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Getting The Appointment

TRAINERNOTES Getting The Appointment
Buyers who buy? Buy
Buyers who don’t buy? Don’t buy
'What is it that buyers who buy, buy? Every relevant step
'What is the first relevant step? Appointment

Build the A-B model

'What gets in the way of getting an appointment?
Make a list of reasons

Go over the Buyer/Seller process.

Percolation Info Gathering Active
Share story of a real
process someone you
personaly know went
through buying a home.

'Why should someone meet with you?
e Answers should include: I am honest, I will do a better
job than anyone else...)
'What is the purpose of getting the appointment?
Give me a list of reasons to have an appointment.
Talk about prospecting on two parallel tracks

Relationship stuff

Look for opportunity to get appointment

Page 3



Getting The Appointment

TRAINERNOTES . .
How long have you lived in the area?

‘Where did you move from?
How did you choose this area?

If you were to move, where would you go next?
‘When would that be?

If you were to buy/sell who would you use?
[ want to be that person...
[ want to build the relationship now...

If you were sick, who would you call? If you needed a
dentist, who would you call? If you had a real estate need
who would you call? [ want to be that person. [ want to
develop a relationship with you so that if you have a need you
will call me.

I work with my clients at their pace....I don’t want to push
you into something or be perceived as be pressuring you into
something .

[ am not a pushy sales person...

Have you had a chance to sit down and talk with someone
about what is happening in the real estate market?

'What we need to do is spend 45 minutes to an hour so that [
can walk you through the buying/selling process and hear
what it is you would like to accomplish.

JBJ script
Demonstrate getting a floor call or sign call

What time?

Which time?

How soon?
When?
Where?

Page 4
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30 min

TRAINING
APPOINTMENTS

ITSFEAR
Remember, when you putoffyourcalls, it’s fear.

False

Evidence

Appearing

Real

Whatfalse evidence have you created being real?

Listthem onthe easel

Examples: Toolatetocall;  Too early; Open houses
don’twork; Idon’tfeelwell; I’ll doittomorrow.

Get real ones from the cluster.

BITE THE BULLET
What is the worst that can happen - If you don’t make
your calls you don’thave appointments, no appoint-
ments, norelationships, norelationships, nomoney.

1. Listfive experiences you will feel by not making
calls

2. Now find the assumption about you.
3. Say it out loud to group
4. Rewrite the assumption.

5. Say the new affirmation out loud.

ROLEPLAY SCRIPT
Confirmcalls

Quantum Home Tour™ leads

Floorcalls

IDEAS

*Play any tapes you have with agents making appointments

*Managers demonstrate how easy it is to make appoint-
ments by getting on the telephone.

QUANTUM
MANAES=MENT
SHET=NMS
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*Share any fears
AGENTS WHO DO -DO
Just do it - if you re scared
Just do it - if you re embarrassed
Just do it - if you don’t know what to do
JUST DO IT
QUANTUM
MANAGS=M=NT
EHET=ME
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QUANTUM HOME TOUR™
RELATIONSHIPS GAME
SURVEY TO APPOINTMENTS

PURPOSE
The purpose of this training is to assist agents in
being more effective in making appointments at
Quantum Home Tours™
CLASSROOM TRAINING
EXERCISE
Your job is to create an exercise to develop their
skill set in listening to key need(s) and asking for
the appointment. Condition is set up to train in
smaller or larger groups.
OBJECTIVE
Interpret the need and ask for the appointment.
SECONDARY OBJECTIVE
To develop a skill set to get into relationship.
SETUP

1. Clear chairs-line along the walls
2. Have them group into pairs

3. Have their clipboard

4. Have survey

5. Strips of paper with KEY NEED

6. Explain the exercise

QUANTUM
MANAES=MENT

EHET=MS
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ROLEPLAY

DIRECTIONS

1. Have them pair up. They will walk in a circle
around the room. One person will be the “Agent”
and one person will be the “Customer”. The
person playing the “Agent” will have a clipboard
and a survey. The strip of paper that has been
folded with the KEY NEED goes to the “Cus-
tomer”.

2. The person role playing the "Agent" does not get
to see the paper. The object is for the “Agent” to
do survey. When the agent thinks they know the
KEY NEED they will ask for the appointment for
a drop off of STUFF of the KEY NEED.

3. If they do not guess the KEY NEED when
asking for the appointment, the “Customer” will
not make the appointment and continues
Probing™ until they get the KEY NEED.

4. Once this is accomplished they switch roles and
they turn in the piece of paper and get a new one.

QUANTUM
MANAES=MENT
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MOTHER-IN-LAW QUARTERS

RANCH STYLE-NO STAIRS

DETACHED GARAGE-ARTIST STUDIO

MUST BE IN A CUL DE SAC

FENCHED BACK YARD

HOT TUB AND POOL

2 BD UP/2BD DOWNSTAIRS

HOUSE W/COACH HOUSE-RENTAL

WALKING DISTANCE OF SCHOOLS

NEW BUILD (WITHIN 5 YRS)

FIXER UPPER INVESTMENT PROPERTY
OPEN FLOOR PLAN-ENTERTAIN MOVIE ROOM
OFFICE ROOM-ON GROUND LEVEL | OCEAN VIEW

CLOSE TO TRANSPORTATION

GATED COMMUNITY

GRAND FOYER

2+ FIREPLACES

MUST HAVE HEATED DRIVEWAY

NICE BUT OLDER NEIGBORHOOD

HOUSE W/ADJOINING VACANT LOT

HORSE PROPERTY

A LOT OF DECKS W/VIEWS

PRIVATE ROAD TO HOME

ASSOCIATION W/PGDL AND TENNIS
COURTS

SOLAR HEATED HOME

ENGLISH LOOKING TUDOR

STATELY GROUNDS
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TRAINING
PROBING™

REVIEW
Best place to probe:

1. Your office
2. Their home
3. Coftee shop

Where not to probe:

1. Over telephone

2. Incar

3. As you’re walking through a house

3 THINGS TO REMEMBER

1. Ask permission to begin 5 min
2. Crystallize on benefit - not feature
3. Youcan’t blow it

NAME THE 14 BENEFITS
Write features on easel, then ask “Which means that...”

To convert feature to benefit

FEATURE BENEFIT
Large yard Prestige, value
Pool Health, recreation
Library Education
Back from curb Privacy
Fire place Comfort, economy
Sprinkler system Convenience
Spa Sex
Ten car garage Love/Self actualiza
tion
Burglar alarm Safety, security
Old Victorian Aesthetics
I QUANTUM
Rl N N ASEENT
SUETEMS
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MODEL OF PROBING™ . .
Use of Directives

1. Describe forme

2. Tellme

3. Whatare your feelings
4. What arerur attitudes

Permission

Directives

1. Describe for me
2. Tell me about
3. What are your attitudes

4. What are your feelings concerning
5. What would your feelings be if

1. How
1. Describe that further
Prompters :Timemoe sou it 2 et
3. Keep going -
4. Say More 4. Where
5. What else 5. Why

Positive Feedback

Tag.

Whatdoes _____
mean to you?
or...

Whyis ____ S

important to you? u m L]

1. It appears that:

2. So what you are telling me

3. If l understand correctly
4. What | hear you saying

C.E.

1. So one of the things
you are looking for is

2. The thing that is
important

B
Key Need

Ideas - choose one for group

ROLEPLAY

o Break into partners & role play

o Askanagentwhois very effective to model
the 6 stages

i Manager probes a participant in group

i Taperecordareal situation with a client &
playitback

° Video arole play situation and play back at

QUANTUM clustermeeting
MANABG=M=NT
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BUYERCERTIFICATION™
Fill out Committed Buyer Checklist™
i Check firstsection and certify
i Useclose setup
¢ Setnextappointment (Remember: Ifno ap-
pointment, no client. No offer in 2 weeks, no
client)
¢ Come back to office. Meet w/ manager &
clients or find property & write offer on prop-
erty youare going to find.
Remember: Ifterms arenotclear enough to write real
offer without address & amount then they have notbeen
probed.
SHOWING BUYERPROP-
ERTY APPOINTMENT

QUANTUM
MANAES=MENT

Fill out offer and depositreceiptin blank and on clip-
board. Givetoclienttohold while showing property.

i Meet with manager to pre-write offer on
property yetto be found.

i Give clipboard with incomplete offer to buyer
to hold while agent does other things, i.e.
drive auto, show property, Quantum Home
Tour™withkeys. (Remember this communi
catestoclient thatwearelooking for an offer
topresent...not lookingatproperty.)

EHET=MS
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AFTERSETTING THE APPOINT-
MENT

“I'willline up properties for you to write offers on.
Before we see the property, I need for us to have an
understanding. Whatis important to me is that you make
adecision on each property we see. It doesn’t matter
whatyourdecisionis, it’s justimportant to me that you
make a decision so I can tell where [ am with you and
thatIam hearing what itis you’re saying withrespect to
finding your property. A ‘no’isjustasimportantasa
‘yes’.”

“Idon’twant youto feel pressured or pushed into
something, I just want youto make adecision.”

“So (DAY) when we are seeing
your property, be sure to have your checkbook with you
so you can write the offer on the property you choose.
Again, ifyoudon’t wantthe home, don’t write the offer.
Ifyou do want the home, be prepared to write the check
rightthenand there.”

“I'will go ahead and prepare much of the paperwork on
the offerand have itready before we leave my office on

(DAY)

QUANTUM
MANAES=MENT

EHET=MS
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TRAINERNOTES

Being “agent-centric” can cost you tens of thousands of
dollars in lost listing business. To avoid this costly trap,
evaluate your listing strategy based upon the “client-centric”
guidelines below.

1. Begin by determining the percentage of time you spend
“talking” on your listing presentations vs. the percentage you
spend listening. The “agent-centric” trap is to spend most of
the time talking. A more “client-centric” approach is to remem-
ber the old cliché, you have two ears and one mouth. Ideally,
spend twice as much time listening as opposed to talking.
Even more important—take notes. Writing down what you’re
told sends a clear-cut message to the seller, that you really
care about what’s important to them.

2. What is your strategy for connecting with the seller? Is your
strategy to tell them that your company is “number one” and
you’re the best agent to sell their home? If so, this “tell ‘em
and sell ‘em” approach can seriously hinder your listing
success. A more “client-centric” approach is to avoid “telling”
and focus on asking questions. For example, “What features
have you really enjoyed about living in your home?” “What has
been your past experience in listing or selling a home?” “What
are some of the features you would like the buyers to know
about that might not be apparent as they walk through the
property?”

3. Most companies provide a “Seller’s Guarantee of Ser-
vices.” Instead of using the “agent-centric” approach of “tell
‘em and sell ‘em,” ask the sellers what concerns they have
about listing their property. After listening and taking notes on
their concerns, point out the items in your Seller's Guarantee
that address the issues they have raised. Also, let them know
(provided it’s your company’s policy) if your company re-
leases sellers from their listings when the Guarantee has not
been met.

4. The “agent-centric” approach says, “I'm the expert when it
comes to marketing your property.” Instead of being an
“expert,” bring a sample 90-day marketing plan to your listing
presentation and then, along with the sellers, customize it to
fit their specific needs.

