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Notices
While Keller Williams Realty, Inc. (KWRI) has taken due care in the preparation of all course materials, we do not guarantee 
their accuracy now or in the future. KWRI makes no express or implied warranties with regard to the information and pro-
grams presented in the course, or in this manual, and reserves the right to make changes from time to time.  

This manual and any course in which it is used may contain hypothetical exercises that are designed to help you under-
stand how Keller Williams calculates profit sharing contributions and distributions under the MORE System, how Keller 
Williams determines agents’ compensation under the Keller Williams Compensation System, and how other aspects of a 
Keller Williams Market Center’s financial results are determined and evaluated. Any exercises are entirely hypothetical. They 
are not intended to enable you to determine how much money you are likely to make as a Keller Williams Licensee or to 
predict the amount or range of sales or profits your Market Center is likely to achieve. Keller Williams therefore cautions you 
not to assume that the results of the exercises bear any relation to the financial performance you can expect as a Keller Wil-
liams Licensee and not to consider or rely on the results of the exercises in deciding whether to invest in a Keller Williams 
Market Center.  

Material excerpted from The Millionaire Real Estate Agent appears courtesy of The McGraw-Hill Companies. The Millionaire 
Real Estate Agent is copyright © 2003–2004 Rellek Publishing Partners, Ltd. All rights reserved.  

Copyright Notice  

All other materials are copyright ©2020 Keller Williams Realty, Inc., or its licensors. All rights reserved. No part of this 
publication and its associated materials may be reproduced or transmitted in any form or by any means without the prior 
permission of KWRI. 

WARNING! Real estate agents who violate The Telephone Consumer Protection Act (TCPA) and the National Do Not Call 
Registry face potentially catastrophic legal damages. Do NOT use or leave artificial or prerecorded messages, and check 
the National Registry and your internal registry before you dial.



FACILITATOR NOTE: YOU WILL NEED TO KNOW SOME DATA FOR YOUR 
MARKET CENTER FOR SLIDE 15/PARTICIPANT GUIDE PAGE 16-17, PLEASE 
PREPARE THESE IN ADVANCE.

WELCOME participants to today’s session where we’ll look at how conduct a buyer 
consultation.

DO: 

• Introduce yourself briefly if there are new participants.

• Set expectations for the duration of the session, timing and activities.

• Ask for Aha’s and celebrate successes from yesterday’s daily success habits

FACILITATOR NOTE: The questions below are intended to promote a culture of 
sharing and gratitude—to enhance learning and promote happiness.

ASK: 

• Who would like to share what they are grateful for so far in this new learning 
journey? 

• What opportunities do you see for yourself? What are you excited about?

SAY: Today our focus is on using the buyer consultation to get to a signed Buyer 
Representation Agreement, which is the first step to closing with a buyer and getting 
paid.

1

March 2020

©2020 Keller Williams Realty

VERSION © 2020 Keller Williams Realty, Inc. 

Elementals: Buyer Consultations



FACILITATOR NOTE: This module should be paired with reviewing the Buyer 
Representation Agreement during the contract practice portion of the Daily 
Success Habits
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SAY: The goal of our time together today is to learn how to prepare and deliver a 
Buyer Presentation to get signed Buyer Representation Agreement

ASK Why is it important to get a signed Buyer Representation Agreement before 
working with a buyer?

ALLOW 2-3 participants to respond.

EXPLAIN Without a signed Buyer Representation Agreement you could spend a 
significant amount of time working with a buyer who ultimately uses another agent to 
purchase a home. 
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INSTRUCT participants to turn to page 5 of the Participant Guide

ASK What are the goals of the buyer consultation appointment?

EXPLAIN The buyer consultation is your opportunity to establish a long-term 
relationship with a buyer. During the appointment your goals are to: 

• Discover the wants, needs, and values of the buyer

• Deliver your value proposition and set expectations for how you will work with the 
buyer to find their dream home

• Close with a signed buyer representation agreement

ASK What do you need to do to prepare for a meeting that will accomplish all three of 
those goals?

ALLOW 2-3 participants to offer ideas and steer the conversation toward using the 
Buyer Lead Sheet to prepare the Buyer Presentation and practice closing scripts
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REMIND participants that an A buyer is someone who is able, ready, and willing to 
purchase a new home. They will be under contract in a matter of weeks. Use the 
Buyer Lead Sheet from the toolkit to classify buyers.

