








THE CRITICAL PATH

• Meet and Greet (Your 1st Impression)
• Discovering Wants & Needs/Qualifying

GETTING TO KNOW YOU

• Presentation
• Demonstration (Includes ALL Tours)
• Selection (finding that “one of a kind”)

FINDING A SOLUTION

• Overcoming Objections
• Closing (both for the sale or the next appointment)

ASSISTING THE BUYER ACHIEVE THEIR DREAM



WHAT DOES THIS STAND FOR?



GETTING TO 
KNOW YOU

YOU NEVER GET A SECOND CHANCE TO 
MAKE A FIRST IMPRESSION

• The 1st Impression Starts Way before a 
guest even walks through the door

• Internet

• Phone

• Signage/Advertising

• Monuments (Front Entry)

• Parking Site

• Curb Appeal of Welcome Home Center

• All of these things impact the 1st

Impression EVEN BEFORE YOU GET TO SAY 
“HI!”



The Guest’s 1st Impression of 
You
• What are they seeing?

• Are you professionally dressed?
• How about your grooming?
• And, even how do you smell?

• What type of Non-verbal Communication Signals are you using?
• Are you smiling?
• What is your posture?
• Do you appear open and genuinely interested in them?
• How is your energy level and enthusiasm?

• How long do you get to make a 1st Impression?



HOW DO YOU THINK YOUR GUEST FEELS? 
WHY DO THEY “ACT THE WAY THE DO?”

• Most are probably confused
• Most are probably in a hurry
• They may have a “hardened or conditioned approach”
• How do you feel when entering a strange place for the 

first time?



What should the you say 
or do to break the ice?

• How about, “Thanks for stopping by, please make yourself 
at home…This weather is something else, isn’t it?  I was 
just on my way to grab a cold water, could I offer you 
one?…My name is Kimberly, and you are?”

• OR “Welcome, I am so glad you decided to stop by today.  
Please come in and make yourself at home.  I just made a 
fresh pot of coffee, could I offer you some?  By the way, I 
am Kimberly, and you are________?  It is really nice to 
meet you __________.



The question to avoid 
at all costs is:

“Hi! May I help you?”
• What happens automatically when 

you ask this question?
• What other types of questions 

should be avoided? 



• I’m Just Looking
• We are in a hurry, or we 

are on our way to the 
airport.
• Do you have a brochure or 

price list?
• My spouse is in the car 

with the kids…
• “The one-legged up”…
• REALTOR® does all the 

talking



How many greetings 
should you use?
There is no magic to any one 
approach.  You say something and 
your guest responds or not.  If 
not, try another approach, try to 
find the common ground.  The 
goal here is to make your guest 
feel welcome and comfortable so 
that you can further assist them 
in the buying process.



WIFM or FORD



Family

• While we are still in the trust building 

stage, we can still gather some helpful 

information:

• Are you folks from the area? 

• Have you lived _________ long?

• Were you referred to us? How did 

they hear about us then?  Did they 

view our website?

• NOTE:  No one just “drive’s by” 

your community by accident, you 

must probe deeper to get the real 

answer.

• What line of work are you in?

• Tell me about your family/pets



Remember, we 
are NOT 
playing 20 
Questions.



In Relationship 
Based Selling, 

Questions ARE the 
ANSWERS!



What is “Discovery”?

• Discovery Determines wants, needs, and 
desires.

• Discovery provides you with the prospect’s 
financial status

• Discovery provides you with the prospects 
financial parameters (keeps you from over 
or underselling)

• Discovery determines which parties are 
involved in the decision to own

• Discovery determines time frame
• Discovery reveals your competition
• Discovery helps eliminate objections before 

they arise.re they appear 



When Should 
You Say What?

• Have you visited us before, or perhaps viewed us on 
the web? (If yes, did they find a floorplan that they 
liked? And did they get a chance to play around with 
the mortgage calculator?) *If they have done this, 
you have narrowed down your search and can start 
further into the process, but you can’t short-cut the 
process.

• Where are you folks from? Fabulous (if you know 
something about that place—relate). Is that where 
you are from originally? (again, comment)

• What is it about this particular area that drew your 
interest?