5. The “agent-centric” approach assumes that if the sellers list
with you, they will also purchase their next home from you or
give you their relocation business. This “trap” can cost your
business a substantial amount of revenue. To avoid it, offer
the sellers service as a buyer even before they sign a listing
agreement. For example, if the sellers are staying in your
market area, ask them about what features they would like to
have in the next home. Offer to bring them a list of properties
that meet their criteria as well as putting them in touch with a
lender who can pre-qualify them for their next purchase. If
they’re moving outside your market area, offer to put them in
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Agent-Centric vs.

lient-Centri

TRAINERNOTES

touch with your company’s relocation service. Thus,
even if you don’t get the listing, you can still make
money from providing an out-going referral.

6. Perhaps the most costly of all “agent-centric”
approaches is telling the sellers where they should
price their property. As a real estate professional,
you probably have an excellent idea about where the
property will sell. Nevertheless, when someone else
tells us “what to do,” most of us resent it, especially if
the price we have in mind is substantially different
from where the market is. The “client-centric” ap-
proach, in contrast, shifts the agent’s role from being
the decision-maker about the price to providing the
seller’'s with the best data possible in terms of their
pricing decision. Once you have reviewed the market
statistics, the dialogue is simple:

Mr. and Mrs. Seller, you can position your property
where it will be in the 8-12 percent of homes that will
sell next month, or you can position your property
where it will still be listed for sale 30-90 days from
now. The choice is yours, where would you like to
position your property?

It's a New Year. Is it the right time for you to switch
from “agent-centric” to “client-centric?”

Page 18
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DEFINITIONS

JELLY BEAN JAR
TRAINING

Green = Someone they think they will get business

from or do business with.

Red = Anyone they don't wan to call again or who

doesn't return calls 3 months in a row.

PREPARELISTS

—

.Have participants bring their JBJ™ count to train-

ing.

. Identify where individuals/leads came from.
. Create a plan of action to get more leads.

. Verify that they have permission to call

. Look at the schedule to call leads, schedule and
make commitments.

READ HANDOUT ON "SIX
DEGREES OF SEPARATION"

. Have participants read handout.
. Discuss with participants what it means to them.
. Look at potential of each person in JBJ™ know-

ing two other people who they could refer =
network of 600 actual if they stay in touch.

SCRIPTS

QUANTUM
MANAES=MENT

[98)

. Make sure they have scripts.
. Review how well they know scripts

. Roll play and practice scripts

EHET=MS
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Six Degrees of Separation

http://www.newscientist.com/news/news.jsp?id=ns99991829

Email to test *‘six degrees of separation”

19:00 23 January 02
Robert Matthews

An unexpected e-mail from a US university over the coming months may not be spam - it could be
from scientists investigating a fascinating social phenomenon.

According to urban folklore, everyone in the world knows everyone else via just a few intermediaries
- an effect summed up by the phrase “six degrees of separation”.

The number six emerged from an experiment performed in 1967 by the social psychologist Stanley
Milgram, who sent packages to several hundred randomly selected people in America’s Midwest, with the
aim of getting them delivered to target people in Boston.

Each recipient was given some details about the target, such as their name and profession, and was
asked to send the package to a personal acquaintance whom they believed was more likely to know the
target personally. Milgram discovered that on average the packages reached their targets after passing
through astonishingly short chains, typically comprising just six people.

Six Degrees of Separation
01-Feb-2002

The concept of “six degrees of separation,” which is the idea that there are only 6 people between
you and anyone you want to reach, came from an experiment performed in 1967 by social psychologist
Stanley Milgram, who sent packages to several hundred randomly selected people in the Midwest, with
the aim of getting them delivered to target people in Boston.

Each recipient was given some details about the target recipient, such as their name and profession,
and was asked to send the package to a personal acquaintance they believed was more likely to know the
target personally. Milgram discovered that on average the packages reached their targets after passing
through only about six people. In 1998, mathematicians Duncan Watts and Steven Strogatz at Cornell
University showed that Milgram’s finding can be explained by the “small world effect,” in which just a
few people with many different friends can quickly network through otherwise huge networks of acquain-
tances.
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Six Degrees of Separation

Attempts to replicate Milgram’s findings have had mixed results, and even the original experiment
didn’t prove that the “six degrees” effect holds true for areas outside the U.S.

Now Watts and a team of researchers at Columbia University are now using the internet for a global
version of the experiment. They are sending out e-mails that ask people to use their network of acquaintan-
ces to get an e-mail message to targets spread across the world. According to Watts, e- mail is ideal for
testing Milgram’s claim, since there are over 100 million e-mail users worldwide.

Only e-mails between genuine acquaintances will be counted as completing a chain. People will not
be allowed to take a short cut by just looking up the target’s e-mail address.

Watts has set up a website giving details about how to take part, and how to volunteer to act as a
target. “Ideally, we’d like to have, say, 100,000 people, each trying to reach around 20 targets,” he says.
The team wants as many people take part as possible, because they suspect people’s dislike of spam might
otherwise ruin their experiment. Early tests show that only one in four e-mails are being passed on, so
many thousands of people will have to take part for even one chain of acquaintances to reach the target.

So scan your spam carefully, before you push the “delete” button. “Perhaps people can’t be bothered
to pass them on — or perhaps Milgram was just wrong,” says Watts. “Either way, we need lots of people
to take part so we can tell.”

Small world

In 1998, mathematicians Duncan Watts and Steven Strogatz at Cornell University showed that
Milgram’s finding can be explained by the “small world effect”, in which just a handful of people with
very diverse friends can “short circuit” otherwise huge networks of acquaintances.

But attempts to replicate Milgram’s findings have had mixed results - and in any case, the original
experiment fell far short of proving that the “six degrees” effect holds true for the whole world. So a team
at Columbia University is now using the internet to attempt a global version.

Instead of a postal package, they are inviting people to use their network of acquaintances to get an e-
mail message to targets spread across the world. According to Watts, who devised the experiment, e-mail

isideal for testing Milgram’s claim as there are well over 100 million e-mail users worldwide.

Only e-mails between genuine acquaintances will be deemed to complete a chain. People will not be
allowed to short-circuit the sequence by just looking up the target’s e-mail address.
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Six Degrees of Separation

Chain mail
Watts has set up a website giving details about how to take part, and how to volunteer to act as a
target. “Ideally, we’d like to have, say, 100,000 people, each trying to reach around 20 targets,” he says.

The team is keen to have as many people take part as possible, not least because they suspect
people’s mistrust of unsolicited e-mail might otherwise scupper their experiment.

Early tests show that barely one in four e-mails are being passed on. With such a high rate of attrition,
many thousands of people would have to take part to give much chance of even one chain of acquaintan-

ces reaching the target if Milgram’s six degrees apply worldwide.

“Perhaps people can’t be bothered to pass them on - or perhaps Milgram was just wrong,” says
Watts. “Either way, we need lots of people to take part so we can tell.”
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Six Degrees of Separation

Why Math is Amazing

07-Sep-2005

Many of us non-mathematicians are intrigued by the movie “Proof,” the TV
show “Numbers” and the book “Freakenomics,” even though we don’t fully
understand how math problems are solved. Now University of Massachusetts
researchers have invented a new algorithm which solves the problem that has
puzzled mathematicians for years: how does “six degrees of separation” work?
This is the theory, made into a play and then a movie of the same name, that
says that there are only 6 people between yourself and anyone in the world
you want to make contact with.

First of all, what is an algorithm? Wikipedia.com defines it as a set of well-
defined instructions for accomplishing some task which will result in the
solution to a problem. A simple example of an algorithm is a recipe for making a
cake. If you measure all the ingredients correctly and mix them in the right order, then bake the
result at a specific temperature for a specific amount of time, you will end up with a cake.

The idea of six degrees of separation started in the 1960s with two psychologists who devised a
plan: People in Omaha, Nebraska were asked to deliver a letter to a target person in Boston via an
unconventional route: the message had to be passed through a chain of acquaintances. The people
starting the chain had only some basic information about the target individual—including name, age
and occupation—and were asked to forward the letter to someone they knew on a first- name
basis in an effort to deliver it through as few intermediaries as possible. None of the people who
initially sent the letter knew the target individual. Of the letters that reached the target, the
median number of people in the message-passing chain was six.

Computer scientists Ozgiir Simsek and David Jensen were inspired by this research. “What came out
of that study was that we are all connected,” says Simsek. But the findings also raised a number of
questions about HOW we are connected. What are the properties of these networks and how do
people efficiently navigate them?

Participants in the study who efficiently sent the message probably acted intuitively by combining
two human traits that apply to computerized network-searching as well: People tend to associate
with people who are like themselves. Bostonians often know other Bostonians, and the same holds
true for qualities such as age or occupation. The second important characteristic of these networks
is that some people are more gregarious and have many more acquaintances than others. These
people act as hubs, bringing many different people together with one another.

The algorithm that gets a message to the target person most efficiently passes it first to one of
these gregarious individuals with a wide circle of friends, since some of them are likely to be similar
to the target. Simsek says, “In this case, one plus one is more than two.”
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Jelly Bean Jar

Jelly Bean Jar Permission Script

My business is referral dependent. | am putting together a small group of people
who | will stay in touch with on a regular basis concerning my real estate business.

I'd like to include you in this group and what that would mean is that I'd be touching
base with you once a month for a two minute phone call to ask if you know of anybody |
should contact who has any needs regarding real estate. Would that be okay? | really
appreciate that!

Also, in the event that you have any needs or anything that | can get from this group
on your behalf, I'd be happy to pursue that as well.

Jelly Bean Jar Protocol

Fixed in size

Personal contact every 30 days
Look for red ones

Add one - you must drop one

Wb

Page 25



First Jelly Bean Jar Call - People You Know

Introduction

High toned, Enthusiastic
to talk to them, Get
permission to talk first!

Go slow, make sure they
understand what it is you
are saying, pronounce
every word carefully.

In The Group

Let them know you really
appreciate them and
their willingness to
participate. Now give
back something if you
can!

Mailing

Let them know you will be
mailing and offer again to
help them.

elly Bean Jar

First

Hi( name), thisis ( your
name, with Company Name ,howareyou?

Do you have a couple of minutes right now to talk?

Great,thanks....(_____name),asyou probably know
already, my business is "REFERRAL DEPENDANT". | have
been looking at my business plan for the year 2000 and where
| want to go with it, and | have decided to put together a small
group of people. People that | have relationships with like you
that | would stay in touch with on a regular basis as part of
building my future business. And my purpose in calling is
touch base with you and see if it would be all right to add you
to this group. (Pause......) What this would look like is that |
would call you once a month just to say "Hi" and see if you
knew of anybody | should be in touch with that has any needs
in real estate...it would only be a couple of minutes each
month as a phone call...? (Wait for response)

( name), GREAT, | really appreciate this...| promise
I won't bother you with this and if you need anything from me,
that would help you when | am contacting this group, | would
love to do that. | want this to be reciprocal. For example, |
have someone that can or I have included
someone thatwill

Also, | will be sending something out in the mail each month,

keep and eye out for it, | would like your feedback very much.
And please let me help you with anything you need that could
come from the benefit of this group.
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Subsequent Calls

Subsequent Jelly Bean Jar Calls

Introduction

High toned, Enthusiastic
to talk to them, Get
permission to talk first!

Relationship

Go slow, make sure they
understand what it is you
are saying, pronounce
every word carefully.

Let them know you really
appreciate them and
their willingness to
participate. Now give
back something if you
can!

Hi( name), thisis ( your
name, with Prudential Preferred Properties, how are you?

Do you have a couple of minutes right now to talk?

