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	Door Closer
	What To Do About It

	1:  Not excited or positive
	Be enthusiastic!  Have an “I’d love to meet you” mindset.  Smile.  You’re happy to be speaking with them.

	2:  I’ll call you back
	Set the appointment on the first call.  In an internal study of 100 customer calls, half ended with the Sales Associate promising to call back.  Why?

· Have to see if they can get into the subject property at the requested day/time

· Not at the computer

· Driving

· In the middle of something and can’t service the call

Always close for the appointment.  Avoid answering questions on the phone.  Avoid saying, “I’m not at my computer” or “I’m in my car” or “I’ll look that up and give you a call back” or “I’ll see if we can get into the property at that time and I’ll call you back.”  DON’T leave the call setting yourself up for a call-back situation.  Assume you can get into the subject property.  Use the Great Door Opener dialogue (below).  

	3:  eMailing Listings
	Offer to meet.  The vast majority of Sales Associates offer to eMail listings on the first call with a customer.  Big mistake.  We’re giving everything away and not building a relationship.  Instead, offer to eMail directions to your office along with your contact information.  You’ll meet with them to discuss their needs and get an appointment set to see the properties of interest.  NEVER eMail a listing before you have met the customer.

	4:  Leading with a Close-ended Question
	Lead with a great open-ended question, “What is it about this particular property that attracted you?”  Some questions are better than others, but frequently we default to leading with close-ended questions that don’t elicit conversation and good information.  If there’s no specific property, ask:  “XYZ town is a great community.  What is it that’s drawing you here?” or “What is it that’s attracting you to this particular community?” It gets the customer talking AND you can ask this question whether you’re in your car, not at your computer, unfamiliar with the property, etc.

	5:  Overtalking
	Keep it short and ask for the appointment!  Save the buyer consultation and in-depth interview for your face-to-face meeting with your customer.  Move to the great Door Opener dialogue below as soon as you can.  Two to three minutes is best.  More than that and you can “talk past the close.”  Defer most information and discussion for the face-to-face meeting.  Avoid getting on the computer (you turn into “Information Giver”). Try:  “You have some great questions.  I can answer all of them at our meeting.  I’m in between appointments right now and would love to get together with you.  How’s Thursday at 2pm or Saturday at 1am for you?”


More Tips

· Answer the phone and close for the appointment (at the sales office).  
· Use the “Great Door Opener” dialogue:  
“What was it about this property that first attracted you . . . [listen and then . . . ]  I’m in between appointments right now.  I’d love to meet with you to show you this property and any others that might meet your needs.  I have tomorrow at 2pm or Saturday at 10am available.  Do either of those times work for you?” then “Great.  I’ll eMail you directions to my office and I’ll see you at 10 on Saturday! Thank you for calling Weichert, Realtors and again, my name is John Mathers.”
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