SAY You’ve cultivated a lead and you now have an A buyer.

EXPLAIN Once you have an A buyer it is time to close for the appointment. At this 
time, you will also want to add or update this opportunity in your Command database. 
The safe option is to schedule buyer consultations in your office or a conference 
room in your Market Center. 
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EXPLAIN The goal of the buyer consultation appointment is a signed buyer 
agreement. Setting the tone for closing the buyer agreement begins with the 
invitation to meet for the buyer consultation.

INSTRUCT participants to turn to page 14 in the Elementals Script Book

ROLE MODEL with a participant scheduling the appointment for the buyer 
consultation using the scripts on page 18 in the Script Book

SAY Include this script this afternoon during your Daily Success Habits script 
practice.
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EXPLAIN the Buyer Presentation is a tool to help you get to know the values, wants, 
and needs of the buyer during a buyer consultation appointment. 
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EXPLAIN Designs in Command provides two templates for the Buyer Presentation 
that are fully customizable to match your value proposition and the buyer you are 
meeting with. The Buyer Presentation is a tool to guide the conversation and provide 
the client with a tangible demonstration of your expertise as a real estate agent. 

SAY During this module we are going to discuss the purpose of each section of the 
Buyer Presentation, but we will not go over every individual page or how to edit in 
Designs. This afternoon you should review the how to articles on Designs at 
answers.kw.com and practice customizing a Buyer Presentation.

TELL participants about additional resources for help with Command and Designs 
specific to your Market Center
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EXPLAIN Each section of the Buyer Presentation helps you connect with the buyer 
and build confidence in your value proposition. You can make changes to 
presentation including adding, deleting, and reordering the sections. 

ASK What resources do you have to help you prepare the Buyer Presentation?

ALLOW participants to suggest resources. Direct the conversation toward using the 
Buyer Lead Sheet, the MLS, and their Market Center.

SAY As we go over each section, we will discuss the resources you will need to 
customize the presentation for the buyer. Remember to change your table of contents 
to reflect content changes if you add, remove, or reorder sections.

SAY Your participant guide contains example pages from the Buyer Presentation 
modern template. You can view and edit the complete Buyer Presentation using 
either the modern or the traditional template in Designs.

SAY We will be looking at one page from each section in the Table of Contents 
except for the Glossary.
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EXPLAIN The first section of the presentation sets the tone for your relationship with 
them. It opens by asking buyers to explain their dream home buying experience.

INSTRUCT participants to turn to page 6 of the Participant Guide and review the 
page from the Buyer Presentation.

ASK What is the objective for this page in the buyer guide? 

ALLOW 2-3 participants to share their ideas

EXPLAIN This page sets the tone for the appointment establishing the buyer needs, 
wants, and values as the center of the relationship. Use this page in the presentation 
to uncover buyer values and motivations for the move. 

ASK What questions would you add or change on this page to help you achieve the 
goal of getting to know the values and motivations of the buyer?

March 2020

©2020 Keller Williams Realty 9

Their Dream 
Home

Where does 
the 
conversation 
start?

Elementals: Buyer Consultations



DESCRIBE one or two questions you would change or when you would change 
the image.
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EXPLAIN The next section of the Buyer Presentation is the preference profile.

INSTRUCT participants to turn to page 8 in the Participant Guide and review the 
question on the page. 

ASK What is the objective of the questions on this page?

EXPLAIN Building the preference profile is about uncovering expectations and 
preferences for communication and the anticipated timeline for the buyer. 

ASK How will you track this information across multiple buyer consultation 
appointments?

EXPLAIN During the buyer consultation you should be taking notes. Taking notes not 
only captures the information for you, but also demonstrates to the buyers that what 
they are saying is really important to you. After the appointment, you should update 
the buyer’s contact information in Command to include their preferred method of 
contact. You can create a custom field to track additional preferences such as 
preferred time of day for contact and use tags to help you organize your buyers by 
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shared preferences.
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EXPLAIN Use the home wish list section to ask buyers about their ideal home. You 
should customize these questions based on your market and information you have 
already obtained from the Buyer Lead Sheet. The questionnaire is the foundation of 
your needs analysis—it is how you capture a precise picture of what your buyers are 
looking for in their new home.