Great, thanks....( name), This is my monthly
follow-up call, just to touch base and see how things are
going. (Wait....let them talk)

How are things with you?

Is there anything | can help you with or anyone in my group
that you need anything from?

Is there anyone you know of that has any real estate needs
that | should be in touch with?

( name), GREAT, | really appreciate this...I'll touch
base with you next month, please keep me in mind, my phone
number is on that ( ) | mailed to you, if some-
thing comes up give me a call...OK?

Thanks again ( name), Talk to you next

Page 27
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8 POINTS OF LEVERAGE
TRAINING

INTRODUCTION

1. The participants in this training are agents who
not yet productive.

2. The purpose of this training is to train them in
thinking about the key points of managing and
influencing their business and to get them to take
responsibility for their progress.

DISCUSSION

1. Have participants write down what they think the
key points of managing their business are. (Tell
them that they will not be asked to share this
unless they choose.

2. Have the group share them and write them on the
flip chart.

3. Build a consensus on the most important.

DISTRIBUTE THE HANDOUT
1. Have participants read handout.
2. Discuss with participants what it means to them.
3. Have participants rate on a scale of 1-10, 10 being
best, how well they are managing their business

with each item.

4. Group discussion on what they observe and how
they could change what they are doing.

PLANOFACTION

1. Have participants create plan's of action based on
this work.
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8 Points of Leverage

1. Time Management (P. I. N. and TIP analysis).

2. Making Appointments (When,What Time Which
Time,How soon).

3. Shaping Your Language

4. Recognizing Buyers (Buyers who Buy...Buy).

5. Establishing Committed Business Relationships

6. Working Coherently (Scientific Marketing)

7. Establishing a Buyer's/Seller's Needs through Prob-
’lgTM

8. Closing as a Process - Not an Event (My assumptions
are:).
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Probing™ Strategy Workshop

Overview:

Often when agents are not making Probing™ appointments, it is because they are not
clear why they should be making them with people who are not about to buy or sell
property. As aresult, they are not effective in communicating why the appointment
would be beneficial to the contact.

This is a BIG mistake. There is always a reason to have a Probing™ appointment with
your jelly bean jar contacts.
Begin: Ask these questions

“How many of you have contacted every one of your jelly beans in the past 30
days...EVERY one?”

“How many of you have made two Probing™ appointments per week on a regular
basis?”

“How many of you have three certified buyers?”

“How many of you routinely ask for an appointment for a Probing™ ?”

Once you see that most of them are in the same boat...ask

What stops you from asking for an appointment?”  Write the answers on chart.
A to B review: Diagram is on the last page

Go through the A - B from the S.E.L.L. training. Draw it on the chart.

Be careful not to lecture. It isinteractive. Wait for the answers before
writing.

= Ais ? (What you have) and B is ? (What you want)
=  Asyou go from A to B, you encounter an ? (obstacle) along the way.
=  Youmakea ?(decision) to ?(pay the price).

= Ifyou choose to pay the price...you continue on the path to B- what you want.
= Ifnot, then you immediately create ? (reasons why not)

= Reasons are reasonable, logical, sensible and rational. Thus they are called

reasons.

= All choices to do other than what it is you want is always based on ?
(fear)

=  So instead of getting to B (what you want) you end up at C. ?
(somewhere else)

= The reasons based on fear and so are a lie. So you have given up the power
over your outcomes to the lie, to fear. In order to recapture your power, you
need to confront the lie and find the real truth. Power comes from ?
(telling the truth)
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Without confronting the lie, you keep ending at the same place, somewhere

else.

If you continue in this conduct, you will eventually fail. In the dictionary sense...You

will fail out of RE to something else.

Look at the “reasons” on the chart. Pick the most Either/Or kind of reason.
baby sitter quit, my kids were sick, my husband was angry about missing a
Sunday...etc.]

This is called “what you resist, you are stuck with”

Let’s look at the reasons a contact should have a
Probing™ meeting with you.

There are four types of contacts (Jelly Beans)
1. Never going to buy, sell or refer.
2. Not going to buy/sell for a year
3. Going to buy in 7-9 months
4. Going to buy/sell soon (90 days)

Never going to buy, sell or refer

[such as my

If they are never going to refer, buy or sell, then the Probing™ appointment will be

valuable for you, so you will know now rather than later. You might be

able to create

a referral source. Your strategy for this person is to make friends and ask for

referrals.

What’s in it for them? They may be interested in real estate market (90% of the

population is)

Your goal is to either stay in touch and ask for referrals or delete them from the JBJ™

Going tobuy/sellin ayear (Long Term)

Then they need to get clear on what the future is for them. Your job together is to
start creating a strategy for what they need to be working on in the next months.

= Financial issues. Many people have to clean up their credit.

= They can get in touch with the issues that are important to them.

(Crystallization)

= [fthey need to sell, they will want to look at issues with the house.

Such as inspections, improvements and maintenance.

®=  You need to become a part of the strategy. Make sure at the meeting
you design a job for yourself. This is where you share your rolodex.

Introduce them to your lender.
= Run a Prelim for them to see if there are title issues.
= Remind them that this is not the time to buy a new Ferrari.
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Probing™

Workshop

=  Your goal is to get permission to call them monthly to update the
situation.
= Contact them every month. See what they need.

Going tobuy/sellin 7-9 months (Mid-Term)
Now they’re in need of specific information and strategies. This is the very active
part of the “Information Gathering” stage. A Probing™ session helps you and them
understand how important information is to them. It is important for them to define
what information is most important to them. Your job is to help them determine what
it is and to provide it.
=  Financial issues are becoming imperative now. Introduce them to your
lender, making sure they get qualified. Work on any credit issues.
=  Property values are now very important. They need to get CMA and
properties that meet their financial and emotional needs. You can provide
this kind of information through your MLS on an automated basis.
= They may need a referral to another city
= Things change constantly and they need to stay on top of their property
value and the value of properties they could buy.
= Some of the issues from the Long and Short-Term apply here.
=  Your goal is to create a relationship where you are the go-to person.
= Contact them 2-3 weeks. Put them on the auto-notify system.
= Ask for feedback on the properties they’ve been sent.

Going to buy/sell in near future: 90 days. Active Stage.
Now they are in the Active stage. Their case is urgent. If they are to act soon, they
have clear and present needs. A Probing™ session here is obvious. This is the
standard real estate client. Everyone knows pretty much what to do here.
= QGetthem to your lender immediately. They need to start the qualifying
process right now. The lender needs to qualify them, check their
employment, verify the down payment, etc.
= [Ifthey need to sell, they need to get it listed and a QHT™ scheduled.
= They may need to do so clean-up, de-clutter and maintenance.
=  They need to know what their personal issues are (crystallization)
= [tis time to look at actual homes they want to buy. Or a referral to an agent
in the area they want.
=  Start showing appropriate properties. You take them.
= (Contact them several times per week.

[In all of these lists, know what needs to be on the list, but ask the agents to
make up the list. They need to work for the information. This is not a lecture;
it needs to be very interactive. They already know all this. Let them re-
discover it for themselves. You may get some great stuff from them.]

So, when is it not in the contacts best interest to meet with you for a needs and strategy
meeting? How aboutNEVER!
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Probing™

Strateqy Workshorp

Get together into threes (twos if it’s a small group) to discuss what you might say in each
instance. Create some dialog to answer the question, “Why should we meet?”

Have them write down the dialogs ideas. Collect them and have them typed up and
distributed.

Live calling session (aka Jelly Bean workshop or Dialing for Dollars)

Create a calling session where they make calls with your supervision. Recognize that it
is going to be a bitch. They will make all kinds of excuses for why not. If it’s a big
group you will need help.

Most likely, this will not be in the same triage session as the previous work. Get a
commitment from them for bringing with them their contact list, including the phone
numbers, to the next triage. Have the calling session then.

They will not have “prior commitments,” it is the regular triage time with the regular
breaks.

This gives them at least two hours and more than a few chances to get through the
process. The first few will be a struggle. If they don’t stay with it long enough, they
won’t really get to the other side.

You need to closely supervise the calls. Listen to them; give them feedback, keep them

going. Force them to actually make the calls and get to the other side of their fear.
bstacle

A: Have B: Want

> yes >

no Decision (yes or no)
1
Reasons

]

Fear-based

\ 4

C: Something else

Fear-based, path to real failure.
Soon, “something else” is out of RE
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1st 10 Minutes

TRAINERNOTES

Purpose:

When given the chance to create a new jelly bean,
agents often forget to get into relationship first. They
either sit back and wait or they go for the jugular.

At the QHT™ they begin to ask about the housing
needs too soon. They start talking about how cool
the house is. On a floor call, they read the MLS
information rather than find about the person.

Count everyone off: 1 or 2.

The ones form a circle, facing out.
The circle needs to be wide, not tight.

The twos find a partner, forming a circle on the
outside, facing in.

The inside is the Realtor. The outside is the visitor.

You are at an open house and have done all the stuff,
SO now you are just talking.

GO. [Give them 5 minutes.]

Ask each partnership what the housing/real estate
needs of the visitor are.

Most of them will have an answer. Get answers from
each twosome before commenting.

If there is anyone who says | don’t know yet... That is
the right answer. Say so.

If there is nobody who says | don’t know yet, ask
each of them what they know of a personal nature
about the visitor. If they say they have children, ask
how many? What ages? What activities do they
engage in? How long have they been married? They
won’t be able to answer, because they didn’t get
personal.

You will have to make up the follow-up questions until
they can’t answer.

Then ask, “What’s the point?”

[Spend the first five minutes getting personal. You
need to get into some kind of relationship first]
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1st 10 Minutes

Now the outside is the Realtor and the inside is the
visitor.

[Give them five minutes again.]

Ask them again what they know of a personal nature.
[Ask a few. Asking all of them my take too much
time]

Switching.

The inside ring stays put and the outside ring moves
one person to their left.

Do the exercise again. 5 minutes each.
Next five minutes:

After they finish with the second round, have them
rotate again with new partners.

This time they will do the first five minutes, you call
time and during the next five minutes, they need to
ask questions that uncover a hot button. Something
they can create a drop-by appointment with.

[Extra credit: Look in the manager’s manual for a list
of “hot buttons” Make a copy of it and cut them out.

Give one to each of the players. The Realtor can
then try to uncover the hot button.]

Let both partners participate.

You should now be out of time for the workshop.
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JBJ™ Another Look

TRAINERNOTES

This could easily be two

workshops or one long one. Purpose:

Often we lose track of the meaning and value of the
Jelly Bean Jar. We, as managers and trainers, begin
to look at the immediate picture: Where is the very
next deal coming from?

Our charges, the JTM members are naturally looking
there. They want to get paid before they go broke.
The want to graduate and get out of the program and
on with their lives. Problem is, that is “Real Estate as
Usual-101”

Of course we want to get the deals done, and sooner
than later. But if we lose sight of the long-term
benefits of the JTM program, we let it devolve back in
the swamp of REaU-101. The thing we can give the
JTM members for life is the Jelly Bean Jar that
provides business ad infinitum.

Step one:
See where they are in the development of Jelly
Beans and the quality of them.

On the flip chart, draw 5 lines/6 columns vertically

like this:
JTM Total From Prospect |45 Days | JTM
Name # JB's QHT's Buy/List | Time/Mo
MB 160 40 10 3 5
BG 47 6 1 0 1
BH 200 50 15 4 6
Etc.

