Probing a Seller
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	Purpose:
Often agents struggle with the process of probing with Sellers and potential sellers.  They struggle with what questions to ask, what are the issues facing sellers.  In the Probing Training we focus on working with buyers of real estate, partly because that is where most new Realtors begin.  Eventually they come across a listing opportunity and need to know what to do.

Now is a great time to review what your job and purpose is:

My purpose is to work with you and get enough information on the table so that you can make the very best decision in your own personal best interest, without regard for whether you list and sell with me.

Set the Room:

Put group into sets of three.  One is the Prober.  Raise your hand if you are the Prober.  The Seller is to your left and the Coach is to your right.

When we rotate positions, stay in your seat, rotate the jobs clockwise.

Since we are already adept at the greeting, making them comfortable, getting them coffee and the relationship stuff, start the role play as if that is already done.  You don’t need to practice that part.

Review material for the role play:

First we must review what the probing process is about.  What it primary and ancillary benefits are.

The purpose of probing is to ___________ (have the customer crystallize.)  They will have forgotten this in general.
Make sure everyone remember this point.  It is CENTRAL to the process of Probing.

Who needs to be in charge of the process?   _____________ 
(They must be in charge of it.  We can only facilitate it.  It is our intent for them to uncover whatever issues are there for them.)

What do they get out of it? ______________________

· They uncover their often unconscious emotional, human needs.

· They find out what is important to them and what is lesser and why.
· They discover and consider options. 

· They work out differences between spouses ahead of time.

· They look at problems/issues that need resolving ahead of time so they can be solved.
What do we get out of it?  _________________________

· We learn what their issues are.

· We create credibility for ourselves and set ourselves apart from the competition by dealing with their real issues, rather than our brag book or promising more advertising.

· They look to us for leadership and we gain permission to provide leadership.

· We get permission to tell them the truth what ever that is without fear of “losing” the listing.

· We determine whether or not it will be in OUR best interest to take their listing.

· We make what we charge seem worthwhile.
Review the Format/Structure of a Probe:
Use the handouts from the Probing Training.

1. Relationships stuff
2. Permission

3. Fill the Grid 
(15 MINIMUM -30 Minutes)

4. Identify the 2-3 most important issues

5. Drill down to the underlying meaning for those issues.
(About 5 minutes apiece)
6. Ask for the meaning of the Feature (Tag)
7. Confirm that the Issue is based on the Meaning (Summary)

8. Then confirm that when you take on the project the Meaning needs to be handled. (Closed end)
Notice that the format and structure is exactly the same as when you are working with a Buyer, only minor changes in language and a different focus is required.

So what are the issues a Seller most often needs to resolve?

Let them develop the list for you.  Write their answers on the board.  This helps them understand that they really do already know and gives them confidence.

Some Issues:

· Time line

· Price vs. time

· Downside of not selling quickly?

· What is causing the decision to move?

· How is the family affected by the changes?

· What is the good news about it?

· What is the bad news?

· What is their experience with working with a Realtor?
· Have they considered FSBO?

· What are the issues with leaving this house?

· What are the best features of the house?

· What are the drawbacks to the house?

· How is your work involved in the decision?

What are some ways to ask Directives to uncover this information:

Selling your home is much more than a financial decision.  It affects every aspect of your life and your family’s life...

Selling your home is a royal pain in the rear…so…

· Tell me about your situation.

· Talk about your time in this house.

· Describe your life in this house.

· Talk about the involvement of your work and this move.

· Talk to me about your family vis a vis this move.

· Describe the best features, your favorite features of this home.

· Talk about what you would consider changing to make it better.

· Talk about what you would want the buyer to know.

· Help me understand your thoughts and reasons for changing.
· Talk about what makes it difficult to leave this home.

· Tell me about your experience with buying and selling.

· Talk about your experience with Realtors.  Both the good and the bad news.

· Describe a perfect transaction.

· Tell me what you think a perfect Realtor would be like.  If one really existed…hee, hee.  (You need to chuckle here!)

· Think about your feelings if you turned down a great offer and only realized it after it was too late to get it back.

· Tell me about your community involvement and how this move will affect that.

· Tell me in a summary way about what you would like in your next house.  (Where, upsize downsize, etc.  Not detailed buyer interview.)

These are just a handful, collect theirs as well.
You will be surprised at the insight they already have.
Drilling Down to the Meaning of the Issue:

The process here is to get them to describe the issue enough so that the meaning becomes clear for them.  (aka Crystallization)
First find the 2-3 most important issues we have covered.  The order them 1-2-3.
Begin, as always with a Directive:

Talk to me about _________1st Feature/Issue_________.

Lots of positive feedback and re-giving them permission to keep going.

When they run down…

· What does it look like

· How does it influence…

· When have you had that experience in the past?
How did you feel then?
How did that resolve?
What did your learn from it?

· What (Who) else is involved?

· What would be the best outcome?

· What would your feelings be if   ___alternative choices___?

Here the agent must just follow their lead.  Go where the answers lead you and allow whatever the answer is to be the answer.  

Don’t push them to an answer that works for you.

After reviewing the language and the process, it is time to role play.  Now, just before they begin the role play make sure they know who is who in their triad.
Lay the foundation for your presentation:

Adding this piece at the beginning of the presentation softens it a lot.

There are several outcomes that we may arrive at…

You may decide not to sell your home at all.

You may decide to list it but not with me.

I may decide that I cannot best serve your interests.

You may decide to list and sell with me.

And so on…

Just know right here and now, that any of those choices on your part are fine with me.

[restate your job] I am here to be sure you have all the information to make the decision that is in your own best interest, my best interest is not at issue.

Permission:

Do it your way in your language.  But include:

1. What you are going to do

2. How long it will take.

3. Why it is important.

Role play.
A lot of the language will be on the flip chart so they can use it for crib notes.

Write up the answers they gave as well as what you provided and hand them out later.
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