ROLE MODEL the first four questions with a participant.

ROLE PLAY have participants get into groups of 2 to practice the first four questions 
on page 9 of the Participant Guide. 

SAY Use page 11 in the participant guide to take notes as you practice the home 
wish list questions

EXPLAIN The preference section begins with the home wish list and then moves on 
to questions about neighborhood preferences. 
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ASK Why do you want to include information about neighborhoods in the Buyer 
Presentation?

EXPLAIN Use the neighborhood insights pages to provide information to the buyer 
and demonstrate your knowledge and expertise. This page positions you as the local 
expert.

ASK Where do you find the information for the neighborhood insights page?

SAY Use Designs in Command to create a Neighborhood Snap for each 
neighborhood or zip code you want to include in the neighborhood insights. For help 
with creating a Neighborhood Snap, go to the help article on answer.kw.com listed in 
your Participant Guide on page 11 (https://answers.kw.com/hc/en-
us/articles/360041288834-Create-a-Neighborhood-Snap-Print-or-Social-Design )

ASK How do you choose what neighborhoods to include in the neighborhood 
insights?

DISCUSS Neighborhoods in your market that you would include for comparison for a 
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potential buyer based on their home wish list

INSTRUCT participants to write down what neighborhoods they would 
recommend for their partner from the home wish list role play exercise on page 
13 of the Participant Guide.

ASK Which neighborhoods will you highlight and why did you choose those 
specific neighborhoods?

ALLOW 2-3 participants to share what they have written. Direct the conversation 
toward making explicit connections between a buyer’s wish list and features of a 
neighborhood.

Elementals: Buyer Consultations March 2020

©2020 Keller Williams Realty 12



EXPLAIN A buyer who knows what to expect is a confident buyer, and a confident 
buyer is easier to work with than an anxious buyer who mentions objections 
throughout the process.

SAY You may need to explain the difference between prequalification and 
preapproval for a loan to your buyer. Prequalification is a preliminary evaluation of 
how much a buyer can afford to borrow while preapproval is a more involved process 
in which the lender verifies income, employment, and other financial information to 
evaluate how much the buyer can afford to borrow.
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INSTRUCT participants to turn to page 15 in the Participant Guide to preview the 
Keller Mortgage page 

SAY The Keller Mortgage page in the Buyer Presentation is optional. If you include 
the Keller Mortgage page you MUST also include the Affiliated Business Arrangement 
Disclosure at the end of the document.

REMIND participants they will need to customize the first line of the disclosure to 
include the name of their Market Center.

SAY Keller Mortgage is not available in New York or Canada. If your buyer is looking 
at homes in either of those markets, you must remove the Keller Mortgage page and 
Affiliated Business Arrangement Disclosure from the document.
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REMIND participants that in Spark the developed their value proposition and 
practiced delivering it. 

EXPLAIN The next section of the Buyer Presentation is all about presenting your 
value proposition. As a new agent, you may choose to include the data for your team,  
your Market Center, or Keller Williams Realty International to present your best value 
story. As your business grows, track your successes and include the numbers in your 
Buyer Presentations.

ASK What are the numbers for your Market Center? If you are on a team, what are 
the numbers for your team?

TELL participants the numbers for the Market Center.   

EXPLAIN participants can get these numbers from their MCA or TL for the 

SAY On your own this afternoon, contact your MCA/TL to find the numbers for your 
team (if you are on a team) and for KWRI and write these down on page 17 of your 
Participant Guide.
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ASK What are other numbers you might track and present as part of your value 
proposition?

ALLOW 2-3 participants to respond. Possible suggestions might include ratings 
and reviews, or number of military families helped, if you are near a military 
base.

EXPLAIN This section of the Buyer Presentation also contains testimonials. 
Agents should work to get testimonials from buyers and sellers. Until they have 
testimonials, agents can remove the testimonials page.
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EXPLAIN Prior to meeting with a buyer you should print a color copy of the 
customized Buyer Presentation to give to the buyer. You should have a system for 
taking notes on the buyer’s answers to the questions in the Buyer Presentation. 