Ask each person to estimate the total number of Jelly
Beans, How many of them walked into a QHT™
(meaning not from permission gathering, SOI, the
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JBJ™ Another Look

TRAINERNOTES

PTA) They parked their car, walked to the door,
signed in and had a tour, whether or not they gave
you an appointment.

Talk about the fact that the QHT™ people (and Floor
calls) have made a definite move to indicate they
have something going on in their heads about real
estate. The statistics tellusthat ___?__ (82%) of
them are going to buy or sell within ____ ? (9
months.)

Choose the best, fullest, highest number of jelly
beans to do this math:

Draw on the Flip Chart:

There are 200 total JBs
QHT (above the line)

40 JB

X 60% (Real buyers and sellers. We're being
pessimistic)

X 50% (The ones that will work with you)

- 2

12 Transaction (trick: 50% x 60% is 30%; so use
30% of JBs)

40 calls/month X 5 minutes/call X 12 months =
___?__ (2400 mi)

2400 minutes 40 hours (divide by 60 min/hour)

For 12 deals = 3:20 hours to get TO the deal, not to
complete it.

(Another math trick: It is going to equal the # of QHT
JB because 5x12=60 then you divide by 60.

Meaning that every JB is one HOUR per year!!)

Everything Else

160 JB

X 10% (Real; we’re being optimistic!)
X'50% (your share)

= ?

8 Transactions

160 calls/month X 5 min/call X 12 month=__7__
(9600 minutes)

9600 minutes =160 Hours

For 8 deals = 20 hours to get to the deal.
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JBJ™ Another Look

TRAINERNOTES

So what is your job as you call your JB’s?

(Find the red ones quickly and efficiently, stop trying
to turn sand into gold.)

Remember, you do not have to lose the red one
forever, you can just include them in your SOI or
other contact list.

The flip chart is everyone on the planet (not to scale)

Outside circle are people you’ve met somewhere.
May not know your name.

SOI (Red) is your sphere of Influence. These people
know your name.

JB Jar are your best. These are the people you think
are going to buy/sell w/in 9 months AND you have
talked to them in the last 30 days. Green dot is your
referral sources (Raving Fans)
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JBJ™ Another Look

You get JBs from your SOI and QHT.

You MAIL only to your SOI. It will grow over time as you drop out jelly beans from the Jar
into SOI. You mail to this group to keep reminding them how you work hard. This insures
you will get the “accidental” business from your family, friends and SOI.

Call your SOI QHT to
for referrals meet new
people
SOT

People you’ve
ever MET

That’s looking “down” at the Jelly Bean Jar. Let’s look at it over a timeline.

This is just a part of a Jelly Bean Jar analysis we did in San Jose:

We asked Brian Sheumaker to guesstimate when he thought his JBs were going to mature
and do something. He put that into his Jelly Bean Jar database and exported it to Excel
spreadsheet. Then we calculated the days to maturity and graphed it.

What you see here is a snapshot of what his business timeline looks like for nearly the next
year. Who to expect in 30 days, 60 days, 90 days, etc.
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JBJ™ Another Look

Another Look at Your Jelly Beans — JTM Workshop

Now some if not all of the JBs may move forward, but he can see what his future looks like.
He can “see around corners”

Days to Buy/Sell

Ravi | : : : : : ]
Cheryl |
Mantreh
Barnaby |
Felix |
Niki & Dayle |
Regan &
Mike & Ane |
Jennie |
Dana & Greg
Jasmine |
Peter 7—‘—‘-|
Edward & | :
Maria & Daniel ]

Philip S
Mike |
Mike & |
Mary & Donald
Ti

Jordan |—=
Pavel =3
Abdollah

0 30 60 90 120 150 180 210 240 270

Here is another way to look at the results from the Jelly Bean Jar activity:

# Calls (JB) % Real (Green) % Yours # Deals
200~ 20% 20% 8
200— 50% 20% 20
200~ 50% 50% 50
200~ 60% 60% 72
What this means is that you start out with the same basic results as if you did not do the Jelly
Bean Jar.

1. Asyou continue to call them, %Y ours increases.

2. Asyou drop red and add green, the %Real increases.
The number of actual calls remains the same. Because both results increase at the same time,
the increase in results is dramatic.
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Choosing Success

TRAINERNOTES
Purpose:

People are not making calls to their Jelly Bean Jar,
not making Probing™ /Strategy appointments, are not
holding QHT, or resisting other prospecting
activities.We need to re-focus them on those activi-
ties that drive their business.

Materials: Twoflipcharts

Begin:Start with the right hand Flipchart:Write every
person’s name/ how many people they talked with/
How many appointments

Then ask is that what you set out to do?Is that
enough appointments to drive the career or business
you want? Write yes/ no

Notice how many NO’s there are.

Mary 10/2No
Susie 0/0 No
Joe 22 Yes
Fredetc 5/0 No
etc. etc.

Flip to next page on the chart.Collect the reasons
why not, what stopped you, etc. From everyone.

Ran out of timel

was sick

Son’s birthday
Feltdepressed

Kid’s fault

Had to show property
Etc.

Now go over to the other chart.Draw a line across the
middle.

In the upper box, ask the group to define what $450-
500K (or whatever success looks like in your area.)

On the bottom, what does failure look like (two
transactions peryear)

Page 46



Choosing Success

TRAINERNOTES

$450 per year

$4 Million in nest egg

Paid off house

Kids at expensive college
Vacations anywhere in the world
The esteem of my colleagues
Two Mercedes

Etc

$10K per year (or two Transactions)
Lose the house

Kids in City College

Debt/Bankruptcy

Etc/

Pushing a Shopping cart.

Go back to the first chart, flip to new page.

Draw the A B

Have the group fill in the answers:

Ais [What you have]

Bis [What you want]

Along the way you come up against an obstacle.
You are required to make a [decision]

To pay or not pay the price.

When you decide not to pay the price, you immedi-
ately create [reasons]

These reasons are always based on [fear]

The reasons are always a [lie]
Power comes from [telling the truth]

In order to get to B, you have to get back to A.

You cannot get to B from C.

You cannot get there if you hold onto the reasons as
reality.

You can only get to A to get a new start when you
figure out that the reasons are not the truth.

So looking at the chart you just built, which is A and
which is B?

That means that when you are making a choice to
call or not to call, for instance, you are not choosing
to call or not make the calls. You are choosing
between having your kids in great colleges or pushing
the shopping cart.

So what’s it going to be?Nest egg . . . Bankruptcy?
[use the stuff they picked]
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Choosing Success

TRAINERNOTES
Now form into diads

Pick first and second person.

First person: You Probe: 10 minutesTalk about what
success looks like for you. Real success.Describe
your life at that levelTell me the good newsTalk about
what would be different from nowWhen have you
experienced being highly successful in the
past.Describe that..

And soon...

Change partners: 10 minutes.

First Person: You Probe: 10 minutesDescribe failure
for you.Talk about the changes you would need to
make if you only made $10 per year.When have you

had an experience of failure?Tell me about that.

Change partners.
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Probing™ a Seller

TRAINERNOTES 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.

Setthe 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. Itis
CENTRAL to the process of Probing™ .
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Probing™ a Seller

TRAINERNOTES

Who needs to be in charge of the process?

(They must be in charge of it. We can only facilitate
it. Itis 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?

§ Welearn what theirissues 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 promis-
ing 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
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Probing™ a Seller

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

4. Identify the 2-3 most important issues

5. Drilldown to the underlying meaning for those
issues.

(About 5 minutes apiece)

6. Ask forthe 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
toresolve?

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
ealtor?

Have they considered FSBO?
What are the issues with leaving this house?

What are the best features of the house?

Ww W W W JU W U Wy W Wy WD

What are the drawbacks to the house?
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Probing™ a Seller

TRAINERNOTES

§ How is your work involved in the decision?

What are some ways to ask Directives to uncover
thisinformation:

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...

§ Tellme 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
forchanging.

§ Talk about what makes it difficult to leave this
home.

§ Tellme 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 needto
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.
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Probing™ a Seller

TRAINERNOTES § 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 orderthem 1-2-3.

Begin, as always with a Directive:

Talk to me about 15t Feature/Is-
sue

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

Whenthey rundown...

§ What does it look like

§ Howdoesitinfluence...

§ 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
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Probing™ a Seller

TRAINERNOTES 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 | cannot best serve your
interests.

You may decide to list and sell with me.
Andsoon...

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

[restate your job] | 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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Not Making JBJ™ Calls

TRAINERNOTES
Purpose:

The whole purpose of having and building a Jelly
Bean Jar is to have future business waiting for you
when the future shows up. The only way to have that
be so is to keep in relationship with your JBs over
time. There are a thousands reasons why not to do
it. Remember: itis ALWAYS fear-based behavior.
Our purpose with this workshop it to uncover the fear.

NOTE: Itis a good workshop to do before a Jelly
Bean Jar call-session. Make sure everyone brings
their Jelly Bean Jar list and has made a commitment
to calling for at least an hour afterwards.

Begin:

Write on the flipchart the reasons they have not made
the calls they need this week. Each week, they need
to call 25% of their Jelly Bean Jar. You might write
down the Number of JBs in one column and the
reasons why they didn’t call in the other. You will use
the reasons why not later.

Go to the other flipchart.

Point A to Point B

Draw the picture as you go.

Remember this is interactive. Don’t write the words
on the chart until they give it to you.

Ais what you (have) and B is what you
(want)

On the way from A to B, you encounter an
(obstacle) along the way.

At the obstacle you are required to make a
(decision) Yes or No. You must decide to

(pay the price.) [A decision, not a choice. Decision
is binary.]

If the answer is Yes...you continue along the way to
B. If the answer is No, then you immediately create
the (reasons why not.) These reasons are
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Not Making JBJ™ Calls

reasonable, sensible, rational and logical. Thus they
are called reasons. They are why doing what is not in
your best interests seems right.

They are always based on (fear.) Any
choice to do what is not in your own best interest is
always based on fear.

So on your way to B (what you want) you end up at C
(somethingelse.)

Until you uncover and confront the lie that is in the
reasons, you will remain at C until it becomes “failure”
in the dictionary sense. You will fail out of the
business into something else.

If there is fear in the decision and the reasons are not
the truth, then you have given away power over your
outcome up to fear. You cannot change your out-
come until you uncover and change the lie that is at
the root of your reasons.

Power comes from (tellingthe TRUTH)

What you resist, you are stuck with. If you resist the
truth and cling to the reasons, you are stuck with your
“somethingelse.”

Now go back to the other chart and choose just one
very reasonable reason and debrief it.

If you can, choose one that looks like Either/Or
thinking. “My kids were sick, the baby sitter quit.”
That’s the Mommy syndrome. If you can get some-
one to work through that, you can really make a
difference.

Just do two or three.

If you have time (don't let this go over an hour) Put
hem in twos and let them debrief their reasons.

Obstacle
A: Have B: Want
> yes >
no Decision (yes or no)
l
Reasons
l
Fear-based

C: Something else

Page 58



TRAINING
#13

QUANTUM
MANAES=MENT

EHET=MS

Page 59 Action Monday Managers Manual ver 4.pmd
© Quantum Management Systems
and Douglas M. Yeaman
All rights reserved. May not be reproduced
without permission
1992,1995, 2000, 2002, 2003, 2004, 2005



Probing™ --Drilling Down

TRAINERNOTES Purpose:

Once we get the process of filling the grid, the
question becomes “How do | then get the client to the
point of crystallization.” We often get them to an
emotional need, but it may not be the driving or most
underlying need.

