EVERY no-show
to determine what happened and what could be done to prevent it.

Phone appointments should be rare. We only schedule them in instances
where the person is out of the area or otherwise unavailable to make a face-
to-face appointment. Military relocation is a classic example. The purpose of
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Part Ill:
Frequently Asked Questions cont'd

the phone appointment is simply to get into relationship and connect with
the lead. The results and follow up strategy should be reported back
immediately to the CCC so that follow-up can occur leading to a face-to-face
meeting when appropriate.

xi. Phone no-shows are more likely to happen. When they do, call every 5-10
minutes for up to 1 hour to see if the lead just dropped it out or something
else came up. The CCC will follow-up if you cannot reach them. Be sure to
let the CCC know the details. EVERY appointment is confirmed by the CCC,
so when it is missed it is of great concern for quality control.

6. Reporting

1. Reporting
Team Realty Month
New Leads Received 126
Total Calls 252
Total A Lead Calls 63
Bad Calls/Dump 31
Face to Face Appointments 29
Phone Appointments 1"
Set Call Backs 86
Face to Face No-Show 5
Phone No-Show 3

7. Why does Lead Connect 365™ require that every agent on my team that will interface
with my leads be trained?

Lead Connect 365™ is introducing a highly productive lead conversion process to
your team. For this new process to deliver its desired results it is essential that
everyone be trained consistently on client capture & conversion. There has to be a
cultural fit for Lead Connect 365™ to seamless integrate and perform as your
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Part Ill:
Frequently Asked Questions cont'd

appointment capture solution. Your sales point-of-contact will explain this concept
and its implications for on-boarding during your first-month with the company.

8. DNA of high performing agents

1. What are the characteristics of agents that succeed in converting Appointments
into Transactions?

When choosing the agents to be on Your Buyer-side team, beware of:
a. The high-split agent who is not happy about giving up a referral fee.
b. The buyer-side agent who doesn’t want to work to the standards.

We strongly recommend using low split agents who are capable of handling the
business, but who are not adept at prospecting and generating their own business
leads. Since you, or Your department, is handling the interface, providing
oversight and support, their job is mostly handling the field work.

Today's numbers:

Calls- 6%

Contacts-7
Appointments-3

B=d Calls-1

Set call back-4

Correct Contact-3
Correct Face to Face- 2
Follow up- 3

Week to date:

Calls- 260
Contacts-39
Appointments-3
Bad Calls-5

Set call back-10
Woice Mail-124
Email-73

Print Date 07-01-2015
- ersion 1.7
Page 20 I_'f./»C,J cl58s



Part lll:
Frequently Asked Questions contd

A person who is a high-split agent spends a great deal of time and money
generating his or her own business and enjoys a higher commission split because
of it. The high-split person will feel you are taking something away and will be
upset. The low-split person feels you are giving them something of value and will
be delighted.

A buyer-side agent is definitely not a “fit” if s/he does not want to work to the
standards, such as

Always keeping the appointment as it is made
Wants to show property and write offers without getting proper loan approval

This agent is just not a good fit. There are agents who will be willing to work at
the standard in order to get business they don’t have to door knock or prospect
for. If there are not enough at the firm, it is a great recruiting opportunity.

2. Minimum standard required from Your agents for each appointment/client

interaction.

Each agent participating in Your Team must be prepared to meet client for
“consultation appointment” for the purpose of:

a. Rapport building.

b. Probe (wants/need analysis).

c. Benefit of working with you and Your company.
d. Overview of buying process.

e. Buyer/Broker agreement.

f. Get appointment to meet with lender.

g. Set appointment for showing property (for a time after lender
appointment).

h. Be prepared if it is a listing appointment with a CMA.

i. Follow up with Customer Call Center after first appointment and provide
continued status reports using Email.

ALWAYS HAVE CLIENT “IN PROCESS” BY HAVING AN APPOINTMENT IN PLACE.

Escalations & feedback procedures

1. Procedure to handle feedback conveyed by Your client to LeadConnect365™.
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Part Ill:
Frequently Asked Questions cont'd

Your clients will view the call center representative as Your team member. It is
possible they may provide feedback regarding their experience on-line (prior to, or
after, lead submission), their appointment, or their experience in working with
Your agent after the appointment.

In all cases such feedback will be routed directly to the Appointment Director in
the spirit of continuous improvement.

If there is feedback submitted about the Appointment Director it will be conveyed
to the key point-of-contact at Your company who handles the relationship with
LeadConnect365™.

2. Procedure to convey feedback to improve the process & client experience.

We are grateful to receive Your feedback. Please direct such input to Doug.Yeaman@LeadConnect365™.com
. Do include a description of what can be improved, and some background for why that is important to you
or Your business.
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