SAY Now we will move on to scripts for welcoming the buyer to the buyer 
consultation and closing the appointment with a signed Buyer Agreement.
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EXPLAIN Effective delivery of the Buyer Presentation begins with welcoming the 
buyer and setting the expectations for the appointment.

INSTRUCT participants to turn to page 14 in the Elementals Script Book

ROLE MODEL with a participant using the scripts on page 14 in the Elementals 
Script Book 

ASK How does this script help set buyer expectations?

EXPLAIN This script lets the buyer know why it is important to spend time in your 
office discussing their wants and needs prior to looking at houses. This will save you 
and the buyer time later in the process. 

SAY Include this script this afternoon during your Daily Success Habits script 
practice.
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REMIND participants that the goal of the buyer consultation is to conclude with a 
signed Buyer Representation Agreement.

EXPLAIN the Buyer Representation Agreement is a legal document that formalizes 
your working relationship with a buyer detailing the services you provide and the 
duration of the relationship. This agreement protects you from spending valuable time 
with a buyer who ultimately uses another agent to purchase a home.
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EXPLAIN We are going to practice the Close for Agreement scripts, but participants 
should also review and practice the Handling Objections to Exclusivity scripts prior to 
their first buyer consultation.

INSTRUCT participants to turn to page 15 in the Elementals Script Book

ROLE MODEL with a participant role model one of the Close for Agreement-
Exclusivity scripts on page 15 in the Elementals Script Book 

SAY Include this script this afternoon during your Daily Success Habits script 
practice.
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Share Your
KW App

SAY Don’t forget to share your KW App with your buyer and show them how to use 
the search features and the guide to follow along the home buying process

EXPLAIN When you share your app, your branding will be shared along with the app, 
and you can start tracking your consumers engagement. 

DEMONSTRATE

1. Open your KW App on your mobile device.

2. Tap the You tab, at the bottom right-hand corner of your screen, then tap Share 
the KW App. 

SAY This will open the sharing options on your phone .You can share the app via 
email, text, and any social media apps you have on your phone. As long as you are 
branded on the app you are sharing from, the agent association will carry over to 
anyone you share the app with. 
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Collections 
and Saved 

Homes

Get insights on 
what your Buyer 
truly wants in a 

home

FACILITATOR NOTES: https://answers.kw.com/hc/en-us/articles/360044592074-
View-Your-Client-s-Collections-in-Command

SAY: As your clients are creating Collections on your KW Site and App you are able 
to view the listings in those collections within their contact record. 

ASK: How will Collections help you inform the Buyer Consultation process? 

ASK: What are some trends you can look for to fit your buyers needs? 

Elementals: Buyer Consultations March 2020

©2020 Keller Williams Realty 21



Align Your 
Guide

Customize 
Your Guide in 

Command

EXPLAIN In Command you have the ability to customize a Buyer Guide to fit exactly 
how your business runs. You can add or remove steps, edit the information within the 
steps, and also re-order the steps of the guide. It is designed to walk your clients 
through the process of buying a home while tracking their progress throughout the 
process in the App. 

SAY I will demonstrate how-to customize the Buyer Guide. This afternoon you should 
review the how to articles at answers.kw.com and map out the steps of your business 
using the activity on pages 19-21 of this participant guide.

DEMONSTRATE

1. Log in to Command with your Keller Williams login credentials.

2. Click the Consumer icon, , on the left side of the page.

3. Click the Guide Builder tab at the top of the page.

4. Click the edit icon, , beside the Consumer Guide you want to edit.

SAY During the process of customizing your Consumer Guide you are able to reorder 
the steps, edit the information and images within the steps, add new steps, and 
remove steps within the Consumer Guide:
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DEMONSTRATE How to reorder the steps, edit the information and images 
within the steps, add new steps and remove steps 
(https://answers.kw.com/hc/en-us/articles/360043138673-Customize-Your-
Consumer-Guide) 
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ASK Based on what you have learned today, what do you need to do to prepare for 
your next buyer consultation appointment?

EXPLAIN Before your first buyer consultation appointment, you should review and 
practice the buyer scripts on pages 18-22 in the Elementals Script Book and  
customize a Buyer Presentation in Design in Command. 
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SAY: The goal of our time together is to help you think, feel, act, and use what you’ve 
learned to ignite your passion and help you achieve your Big Why.