For instance, they’re talking about the Kitchen-Great
room. They’re talking about having family and friends
over, having fun together and entertaining. Entertain-
ing is one of the needs, but in most cases the
underlying or driving need is love and esteem, often
in the context of nurturing and expressing love for
family or belonging to their clan or tribe. There are
often powerful feelings and emotional needs well
beyond entertaining at work here. These are often
unexpressed and unconscious.

Set the Room up:

Put the group into triads with a Prober, Probee and
Coach. Rotate clockwise.

Have them already in the triads before you start with
the material so they can begin the role play immedi-
ately.

We are only going to practice this narrow piece of the
process, not the whole thing so each person can go
through it several times.

The material (the Trick):

If a person can actually experience, or in many cases
re-experience an event in the past, they can easily
crystallize on its meaning and importance for the
future. Remember the Skier’s experience in the
Probing™ training. We just took them back to the
event and rewound the tape over and over again.
Thelanguage:

As always, begin with the Directive.

“Tell me about [the feature.]”

Encourage them to continue, giving them positive
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Probing™ --Drilling Down

TRAINERNOTES feedback, prompters to give them permission to go
on. When they wind down. Start in with Modifiers:

Who
What
Where
When
How
Why [carefully. Why can cause defensiveness!]
It is usually be to phrase it with a how or what.

Get them to BE in the place:

What color are the walls?
Where are the windows?
Describe the furniture.

What's on the walls, floor, etc.

Then begin to populate it.

Who is there?
What are they doing?
What are you doing?

Then get to the feelings

How do you feel, being there with them?
How would | feel, if | were there?

Now see if there is a childhood memory that is
connected

[Remember the story by the UCLA psychiatrist.]
When in your past have did you see or experience
thatbefore?

What was that like?

What were your feelings then?

[TAG]

What would it mean to you to have that [feature?]
Please, here, don’t stomp on their experience.

Don’t reiterate every word they’ve said. Just keep it
brief:...

“What would it mean to you to have that kind of
Kitchen- Great Room?”

“How would your perfect Kitchen-Family Room be
importantto you?”

Start the role play:

Since we are only going to practice a narrow slice of
the probe, ask the Probee what is the most important
place in the house. Start from there.

Go around the triad twice at least.
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Outlook to Manage JBJ™

Background:
It is a lot of hard work acquiring your Jelly Beans! You spend hours:

printing up and passing out invitations
getting sign permissions

putting up signs

taking down signs

building relationships, and

making and keeping appointments.

When there are only a few Jelly Beans in your Jelly Bean Jar, managing them is simple. But, your
Jelly Bean Jar can become very unmanageable, confusing, and frustrating, if you don’t have a good
system set up from the beginning.

Juggling:

We are, in effect, jugglers. Anyone can “juggle” one or two objects in their hands - you don’t need
any training, or foundation, for this task. But the lack of training (foundation) becomes apparent
very quickly when just one or two more objects are added into the juggling act. However,
someone who has trained and knows the proper techniques can add a humber of objects and
handle them effortlessly.

If we don't have an efficient method of handling our Jelly Bean Jars, you will lose some of your
hard-earned Jelly Beans - simply because they “fall through the cracks”.

Who Can Benefit From This Training:

Everyone. Even if you're using another database, or contact management system (ACT, Top
Producer, Goldmine, etc), there’s bound to be “foundational” items here that can be applied to
other systems.

Let's Begin...
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Outlook to Manage JBJ™

Key Things To Remember:
1. If you haven't selected a contact management system yet, and you have Outlook on your
computer - use it.
a. It's the most widely-used system, and you can transfer (export) your data to
something else later if you need to.
b. If you don’t have Outlook, or any other system, Outlook is probably a good choice to
invest in
2. You will need to invest some time entering your new contacts into your Jelly Bean Jar.
a. Notice the word “invest” - you will be paid back in time saved by doing this early on.

Whatis Outlook?

Microsoft Outlook consists of 4 parts:
1. Email - this is a more powerful email

system than Outlook Express Pde g Yew Go ook fctios Heb
2. Calendar - (self-explanatory) Pl =) 4 3 K || aBeoly gReplrtodd  gFonuand | ) SendiRecent =
3. Contacts - thisis what we're focusing || s seeny seftwers st s B
on for thistraining I
4. Tasks — your To Do list Favorts Fokders * [ @) From Subject
5. Notes - These are not the same as the } Inbeyx i Parsonal Fokders
H H . ) inbax = Dales Monsday
Notes within your Contalcts. Think of P
these notes as electronic “Post-It” Notes -4 For Fallow Up [17] 1§ Lorens Barkac T
ol S BT 4 @ Lorens Baker Huxkiebeny
A M Foidors 1 @ Loens Baker 50 Huekisberry
o 2 Pargansl Folder i Lonene Barkes RE: [Murrbe: SPAM] 1
& Deleted Ttems
_J Orafts = Date: Two Werks Ago
i Fed 4 Johnlshrer Rt 2007 5% Creama
= L Ik
i Irfected = Date: Three Weeks Ago
R 1 Sealey, Lawrel {Inang) Erand Foroer fRiefe
] b
T Cruarartine - | Ly Lehinan Rz Ly Lpiabe
4 Serk Thaers
5 (3 Syrc bisuss =l Dates Lask Menth
al Lidd Seanch Foiders 4 K. Shoemaker Fes Loophist Lty
& (5 Persoral Fokers
= 2 Personsl Folders =l Dates Older
I ._..- '-'Mimaudn-'.r Res Mkt upsdate
) Mail
A Cateriar
| Contacts
é—_i Tanks
| Hee—
=T
50 Themms:

g Start B E B b - Morosoft Ot |0l Regete -

Page 64



QOutlook to Manage JBJ™

Select Contacts & your contacts appear on the main screen. Typically like the image below. If
you have an earlier version of Outlook, the sidebar will not be there, you will need to follow the
“select” directions

FAOLD SLOTTET OO TV e, SCE Lo

| © s Pleasanton, Ch 94553

() Seller || Business: {9251 730-4060

| Business Fax: (925) 730-0247

| | Mail E-mail: maxmls@Fnis,com

| -~ calendar Beaudette, Brad

| e : 1021 Blossom Hill Rd, Suite &

| SE[ Contacts San Jose, CA 95123

| Business: (408) 723-6612

| ;’ﬁ Tasks Mobile: {408) 885-7176
Business Fax; (408) 979-1535

| ‘_J Notes E-rnail: brad.beaudette@. ..

| L 2 |

1007 Items

T—u—- - - : . 2 = : |
i (4 Cantacks - Microsafk . r & Us

Next, either double-click a contact you want to change, or select File / New / Contact to create a
new contact. You can also click the "New” button at the top left corner of your screen (may be
different on your computer).

| Contacts - Microsoft Outlook

! Flla | Edit  Yiew Go  Tools  Actions  Help

| Mew ¥ "M Contack CErHM Find

_ Dpen b (& Distribution List Chrl+Shift+L
| I Close All items 4 Folder... Chri+Shift-+E -
] Sawve s, Mawigation Pane Shortout. .
I Save Attachments * |(3d| MalMessage  Ctrl+Shift+M J;::ss
] Folder ¥ |5 Appointment ChrlHShift+4
] Daka File Management. .. j Meeting Request  Ckrl+Shift+0 3;;';7;
] - Import and Export.., | Task Chrl+3hift+k. Tose
% Archive. .. 12l Task Request Chrl+-Shift+LI ;s;;:ss
] Page Setup » éﬂ Journal Entry Ctrl+Shift+1  |siness
J1|2 printpreiew | nete Ctri+shiften [l
] M print... Chrl4+P i@ Internet Fax Cbrl+5hift+x pgas, !
| Wark OFfline Choose Form. .. aﬂ?:;
] Exit Outlook Data Eile. .. :'me_:
] ) ABCs 1030 E, El Camino Real, PME 357 =mall
] P ‘ ‘ Sunryvale, CA 94037 Reit=.
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There are four general areas of Outlook Contacts that we’ll want to fill in:

1. Name, Phone Number(s), Address

2. Notes

3. Categories 1. Name, Phone

4, Other Fields - behind the “Details” tab Number(s), Address

| = Untitled - Contact

i Flle  Edit  Wiew psert  Format  Tools  Actions  Help
i llsaveandClose A Y| S 0 | ¢ 7 50 & - ~ 3 '!
| Generdl | Detafs | activities | costficabes——al Figlds /
[FuII Marne. .. ]/H/ E-mail... E]! I
Job title: — Display as: | i

COmparny/ Wweb page address: ! |

[

L

| AN
File 2% | IM address; |

Fhogfie numbers

/IBusiness... ]E] | |

Horme. .. ]E]! |
[Business Fax... ]EH |

| [mebite... =] o I /

Addresses

Busingss. .. E]

[ This is the mailing
address

-
/
2. Notes
3. Catagories
[ [ Conkacts, ., ]| | [Categories...] [ | private []
! 72 B & |8 contacts-Miorosoft ... [ Untitled - Cantact '"!EILI::iru; I:Z:Iutl:n::.Fn:nr' .. | W Using Outlook f<=\ 11:49 F"-'1

Name, Phone Number(s), Address
1. Be consistent in your formatting (i.e. (408) 999-9999, or 408-999-999, etc)
2. Be sure to put the address in the correct address field (Home, Business, Other - default is
Business, but we will generally have Home addresses)
3. Be careful not to add any extra characters (spaces, etc) — particularly, before the
information. This can mess up sorting later.
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Notes
1. Putin everything you can think of right after you first meet the Jelly Bean. This will help
you remember them, their likes & dislikes, etc, when you’'re keeping track of 199 other

people as well!

2. Whenever you talk with them, mail them a personal note, leave them a message, meet with
them, etc - make note of it in your Notes field.

3. Always, always, always start each note with the date. This makes a great contact log &
makes it easy to check information.

a. TIP: When you're making lots of calls & appointments entering the date all the time
can be a pain. I bought a little software add-on for Outlook from Sperry Software
that automatically adds today’s date when I do a certain key combination. This also
ensures I enter the date in the same format every time. It cost $14.95, and is
available as a download from:

http://www.sperrysoftware.com/Outlook/Insert-Date-Time.asp
4. You can also have a pre-made template for specific information like the bottom of this note
log. Keep it in Outlook Notes so you always have it.

Referral from Craig Paladeau. Buy around Oct 2007, Lease till then. Craig gave me her A :
cell# 307 and is going to call her to let her knowe. Called 3507 & left a msso to [
intfroduce myself. 2607 - called me back., Set probing appt for nextWednesday at '
a:30pm. Called me 3A07-to confirm Wed is ok [eft me mssa.

Heather Headley [heatherheadleyi@amail.com) |

Craig has them approved for $520 - $540k to keep their monthly comfortable.
0452452007 - talked to Heather. Interested in seeing one property, but an vacation May
4-13. She'll call me with & time to see it. ‘

214507 - Probing appt. =$600k, SFR not TH ‘

0453007 - left mssq.

050207 - left mssg for Heather (she left mssa last night). Please send propetties to me
and lets tentatively plan on looking at them YWednesday, May 16th - Spm?

