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In this week’s issue:
1. Words From The President
2. Achieving Relationship Excellence
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1) Words from the President — Dirk Zeller

The key to improving your customer service is to clearly understand what
customer service is to the customer you are working with right now.

Everyone has a very different view of what constitutes customer service. Some
people are far more demanding in what they want from people they do business
with than they are with others in non-business relationships.

Joseph Mancuso wrote in his great book, Winning With The Power Of
Persuasion, “The most powerful three letter word is ‘ask’.” He further said that
most children ask about sixty questions a day. After they graduate from college,
they’re asking two questions a day and one of them is, “When do we eat?” The
question is what happened between the ages of 3 and 23?7 How do we change
back?

The most successful people ask a lot of questions. They are well prepared to
ask the questions that make the greatest difference. Don’t assume that you
know the answers before you ask the questions. We need to know the standard
of service our prospects and clients want from us. We need to know how our
prospects and clients want to be communicated with and what they expect. The
questions are the key in this process. Let me give you some great questions to
ask:

1. What would have to happen for me to be the best Agent you ever worked
with?

R:\Articles and Library\Coaches Corner\04-12-06 (Issue 255).doc



2. What is your expectation of me as your Agent?
3. What are the most important criteria when selecting an Agent?
4. How are you going to judge success when working with me?

These questions are powerful and will set you apart from all other Agents that a
potential client might interview. They will also give you a very strategic standard
of service you will need to follow if you want to create a “raving fan” through this
transaction.

Lastly, take stock of yourself. Do a clear self-evaluation of the service that you
are providing. Ask yourself this all-important question, “What is the one thing we
could start doing or stop doing that would dramatically impact our customer
relationships?”

It is essential for you to spend time evaluating this question. If you have other
team members, ask them. Ask your closing coordinator. Ask your listing
coordinator. You might even ask other Agents in your office to create some new
insight for you.

Take the time to understand each client’s definition of customer service. Don’t
miss the opportunity to create a “raving fan” every time.

Remember that the questions are always more important than the answers.

To Your Success,

Dirk Zeller
CEO
Real Estate Champions
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2) Achieving Relationship Excellence

As a real estate Agent, your success depends on the quality and durability of the
relationships you build with your clients, and the one and only way to build solid,
enduring relationships is to deliver excellent, unrivaled service. To be an
outstanding Agent you need to lavish your clients with service that exceeds their
expectations — from the get-go and throughout a long business relationship.

The challenge is that not all clients expect or want the same kind of service.

What constitutes excellent service to one client might seem inadequate or even
like overkill to another.
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It seems hard to imagine, but an Agent could sell a client's home in less than a
week, at full price, and still have a dissatisfied customer. This could be due to
some action or oversight during the negotiation, inspection, or closing process
that simply didn’t match with the client’s service expectations.

To avoid service mismatches, learn each person’s service expectations by doing
something that few Agents take time to do: Ask. Then put your findings to work
by following these steps:

e Learn each person’s service expectations. Before you enter a new
prospect presentation, make it a rule to learn everything you can
about what your prospects are looking for in an Agent and how they
define their excellent service.

e Customize and personalize your service delivery. In your initial
presentation and in subsequent contacts — whether you’re working to
make the sale, service the client, build an after-the-sale relationship,
or request a referral — refer to your initial research and highlight the
service aspects that each client finds important. Weave in the words
you heard them use to define great service. Highlight the
communication points they described as essential service attributes.
Let them know that you understand their needs and are focused on
exceeding their expectations.

e Never get complacent. Don’t assume that, if your service falls a bit
short, your best clients will simply turn a blind eye. And, by all means,
don’t think that if your clients want more or better service they will say
something to you. They won’t, because they don’t want the
confrontation. They’'d rather just go away quietly and never come
back.

I've met Agents who are successful in spite of their “my way or the highway”
approach to service delivery. Rather than focusing on customized service and
long-term relationships, these agents prefer to serve a stream of here-today-
gone-tomorrow clients that they acquire through relentless prospecting and high-
volume lead development. These agents have a take-it-or-leave-it attitude about
service. They practice what | call a fast-food hamburger joint philosophy: “We sell
hamburgers and fries, and if you don’t like hamburgers and fries, pick another
restaurant.” The difference, of course, is that the number of people who want
hamburgers and fries is huge, and, if the fare is good, most customers
automatically come back for more. The same is hardly true when it comes to
homebuyers and sellers.

As an Agent, your prospect universe is limited, and your customers aren’t apt to

become repeat customers unless they are treated with the kind of unparalleled,
consistent, and customized service that turns them into clients for life.
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For related articles, go to:
http://www.RealEstateChampions.com/RealEstateTraining Articles
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Are you looking for impact in your next training event? The insights that Dirk
shares through Coaches Corner™ can transform your next training event into a
business altering experience. Don’t miss making your next training event
focused, impactful, and implementation oriented. If you would like Dirk to come
speak to your company, board, or association, send an e-mail to:
Seminars@RealEstateChampions.com. Please include your Name, Company,
Date and Location of the event. We will send you information on how to book
Dirk for your next event.
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If you have any questions or challenges that you would like answered, submit
them to: Info@RealEstateChampions.com

If you are falling short of where you want to be both personally or professionally,
we can help. We have coached hundreds of Agents to incredible comebacks
and improvements of their business and life. To find out more about our
coaching program, click on the following to send us an e-mail:
Info@RealEstateChampions.com
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If you have a comment you would like to share please e-mail us at
Info@RealEstateChampions.com. We appreciate hearing how our newsletter is
impacting your careers and lives!
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INVITE A FRIEND TO RECEIVE THE COACHES CORNER™!!

If you have friends and colleagues who would enjoy the Coaches Corner™,
please forward it and invite them to subscribe. IT'S FREE. We appreciate your
help since your recommendation is how we grow.
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Real Estate Champions is committed to partner with you to create abundance in
your business and life.
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