REFER participants to the Aha’s to Achievement activity in the Participant Guide.

INSTRUCT participants to write down their aha’s for each of the categories.

ALLOW 5 minutes.

DO: Ask volunteers to share their responses with the group.

ACKNOWLEDGE common themes.

SAY: Taking the time to reflect on what you’ve learned is important in building your 
confidence and celebrating your growth—we’ll do this activity during each Power 
Session so that you can keep track of your learning journey!

24

March 2020

©2020 Keller Williams Realty

Aha’s to Achievement

How has your 
thinking
changed? 
What ideas or 
mindsets were 
new?

What do you 
feel differently 
about? What 
was 
meaningful to 
you today?

How will your 
behaviors be 
different going 
forward? What 
actions will 
you take going 
forward?

Recap

What tools, 
models, or 
systems will 
you definitely 
use? How will 
they make you 
accountable? 

Elementals: Buyer Consultations



SAY Now we will transition to our Daily Success habits

OVERVIEW

Build Daily Success Habits- 3-hour session. Includes:

• Script practice

• Lead generation 

• Update contacts and follow-up

• Contract practice (optional)
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EXPLAIN that the overall goal of Elementals is for participants to get their first 
contract and closing. The tasks (on the slide) are the activities they need to do to 
grow and run their business.

EXPLAIN that they can use reports in Command to track their database health. Their 
goal with their database health should be to keep their overall score at least 50% or 
greater.
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EXPLAIN that one of the Daily Success Habits is memorizing and internalizing 
scripts. 

EXPLAIN that learning scripts is important because:

• Practicing and internalizing scripts allows your business to grow.

• Just as a doctor learns anatomy before working with patients, agents need to learn 
scripts to prepare to have meaningful conversations with clients..

• With scripts, you control the conversation by using purposeful language that helps 
you get to the end point: a closed transaction. 

• They help you communicate your value. Once you have internalized scripts you 
can add your value proposition which will help lead generation efforts and lead to 
closed deals. 

• Scripts help you uncover motivations (buyer/seller) and identify any objections so 
you can handle them upfront

• Allow you to have a rehearsed response that delivers a powerful message in a way 
that the consumer will best understand

• Allows you to ask questions in a way that they will be able to quickly share the 
information you need to better serve them

• Help an agent gain confidence 
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ASK participants if they have any questions before moving on. 

Elementals: Buyer Consultations March 2020

©2020 Keller Williams Realty 27



TIME: 30 minutes

CHOOSE a relevant script from the Elementals Script Book to focus on today. 

EXPLAIN that after hearing an example, participants will then have time to role play 
the chosen script with partners.

ROLE MODEL the chosen script with a volunteer. 

EXPLAIN the steps (below) that participants will follow for Role Play practice:

• Participants will spend five minutes reading the script aloud to themselves.

• Participants will pair up with a partner and take turns reciting the script until they 
can work without a prompt. This should take about five minutes.

• Participants can video record each other practicing scripts to watch and learn from 
later (optional).

• Repeat steps (using the same partner) with other selected scripts until 30 minutes 
is up.
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REVIEW the Rules and Exceptions regarding the Do Not Call Registry located in the 
beginning of the Ignite Script Book:

• Subscribe to the Registry

• The registry is hosted on a dedicated website. Your Market Center should 
subscribe to the Registry and provide you with log in credentials. Note that it 
is a violation of federal law to make ANY telemarketing calls without access 
to the Registry.

• Check Before You Call

• Before making a call, check to see if the consumer is on the Registry. If the 
consumer is on the Registry, do not call!

• Update Your Call List Regularly

• Delete all numbers in the Registry from your list – at least every 31 days.

• Honor Consumers' Requests

• Never call a consumer if the consumer requests to be placed on your 
personal (or your Market Center’s) do not call list. All consumer do not call 
requests must be placed on a list and honored permanently, unless the 
consumer subsequently consents to be called.

• Know the State and Federal laws

• Know that in addition to federal laws, many states also have laws governing 
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telemarketing. Make sure you are familiar and compliant with your 
state’s laws.

EXPLAIN that participants should only be calling their sphere of influence or 
referrals that they have permission to have a conversation with.
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TIME: 1 hour

EXPLAIN that real-play activities done through Ignite that are done in the classroom 
are money-making activities done with the support and guidance of you (the trainer) 
and the other participants.