0af0307 - email conf. May 19th, 11am: |
- 5229 Roeder Rd, San Jose 95111 - MLS: 702367 [
- 434 Stroud PI, San Jose 95111 - MLS: 7177049 '
- 621 Dadis Way, SanJdose 95111 - MLS: 720744

- (P5) 503 War Admiral Ave, San Jose 95111 - MLS: 716302

0551 4007 - 2:36 PM Talked to Heather to set up this weekend's appt. 3pm Saturday at
5229 Roeder Rd.

QB/01107 - talked to Heather about next tour.

06007 - left mssg

In Process: Active

Mext Step: Show property
Loan: Preapproved with Craig
Exclusive: Signed
Timeframe: Juneidualy

1lmmdlhne: Fravnlen

| Cateqories. .. !F'.J Buyer, JB, Mail, Weekly | Private [_]

f @I Ilzing Cukloak F. .. f & Using Outlook
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Categories:
1. This is what makes Outlook so powerful. Once you have your Jelly Beans in your Outlook

Contacts, you'll be able to pull them up in a variety of ways.

a. Are you going to do drop offs in an area of town you did your 5th Quantum Home
Tour™ in? Pull up your Jelly Beans from QHTS5, then you can print out the list and
you have all the addresses in your hand.

b. Do you just want a list of all your Jelly Beans? Perhaps to make your calls? Pull
them up by the JB category and they’re all there.

2. Suggested Categories (I prefer to use shorter names, "QHT1"”, rather than "Quantum Home
Tour™ #1")

a. JB - this contact is a Jelly Bean

b. QHT1, QHTZ, ...which Quantum Home Tour™ I met them at, or door-knocked for.
Some Jelly Beans are in multiple Quantum Home Tours.

c. Weekly or Monthly - If they're doing something sooner than later, I categorize them
as Weekly contact. If their timeframe is further out, they’re a Monthly contact.
This is helpful for determining your Hot Jelly Beans.

Buyer

Seller

Buy & Sell - if they're going to do both

A, B, C or D - completely subjective ranking depending on how serious they are, how

soon they intend to do something, and how confident I am that they are "mine”.

Visitor / SignPerm or, Walking — I think we need to add these. If they walked into a

QHT, they're a Visitor. If we met them door knocking, they are “SignPerm”, or maybe

“Walking” - I think I'll use *Walking”. They may be both, and that’s okay.

i. Mail - this is relatively new for me. Everyone on my monthly mailing will be assigned
to this category. I used to mail to all of my A, B, and C people, and my JBs, but it
will be easier to just pull up “Mail” and do a mail merge. Alternatively, you can set up
a “View” that pulls up all the desired categories.

5 enroa
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3. You can create as many categories as you want and also delete the built-in ones you don’t
want.

a. Click on Categories button at the bottom of the Contact page

b. In the pop-up, click on Master Category List

c. In the next pop-up, type in the new category exactly as you want it, and click on
Add.

d. Click on OK, and your new category will be in the Categories list for you to select/
deselect.

Master Category List E|
j Mew category:
_| Imew Category Mame | [ add ]
5 " ooy
L Ikemis) belong to these categorig | = Delete
B
Business =
By & Sell
= &vailable categories: E'-"*"Ef
[ ] A | chimney Inspection
[ 1a Customer
A D
|| Baby Sitter E
[ | Business Expired
T Buy & Sel Family-Erian
ml 4 Farnily-kelli
| Cwer Fencing w]
i Chimney Inspection
|| Custamer [ DK ] [ Cancel
[]D
FlE
Expired v
Ok ] [ Cancel ] [ Masker Category List. ., ]
J [ Categories. .. :] | | Privata T

.I & Using Outlook f "T_l_?Tur‘l:u:nF'assl.-'-.uznrn:ls Des, .. SO g = ‘J_J:'\‘} 1:12 A

e. TIP1: When assigning categories to a contact, you can pull up the Categories list (as we
just did, above), and select/deselect the desired checkboxes. Or, you can just type the
Category name (exactly) in the Categories field for your contact. If there’s already Categories
in the field and you want to add a new one, just put a comma at the end of the list of
Categories, then a space, then type in the name of the category.
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f. For instance, if the contact already has: “A, Buyer, JB, QHT®6, Visitor”, and they've
just walked into your 8™ QHT, type in *, QHT8” at the end of the list, and that’s one
of their categories. Just be sure the category is in your Master Category List.

g. TIP2: When you have a long list of Categories and you pull up the Categories list,
just type the first letter of the Category you want, and the list will go right to that
letter.

h. TIP3: If you name your categories _CatName, the underscore will force it to the top
of the list.

The Details Tab:
1. We get a little creative here, and use these fields to track information that’s not listed in
this tab. You'll need to keep track of what each of the fields used is really tracking.
2. Tracking your last contact with the Jelly Bean:

a. This is the section I use to track when I last contacted my Jelly Beans. There is a
Follow Up function built into Outlook, but I've found the pop-ups associated with it
annoying, and it doesn’t work for me personally.

b. Assistant’s Name Field - I use the Assistant’s Name field to track the date I last
contacted my Jelly Beans. One of the reasons I picked this field is that it's one of
the fields that synchs with my Treo cell phone. Therefore, all of my data is available
right on my phone.

c. Using the Sperry Software add-in, I can just click in the Assistant’s Name field and
put today’s date instantly in the field. And since the formatting is always the same,
it can be effectively sorted when I look at all my Jelly Beans at once.

d. Note: You could use any of the fields you want in the details tab, just avoid the
Birthday and Anniversary fields

Be extremely careful about using the Birthday and Anniversary fields. These fields
automatically create a recurring annual appointment in your Calendar for whatever
date you assign. And, even if you change these dates, the original recurring
appointment remains! These recurring events show up at the top of the Calendar,
which actually pushes your Calendar down on the screen, and makes it very difficult
to see.
3. Tracking your Jelly Bean’s “Action” Date:
a. You can select one of the other fields to track when you believe your Jelly Bean will
buy/sell
4. Tracking your Jelly Bean’s "Met” Date:
a. It's advisable to use one of the other fields in the Details tab to track the “Met” date
- when you met this Jelly Bean.
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1. By tracking this information, you’ll be able to pull up a list of your Jelly Beans according to:
a. When you last called them/who needs to be called.

i. TIP2: This is also handy for tracking the number of JBs contacted that week
for your weekly report. Just sort by date contacted and count the ones
contacted that week.

b. Who's the hottest Jelly Beans - those whose Action date is coming up soonest.
You’ll want to add them to your Weekly category.
c. Track the “incubation” time of your Jelly Beans - from date met to action date.

| F® Untitled - Contact

! File Edit Wew Insert Format  Tools  Actions  Help

EHﬁaveandCluseH%Lﬂ T, P T~ [ ;v!

i General | Dretails i Activities | Certificates ._ Al Fields
Department: || | Managet's name: |
Office: | | Assiskant's name: |
Profession: i |
Mickname; | | Spolse's name; | |
Title: | v| Birthdan |N|:|ne v!
SUFFi: | v| Anniversary: |N|:|ne !

Cnline MetMeeting settings

Directory server: !

E-mail alias: |

Internek Free-Busy

Address: |
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Using all of this information
When you first pull up your contacts, it probably looks like this: This is the default 2003
contacts. You can go directly to the name by clicking on the letter on the right.

| Contacts - Microsoft Outlook
i Fle Edt WView Go Tools
HEE[A= WS SN
,‘i" Sperry Software Add-Ins !

Ackions  Help Type a question for help =

i v | i‘)Fi_nd | [ Type aconkack o find

-le @

| Contacts Contacts Bar - Ber FE
] My Contacts 123
] ¥ Bartlett, Pauline Becky Belton, Stephen R. Benzing, David C
Lm. S Emeritus Ave Business: (408) 225-7932 2504 Samaritan Dr, Suite 10 1203 Foxworthy Ave ]
] | Contacts in Personal Fe Rutland, ¥T 05701-2525 San Jose, CA 95124 San Jose, CA 95118 b
] 85| Contacts in Personal Fe Bedford, Joanne Business: (4087 356-9171 Home: (403) 265-4342 [ =
] | current view Barton, Mark 1086 Blossom Hil Rd, Suite 200 Business Fax:  (408) 356-5645
Business: (4083) 406-9876 San Jose, CA 95123 Berean Cd
] @ Address Cards Busingss: (408) 264-1994 Beltron, Tony 1375 Blossam Hil Rd # & e
|| © Detailed Address Cards Baske_ts by Bev Mabile: (408) 605-5241 Business: (408) 363-0300 San Joss, CA 95118 [
J| © phanelist 5042 Tiberan Way Business Fax:  (408) 264-1995 Business Fax:  (408) 363-0304 Business: (408) 265-1833 o=
] © By Category gan. Jose, Ch 95(143008) e E-rnail: jbedford@carners... E-mail: tanyi@mabcon.com a R i
usiness: - erger, John h
] O By Company Business Fax: (408} 378-5040 Begas, Warren Bender, Joy 2956 Aulin Dr E
| ) By Location E-mail: basketsbybev@s... 1073 Hedgecroft Place E-mail: Joy.Bender@chn, . f'an Jose, CA 95:‘12? Lol
San Jose, 4 95120 Qrne: 4l
By Follow-up Fla !
J & b e Bay Area Gadgets Home: (408) 997-7210 Benedetti, Winifred o k
] O #BC 2165 Stout, James. E-rnail: warreni@begas.net Follow Up Flag: Follow up Berna.scon.l, Brian [I
] ) AECs 1030 E. El Carino Real, PMB 357 1009 Blossom River Way, #262 750 Uriversity fwenue, Ste 150
O ABCs & el Sunnywale, CA 94087 Beitz, Chetie San Jose, CA 95123 Los Gakos, Z4 95030 m
] s & Quarterly Business: (408) 393-4779 o - ! E-mail: Brianb@apr . com n
O Buy & Sel g £ 204 West Main St
] E-mail: james@bayareag. .. Grass Yalley, CA 95945 Benne, Bambi . =
] O Buyers Business: {530) 470-8628 0. 265 Ingram Court Berry, Jacquie en
) Hok Prospects Bayeast (SAEAR_) ] Business Fax:  (530) 470-0485 San Jose, CA 95139 231 ?'WCYCR:gng P
] 7901 Stoneridge Drive, Suite 150 _rail: herisbeil hegl E-mail: bambi@theodyss. .. 4h Jose, q
O JBs E-mail: cheriebeitz@sbcgl... .
Pleasanton, CA 94555 S E Business: (408) 226-2437
] O seller 3 - E-mail 2: bambibenne@sbc. .. ) ¥
] v Bus?ness. (925) 730-4060 Bell, Robert Busm.ess Fax: _(408)_ 226-2121
; Business Fax: (925) 730-0247 719 willow Glen Way Bennett, Bob & Alice E-mail: jacquis@cadatas. .. [ E
Mail E-mail: Is@Fri [
] .,.ﬁ mail: maxmis@inis.com San Jose, CA 95125 1 Gowvenors Lane , t
] ”ﬁ Home: o1 Shelbourne, YT 05462 Berry, Kim E
4] Calendar Beaudette, Brad 792 Marilyn Drive
J - — 1021 Blossom Hill Rd, Suite & Bellone, Carol Benoit, Robert & Elaine Campbell, CA 95008 =5
] 4| Contacts San. Jose, CA 95123 1885 The Alameda Suite 130 ro, mail Bus?ness: (408) 871-9909 W
] - Business: (408) 723-6612 San Jose, CA 95126 Home: (4081 268-9654 Business Fax: (408 £71-9939 E
] iﬂ Tasks Mokile: (403) 885-7176 Eusiness: (408) 248-7778 E-mail: kberry44@yahoo. .. C
Business Fax:  (40) 979-1865 Business Fax:  (408) 249-4048 i
] -_] Notes E-mail: brad.beaudette@. .. z
Ca » =
] (s = ="
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Create a new View to easily see your Jelly Beans:

1.