• How long have you been looking for new home? So 
far has it seemed like fun or more like work? I 
understand. So, tell me, what have you seen so far 
that you liked? May I ask, what kept you from owning 
that home?

• Where else have you been in your search?  What 
have you seen that you liked? (If they get particularly 
excited about a certain home they saw, ask them, 
“Wow that seems like a great house, may I ask you 
what kept you from owning it?”



When to say 
What?

• Tell me about your present home, what do you 
like about it? More importantly, what would 
you change if you could?

• Are you investing in your current home or are 
you leasing?

• If they tell you they have another home:  Is 
your current home on the market? If not, are 
you planning to put it on the market? Would 
you consider leasing that home if you found 
the right new home?

• What is your current monthly mortgage 
payment? (Or current rent if applicable).

• How much do you envision spending on your 
new home? Or probably more importantly, as 
most families are more concerned with 
monthly budgets, what do you anticipate your 
monthly investment to be? 

• In order to get a range, once they tell their 
monthly budget, write it down then say, “But 
not more than?”

• Other than yourself(s), is there anyone else 
who will be involved in your decision to move 
forward today?



Tell me more about your 
family…

• So, how many are in your immediate family? Who all will be living with you? 
• Will anyone be living with your part-time?  What about guests? Frequency of 

visit and length of stays?
• Looking forward for the next 5-7 years, is there a possibility of someone else 

needing to come live with you? (Perhaps an aging parent or an adult child?)
• Who is the cook in the family? Awesome! What kind of cooking do you do?
• “Do you entertain? What types of gatherings do you normally have?”
• Depending on their age & physical condition, “If you plan to remain in this 

home for a long time, should we consider some aging in place amenities in 
your new home? Or at least the capabilities of remodeling for it should the 
need arise?” For instance, master bedroom placement, stairs, etc.

• Please describe how you live in the home?  What does a typical day look like 
inside your new home for you and your family? (Find out if they want the 
kids doing homework in the kitchen, easy access to laundry room while doing 
family activities, family game nights, etc.  You are looking to understand 
what kind of layout would work best for them.)

• How important is the outdoor living area for you and your family?  What do 
you envision it to look like? Is that something we need to ensure is included 
now, or is that something you envision adding on later?



Tell me about 
your 

occupation…

• What line of work are you in? (ask both parties—never 
assume!) *For a wife/mom, you can ask “Do you work outside 
the home?” Follow up questions to this should be general 
interest in their line of work, how they got involved in that line 
of work, do they have to travel, etc.

• What kind of commute do they have now? Does the commute 
factor into their decision to move forward today?

• Do they need a home office? If so, what are the requirements 
for that home office?  Does it need to be a separate room?  Or 
will a “pocket office” or kitchen desk area suffice?



What do you do for fun? In other 
words, hobbies or recreation.

• What other hobbies or special 
interests do you and your family 
share?

• Could you tell me about your 
recreational activities? How often do 
you get to participate in those where 
you currently live? Do you think that 
would change living here? 

• Do you have any special requirements 
regarding room arrangements? For 
instance, do you need a play room, 
“man-cave”, home theater, hobby 
room, workshop, out-buildings, extra 
storage for boats, RV’s, motorcycles, 
etc. or recreational area?



How do you mean?



REMEMBER the Home 
Site and Community:
• LOCATION, LOCATION, LOCATION

• Where do they plan to build?

• What are the restrictions?

• Home site and community play a huge role in the 
purchasing decision.

• What type of home site are they looking for?  Do 
they want low maintenance?  Do they want a big 
yard for the kids to play?  Will they want to fence for 
privacy or safety?  Is the view the most important 
thing?



?







Connect with Us
For more information and a FREE subscription to SOLUTIONS, 
please visit:

NewHomesSolutions.com

Follow us on FACEBOOK

www.facebook.com/NewHomesSolutions

Follow us on INSTAGRAM

www.Instagram.com/NewHomesSolutions
On LinkedIn:

www.linkedin.com/in/KimberlyMackey

Kathy Tucker and Kimberly Mackey

http://www.facebook.com/NewHomesSolutions
http://www.instagram.com/NewHomesSolutions
http://www.linkedin.com/in/KimberlyMackey