REVIEW the steps of the activity.

• Say the affirming message out loud. “I always come from contribution. People will 
welcome my call.”

• Call contacts from your database (people you know) and referral names you have 
been given by your contacts. Participants should only call people they have 
permission to have a conversation with.

• Use the scripts provided to make calls

• Suggest a met-up to reconnect

• Update contact in Command by adding notes that reflect the outcome of 
your conversations. Do this for each contact you call.

• Add the contact to a Neighborhood Nurture in Command

• Call for 60 minutes and contact as many people as possible
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TELL participants to turn to someone close to them. They will say the affirming 
message out loud to the other person before starting the real-play activity, “I 
always come from contribution. People will welcome my call.” 

TELL participants what time class will resume.  

After the 60-minute call time is over:

ASK participants to report out the results of their calls. You can ask the additional 
questions to further progress the conversation. Ask: 

• What will you do differently tomorrow? 

• What do you need help with?

COACH participants on any appointments they set. Role model and role play 
scripts and dialogues for these appointments where appropriate.
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TIME: 30 minutes

DEMONSTRATE how to add contacts in Command.

• Review the following help article to see how to add a contact in Command: 
https://answers.kw.com/hc/en-us/articles/360015702154-Add-a-Contact

DEMONSTRATE how to add notes about the conversation to the contact in 
Command.

• Participants should add necessary notes regarding the conversations they just 
had.

INSTRUCT participants to write handwritten notes to 2-3 people to thank them for 
their time
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** This activity is optional.
TIME: 30 minutes

EXPLAIN that understanding and explaining the contract to clients is a vital part of 
closing a deal. Contracts are complicated and require you to be precise, so practicing 
with them a little every day sets you up for success for your first closing.

BRING copies of one of the contracts used by your Market Center

CHOOSE one of the suggested activities below to lead participants through using 
that contract. Don’t choose the same activity every day. 

CLOSE READING: 

ROLE MODEL how to closely read a contract by reading one section out loud. 

INSTRUCT participants to closely read a section of the contract on their own. 
and 

ASK each participant to share 3 aha’s, questions, or concerns. 
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PRACTICE WRITING: 

CHOOSE a recently closed property and display or read the necessary 
closing conditions, address, etc. 

INSTRUCT participants to practice writing a contract for that property. 

COMPARE the participants’ contracts to the actual signed contract for that 
property. 

EXPLAIN CONTRACTS: 

DIVIDE participants into pairs. 

INSTRUCT participants to read a section of the contract. and 

ASK participants to practice explaining that portion of the contract to their 
partner as if their partner was a client. 

ADDENDUM QUIZ: 

LIST potential situations that would require one or more addendums to 
the contract. 

GIVE a point to the first participant to guess the correct addendums. 

ANNOUNCE the person with the most points as the winner. 
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DEMONSTRATE how to access the ? for help in Command

Explain the options

• Keller Williams University (help articles and videos)

• Chat with support

• Post an idea (ideas.kw.com)

DEMONSTRATE how to access resources on the Tech Enabled Agent page on 
Connect

• Technology > Tech Enabled Agent > Get Training > select one of the training 
options listed 
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Get Help
Use Command and Connect to get help.

Command Connect
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ASK participants to pull out a blank Plan Your Day page from the Toolkit.

REMIND participants the Daily 10-4 at the top should also be incorporated into their 
success list 

REVIEW how to create a success list:

• Take 5 minutes to create a list of tasks they need to complete related to the Ignite 
session just attended. 

• After they have their list they will denote with an “X” if the item is a to do or a 
should do. 

• Then, participants will prioritize their should do’s by putting a number by each item 
(1 being the most important)

INSTRUCT participants to partner up and take 5 minutes for a peer to review and 
provide feedback. Peer review questions:

• What are the should dos and to dos? 

• Are you thinking in order of priority?
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To Do
Should 

Do
Priority Task

Are tasks written as observable actions or are they written as results?

Make Your Success List
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ASK for any volunteers to share their first priority item off their list.
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Please Complete the Ignite Survey

https://www.surveymonkey.com/r/N8H33PM

Scan QR code to 
access survey

Or type in this link

ASK participants to complete the Ignite evaluation survey
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