Contacts - Microsoft Dutlook

i Fle Edt Wew Go

iadnew o ) X x

Tools

ions  Help

Click on the Phone List view to see your contacts like this:

,‘i" Sperry Software Add-Ins

Contacts
My Contacks

< Contacts
=] Contacts in Persol
8 Contacts in Pers

al Fo
Current Yiew

) Address Cards
) Detailed
() Phone Lj
) By Catégory

O Ey Comparny

) By Location

) By Follow-up Flag
) ABC & IBs

) AECs

() ABCs & Quarkerly
) Buy & Sel

) Buyers

O Hok Prospects

O Bs

| Fc

O seller v

|~ Mail

;a; Calendar

£=| Contacts

A?ﬂ Tasks

__j MNotes

Contacts

[l ol ]l ] i

=

]l

=]

WAl ]l

[ |@ % Full Name

Type a question For help

3 - | BoFind Collapse All Groups Expand All Groups |G Typea contacttofind = | @) 3L K% A !

Ed Bourdase

Galina Davis

Peqggy Francis
Garry illiams
Regan & Rhoza Kuja
Craig Paladeau
Phan

Denise Johnson

Thomas & Diane Lambrick
Cheryl & David White
Mancy Kerns

Jim Cranford

Kirn & Phil Malaspina

Lee & Paula Ould

Etica Salter

Tory Beltron
Bogey's Pizza
Stewven Wright
Bob Schulenberg
Eill Robertson
kel Sheurnaker
Paul Dufresne
ICE-2

Company

Almaden Awards ...
Yentura Barnett ...
Combat Termite, ...
Yentura Barnett ...
‘williams Tax Service

Animal Abatemen...

Countrywide Ho...

Chicago Title - Sa...

Ticar Title:

. A, White Acco,.,

Pra Wision Staffing

De Angelo Pest 1.,
Mab Con Constru...

Coldwell Banker

Loan Source, The

Casner Pest Contraol

File As

Bourdase, Ed

Davis, Galina

Combat Termite, Inc
Francis, Peggy
illiams, Garry

Kuja, Regan & Rhoza
Paladeau, Craig

Phan

Johnson, Denise
Ticar Tikle

Lambrick, Thomas & Diane
white, Cheryl & David
Kerns, Mancy
Cranford, Jim
Malaspina, Kim & Phil
Ould, Lee & Paula
Salter, Erica

De Angelo Pest Inspection
Beltron, Tany
Bogey's Pizza

‘Wright, Steven
Schulenberg, Bob
Robertson, Eil
Sheumaker, Kelli
Dufresne, Paul

ICE-2

Casner Pest Contral

Business Phone

{408) 266-4360
(408) 997-9999
{408) 971-1117
{408) 997-9999 x. ..
(408) 879-3977
(800} 786-1025
(650) 559-7014

{831) 796-3424 ...
(510) 795-1779

(916) 965-5480

(5107 353-1038
(800} £95-6952
(408) 363-0300
(408) 264-3971

{408) 445-4080 x...

(408) 985-6060

Business Fax Harme Phone

{4081 971-1107
{4081 997-1111 ...

(B0 786-1025
{6507 949-5490

{408) 237-0897
{403) 356-1942
{408) 929-0542
(8311 757-9272
(5107 795- 1567

{408) 775-2718
(916 965-5325
(B50) 344-0691

{408) 377-0150

(408) 363-0304

(408) 2659204

{403 448-0135
{408) 266-1601 E...

Maobile Phao A

{408) 623-
{408) 221-

{403) B35-
{408 644~

{408) 316~

(408) 314-
{408) 410-

1007 Ttems

Many of the Current Views in the list on the right are created ones.
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2. Copy and rename the view:
a. This ability is “buried” deep in the menus, but it is available. Go to View /
Arrange By / Current View / Define Views.

Contacts - Microsoft Dutlook

i Fle Edt | view | Go Tools  Ackions  Help Type a question For help =
o New - || Arrangs By » Date | Gl Typeacontacttofind - | (@) GG (R !
: Mavigation Pane  alk+F1 Conversation
H ,‘i" Spetry S
Reading Pane 3 Erom
Contactsis
ﬁ_‘L AuboPreview To 5 5 5
v Contacts usiness Phone usiness Fax orme Phone abile Pha
My Contact: E Ph B F. H Ph Mabile Ph Eat
3 cont Expand/iCollapse Groups  » Folder
| Contacl 2
| i i Size
&= Contacl Feminders Window EL ourdase, Ed {408) 266-4360
8 Contad Subject
Refresh FS I avis, Galina (408) 997-9999 (408) 623-
Currertt View v . Tvpe Fombat Termite, Inc (408) 971-1117  (408) 971-1107
O Addres i Flag Francis, Peggy (408) 997-9999 x,.. (4081 997-1111 .., {408) 221-
: Status Bar
) Detailed — A iliams, Garry (408) §73-3977
(& Phare List &3 ¥ Rega i | uja, Regan & Rhoza (800) 786-1025 (300) 786-1025 (408) 937-0897 (408) 835-
E-mail & 4
© By Categary E| Craig (akaccoun pET—— 0)553-7014 (6507 949-8490  (408) 356-1942 (408) 6ebd-
ress Cards
) By Company e Phan Importance: (408) 929-0542
O By Location e Dienis Categories Detaled Address Cards 1)796-3424 ... (831) 757-9272
) By Follow-up Flag = Custom iz‘ Phone List ) 795-1779 (510} 795-1567
O #BC & 1Bs E| Thar - = 5 By Cateqory (408) 778-2718
O aBcs EE| cher oHnaroLDs b ey £)965-3480  (916) 965-5325
() ABCs & Quarterly g Manc Show Yisws In Navigation Pare (£50) 344-0691
z By Location
O Buy & Sel _||== Jim Current View ¥ ¥ (408) 316-
O Buyers e Kirn & PRI Mal=pine By Follow-up Flag
O Hat Prospects e Lee & Paula Ould ABC 8 JBs (408) 377-0150
8 JBs | Etica Salter Pra Vision Staffing ABCs 0) 353-1038
Seller Sl = .
il S De Angelo Pest 1., ABCs & Quarterly 0} 6I5-6952
G > =] Tory Beltron Mab Con Constru, .. 5) 363-0300 (4087 363-0304
(e bE| Bogey's Pizza BUYiBzoel ) 264-3971
E ks E| Steven Wright Buyers
: el Bob Schulenberg Hat Prospects (408) 265-9204
%—| Contacts = | Bill Robertson Coldwell Barker s (403} 314-
= | kel Sheurnaker 408) 410-
iﬂ Tasks &4 Seller i,
=] Paul Dufresne Loan Source, The ) 445-4080 x... (408) 448-0135
| Notes EE| ICE-2 HEE {408) 266-1601 E..,
= E] Casner Pest Control Customize Current Wigw... ) 955-6060 e
L = — i TR e i "
i 1007 Ttems Format Columns. ..

b. The Custom View Organizer comes up. Select the view you want to copy, and
click Copy.
c. Inthe pop-up window, type a new name for your View and click OK.
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d. The Customize View pop-up appears. Here you can specify how the new view
appears and what information it shows.

1. Click on Filter, and then the Advanced tab.

2. Here’s where we're going to specify that we only want our Jelly Beans
displayed.

3. Under the Field button, type in “Categories”

4. Under Condition, select, “is (exactly)”

5. Under Value, type in “JB”

6. Click the “Add to List” button to add this condition to your View.

You can add more conditions to this or future lists to further refine who/
what is displayed.

' Full Man L Aman AR | File £z Fiicinesz Phone —Pusiness Fax :Hnme Phone
|- A (Custom View Organizer |
Ed Bourd  yiews For Folder "Contacts";
izalina D : Llimeee R 1 Ce 1 1o | TS - TRE |
omiz v 4% a71-1107
Peqggy Fr Birrotinn 1997-1111
Garry Wil
Regans] [P [ Fields... | 7| -
- E —
Craig Pal) e — F56-1
= B Group By... Mg | Contacts | Mare Choices | Advanced | squ

Fhan Q B29-0
Denise 1 B Find items that match these criteria:

SIS E [ Sart. ., ] ot ==

| _akeqories
a
Thomas§ | [ Filter. .. ] ol | 78-2
Cheryl &
Other Settings. .. Fd z

warcyrd | | o
Jinn Cran [ ] Define more criteria;

z Autornatic Formatking. ., | L

Field - Candition: Yalue:

Lee & Pa T - 577-0
e [ Format Columns. .. ] A |Categuries | contains [+ | | |

rica Sal

B e B is (Ewackh) add ko List

T|:||'|':I.' Bel PESEC LLFTEnNt wigis E-!-_-:'E: ___l anced IjI:IESnIt cu:untain
Bogey's [ T%nly show wiews created For Ehis F :z ﬁgntpgnpty
Sheven [-':'-_Dl:l | [ 8 ] [ Cancel ] [ Clear all ]
Bob Schi I Toua) 265-9

Eill Robertsan Coldwell Banker Fiobertson, Eil

7. Note: Conditions are handled as a logical "OR"”. For instance, if you
Filter by “JB” and “"Weekly”, all the contacts categorized as either “JB”
OR “Weekly” are displayed.

8. Note: be careful of the “contains” Condition. Both categories, “"B” and
“Buyer” contain the letter "B”. If you want to pull up the category “B”,
use the condition “is (exactly)” B, not “contains” B.

9. Note: If you make a mistake or no longer want a criteria in your list,
click once on it to highlight it, then click Remove.
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10. When you’re done with your criteria, click OK to close the Filter pop-up.

b. In the Customize View screen, click on Sort

1. At the bottom left of the next pop up, select All Contact Fields from the
“Select Available Fields From” drop down list.

2. At the top left of the pop up, select “Assistant’s Name” from the “Sort
Items By"” drop down list.

3. Select OK

4. Select OK again

5. At the Custom View Organizer, click Apply View

c. You now have a customized view showing all your Jelly Beans, sorted by your last
contact with them.

d. Note: you can later use this new View, Jelly Beans, as your template to make
other views for your Jelly Beans. You can make a bunch of Views - show those
Jelly Beans who are most Active, only Buyers, only Sellers, those that are going
to Buy & Sell, etc...

3. Sorting:

a. By clicking on a header, you can sort by that Field. Clicking on that header

again, will reverse the sort order (ascending / descending).

*" Sperty Dortware Add-1ns E

My Contacks

Contacts {Filter applied) BE
% | Assistant,., | M I|F| FirstMame st | Home P ohile Ph... |Pusiness...| Categories Mates s
P.rrange By 3 i

=] Contacts A
@5 Contacts in Personal Fo 0501307 Mk Brd 4 )| Sort ascending B, Family-Kell... 4/18/07 -..,
1 i OSJ20007 e F 2 E At ) B, Huoliday Ca... Gregg, ..
- Con_tacts LBl 052207 & Jod &b sort Descending B, Holiday Cau, joel@vin..,
Current Yigw 0G26M07  MF ¢ M= raup By This Field i) 43... A, Customer, .., 413007 ...
) hddress Cards neEFn? Sl j & S Sl 42.., <, Family-Kel... Son - Ti..
O Detaied Address Cards 05f23/07 M F E Dhi roup By Box B, Holiday Ca... Daren, ..
; 05507 WE 4 Cr T 50) 55... &, JB, Lender,... Met 12/3...
O Phone List 0530/07 Ral EBmoxeilhis Business, C, ... Ralph Pe...
) By Category WOOSENE WL pe|ﬁ Field Chooser &, 1B, Mail, ... et Lesli...
0Si30M07  MF ¢ Johy 2 ) 46, C, Holiday C... Head In...
O sy comp_any 05E007 MF s Ge Alignment £ &, Customer, ... Refemal ...
O by:Lozation o 0SJ3000F  MF FRa Best Fit BIE) 87,00 A, Customer, .., Forvis@u,,,
O By Follow-up Flag 0530007 WL+ Phi &, Buy & Sell... Met 3/4...
) ABC & JBs 05007 WE ETi Format Columns.... B, I8, Mail, Q.. QHTS Q...
O agcs 055307 I Miﬂ Customizs Current Yiew... D, JB, Mall, .. QHTE (L...
053107 RL oo M ) 7., Buy & Sell, C... BDay = ..
O ABCs & Quarterly N wseur v Daniel & Mo.. (408) 3. [ B, QHTE QTS (L.,
) Buy & 5el OSf2007 N ¢ Jordan Arc... (408 85, Buyer, C, JB,... QHTE C...
) Buyers 0SBU0T b Mark Bra.. NA D, JB, QHTE  QHTS (1.,
& Copy of Buyers 053U07 I Sash  Ro.. (408) 29... D, JB, QHTE  QHTS (...
0553U07 & Loraine  Mill... (408) Z6... D, JB, QHTE  QHTS (1.,
O Hat Prospects o/ OEBLO7 WP Mike Ford (408 L., &, Buyer, JB,... QHTS (L...
O Bs v OSU07 b Diane  Gra.. (4081 34.., 0. JB.OHTE  OHTS (L.,
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4. We could have changed the Fields displayed in the Customize View pop up window when
we were creating our new View. But we can also do it now.

a.

b.
C.

Conclusion:

Right-click on any field name (header) at the top of our Jelly Bean list view. This
brings up a list of actions for us to pick from.

Select “Field Chooser”.

At the top of the Field Chooser pop-up, select All Contact Fields. This displays
only Contact Fields for us to choose from.

Select First Name, and drag it between whichever Field headers you want it in.
When you unclick (let go) it's now one of your field headers.

Repeat for Last Name, or whatever fields you want.

To remove any unwanted fields from the list, just grab that header and drag
down into the list and let go. That header is removed.

This will get you started, but there’s a lot more in Outlook. Experiment with it. You can find
answers to some questions by looking them up on the internet as well.
Get started using Outlook.

“Anything worth doing is worth doing POORLY"”
Remember a hundred years ago we were poorly flying planes.
Fifty years ago we were using computers poorly.

It gets better by starting and getting better bit by bit.

Go Get '‘Em
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Funnel Management

TRAINERNOTES
Purpose:

Demonstrate using a system that you can manage.

The impulse is to hunt for or even worse, try to force,
the client to write tomorrow morning at 9AM. The
better way to run a long-term business is to drive and
manage the system. (Scientific Marketing)

We need to understand the “funnel” concept of lead
migration.

You must know where you are now and what your
focus is at that point.

BEGIN:

Diagram on the flipchart:
Notice this diagram is NOT to scale!

Every person on the Planet

!

200 Jelly Beans

Focus on: QHT™ and Collecting JB’s, All the while
making appointments with existing JB’s

!

6-8 On-Deck

Focus on: Keeping in very close contact with your
probed people Making sure you always have 3
Probing™ appointments per week.

1

3 Certified Buyers/Sellers

Focus on: Making sure you keep 6-8 on deck.
Making sure you always have 3 Probing™ appoint-
ments per week. l

Escrow
Focus on: Making sure you keep 6-8 on deck.
Making sure you always have 3 Probing™ appoint-
ments per week. l

GetPAID $$
Focus on: Making sure you keep 6-8 on deck.
Making sure you always have 3 Probing™ appoint-
ments per week.
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TRAINERNOTES
Notice that number of items at each level gets
smaller:

6 Billion People on the Planet
200 Jelly Beans

6-8 prospects (On-deck)
3C-B/S

2 Escrows

1 Get Paid

Not every person makes it to the next level. Expect
fallout and plan for it.

At the mature stage, when your JB jar is mature and
you start getting people into escrow, your focus
NEVER changes:

Focus on: Making sure you keep 6-8 on deck.
Making sure you always have 3 Probing™ appoint-
ments per week.

It is the Probing™ appointments that drive the on-
deck, which then drives the C-B/S, which then drives
the escrows.

Remember: Escrows take care of themselves. They
will let you know what to do and you will find a way to
doit. You cannot ignore it; it will come find you.

Certified buyers and sellers are the same way.

It is losing your focus on making three Probing™
appointments that will flat-line your business.

SCENARIOS:
New: Under 100 JB’s witha CB

{think of it as Accidental business!]
Still need to have primary focus on getting to 200
JB’s

Intermediate: About 200 JB’s with NO CB

Relentlessly call the JB’s with intention to get a
Probing™ appointment. Use long-term Needs
analysis and Strategy.

Intermediate/advanced: about200 JB’s with 2-3
CB or escrows with less than 6 on-deck.

This is classic engineering a flat line. Needs to focus
immediately on getting 3 Probing™ appointments per
week. Escrow will close and you will have to start
over!
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TRAINERNOTES

Advanced: Getting close to graduation.

Needs to be at 200 JB’s with 50-75 turned over
(replaced) 2-3 Probing™ appointments per week —
FOR LIFE Will drive you to level production rather
than bouncing and starting over.

BACKTOGETHER:
Ask for commitments that will take the person to the
next step.

Be directive. They may not know what they need to
do. Don’t let them be wimpy.

If they are in the under 200 JB’ they must commit to
10 per week.

They can take whatever comes into the QHT™ and

add the best of the door-knocking contacts to get to
ten.

If the time is slow at the QHT™ — ask them to call
the best of the Door-knocking and invite them over.

Make sure they commit to talking with and asking for
a Probing™ appointment from every jellybean every
time they talk.

If they are in the Advanced group, make sure they
validate their on-deck and Committed buyers and
sellers with you.

ASK:
“What did you learn from your

work?

What are you going to do about
it?”
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ttj
Probing™ Apgomﬂn

TRAINERNOTES Purpose:

This is a Group 4-5 exercise for Triage When folks are getting lots of appointments week
after week, but do not get to Certified buyers and
Listings it is because they are doing drop-off
appointments over and over. They are talking
with their jelly beans and being social.

They need to ask for and get appointments to
probe. The purpose of the probing session is to
determine what their plans are (Short term,
medium term and long term) and craft a strategy
to work with them till they get there. The strategy
includes the agent.

Often the problem is their intention. If their
intention is still at making so many contacts every
week, then they are not focused on asking for
appointments to probe. When they make their 50
contacts, they fell like they’re done.

STEP ONE:
You model it.

Get a volunteer to be your drop off or Jelly Bean call.
Give them their motivation (a la Spielberg) They are
to be thinking of moving up in about 9 months or so.

Get to chatting with them about the kids, the garden,
what’s been happening.... Then ask about what
they’re thinking about in terms of the new house we
talked about. How is the present house being too
small (or too large) working for them. Use the
language: “I work with my clients at their own pace”
“I would never want you to feel like | am pushing you
to do something before you are ready to move on it.”

Then your script for asking for the probing appoint-
ment.

Make sure the person resists the appoint at least
once.

STEPTWO:
Get a discussion about the role play.
What made it work? What was the order of the
conversation? What was the intention? What is the
benefit to the customer of th probing appointment?

Page 83



Getting The

Probing™ Appointment

TRAINERNOTES

STEP THREE:
Get them into groups. Two-by-two is best.

Write their own script.  Use their own words.

We ar going to use all of their thoughts put together to
getideas. So don’t worry about being perfect. We'll
get there later.

Have them read aloud their scripts.
Write the salient benefit to the customer on the
flipchart.

Talk about the benefits. See if there are any more
you can add.

Encourage them to plagiarize. No one will hear the
speech form tow people. Even if they use the same
words exactly, no one will ever know!

With the benefits on the board, have them re-write
their script.
(about 15 minutes)

Now read them to your partner and give feedback.
Your partner’s challenge is to see if you can make it
just a little better.

Readthemaloud.

STEP FOUR:

Challenge them to use it a number of times during the
following week. Write down their agreements. (ten is
aminimum)

They can use it at every drop by and at every jelly
bean call they make. If they are making calls to their
jelly beans, all of them cannot have had a recent
probe.

EXAMPLE: Check on the results next week

“You know, . .
The process of (buying or selling)|real estate has a LOT of problems (or obstacles issues, difficulties)
along the way. It can be one of tHe most frustrating things you will ever encounter. We can smooth the
path by anticipating problems angl dealing with them early rather than later....one of the things that | do
for people | work with is a procesg that helps them clarify their needs and uncover those problems so
that together we can craft a stratjgy to get them (over under around through) the problems to what they
want. Without a comprehensive dtrategy, a lot of buyers will end up settling for the house they can get
instead of going after the home they really want. ( and could have had!) Because buying a house is
much more than just a financial decision... it will affect every aspect of your life: Your family, your job,
where you buy your groceries... {nd while the financial and physical aspects of Real Estate are HUGE,
the emotional undercurrents are higger, (or much more important,) and most often overlooked.

So when would be a good time for us to get together this week and begin that process?”

Page 84



TRAINING

EEOLT ImE|
17 .l

|me . ANl
PN

QUANTUM
MANAES=MENT

#17

Video
Courtesy
Russ Orchard

EHET=MS

Page 85 Action Monday Managers Manual ver 4.pmd
© Quantum Management Systems
and Douglas M. Yeaman
All rights reserved. May not be reproduced
without permission
1992,1995, 2000, 2002, 2003, 2004, 2005




The Escalator

TRAINERNOTES
The Escalator
[This discussion is best for the Masters group. They
are the ones stuck in their old ways]
Begin:
Play the DVD
Discussion:

Are these people Stupid?

What could they do instead of what they do? How do
you know that and they don’t?

What if having the escalator going UP is the only
model they have for getting upstairs?

What about the Fix-it guy? How helpful was he?

Did he have any real insight into the problem? Why
not?

How can they get out of this pickle?

Suppose they thought that going up on the escalator
meant they had a special skill?

Suppose they thought it made them special?

Where did they look for the solution to the “Problem?”
Why did they look there?

What does this have to do with real estate?

If the Fed would lower the interest rate, would that
save you?

Are you sending out more mailings because that is
whatworked before?

Do you think more advertising will make it different?
How many of you have seen a real estate market that
went down (or not UP?)

When the market was brisk and there were multiple
offers on your listings, did that make you feel special
and skilled?

Where do you look for a fix for the drop in your
production?

If you looked to your own power, what would you
needto do?

What do you need to do differently to adjust to the
reality?

Play the DVD again.
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