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Chapter One: The Importance of Communication 
 

Welcome! Because you are here reading this, I already 
know what kind of real estate agent you are.  You’re the 
kind that does everything you need to do to become 
better, smarter, and more efficient, and you pride 
yourself on being the very best.  You probably go to all 
of your CE classes, stay up-to-date on the latest and 
greatest methods in your area, know all of the comps 
and valuations in the areas you specialize in, and you 
probably have even gone to additional seminars on 
topics ranging from marketing to technology.  You’ve 
probably done everything you can to streamline your 
business, from hiring assistants, to getting a separate 
cell phone and computer, maybe you’ve invested in a lot 
of marketing materials or even in a CRM.  You’ve done 
whatever you’ve needed to do, and that’s wonderful, but 
I’m here to make sure you have not overlooked 
something extremely important that can greatly impact 
your business: Communication. 
 
In our society, communication is the most valuable tool 
we have. The difference between success and low sales 
as a real estate agent often comes down to an agent’s 
ability to clearly and effectively speak on the topics 
required. One of the most important things that we can 
do as agents is to communicate with our buyers and 
sellers. It’s a wonder, then, that so many agents have a 
great degree of difficulty speaking effectively with 
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potential prospects or clients. We’ll look closer at 
developing public speaking abilities in chapter two.  
 
Communication is an art that has been around for 
centuries. It has developed over time as the human 
species has evolved. First, there were images on cave 
walls, these morphed into word symbols and spoken 
language started with simple grunts and sounds that 
had meaning. Pretty soon words were written down and 
yet another way to communicate was born. The 
evolution of communication has been constant, and it 
will always be in flux. As successful agents, we must 
make sure to keep up with this progression and learn 
the proper steps to communicate with our colleagues 
and prospective clients.  
 
Another essential component of communication is how 
closely it ties in to understanding and meeting the needs 
of others. Miscommunication often stems from our 
misconception of how much we are actually 
communicating. According to Psychology Today, people 
often think they are communicating more than they 
actually are,  and more clearly than they really are. This 
is what leads to miscommunication. When we fail to 
adequately communicate our thoughts and intentions to 
others, we open up the door to lost sales, incomplete 
projects and conflict.  
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Dale Carnegie, author of “How to Make Friends and 
Influence People,” said,“90 percent of all management 
problems are caused by miscommunication.” It’s no 
wonder with the sheer number of words there are to 
express oneself that things would tend to get a little 
confusing. The Global Language Monitor says there are 
currently approximately 1,052,010.5 words in the 
English language and over 14 new words being created 
every day. Then, we have a multitude of words that look 
and sound alike, which can lead to even more mix ups 
when people transpose words, use incorrect vocabulary 
or misunderstand the meaning of certain words.  
Often, a person may fail to communicate their thoughts 
accurately simply because they don’t yet have their 
thoughts fully formulated. Many people start talking 
before they are done thinking. It is important to slow 
down, think about what you want to say and then 
choose your words carefully. Think back to your 
childhood. Did you ever have a parent or grandparent 
caution you to “think before you speak?” Besides being 
crucial to getting your words to accurately reflect your 
thoughts, this practice also greatly reduces the 
likelihood of saying something you will regret in times of 
disagreement or tension.  
 
Communication should always be clear and concise. 
Don’t beat around the bush or try to sugarcoat your 
words. Be honest, direct, yet polite, and impress upon 
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people that you respect their time and that you respect 
them as a person. In this way you will attract respect 
and gain your clients’ trust and confidence in you as an 
agent. Using condescending language, talking in circles 
and glossing over items that your client is concerned 
about will be a surefire way to insult them and send 
them running for the hills. We’ll look more at proper 
etiquette in chapters four and five. 
 
To avoid miscommunication, it is therefore important to 
understand what effective communication really looks 
like. What are the necessary skills that one must 
possess to be an excellent communicator? It is also 
important for us to establish effective communication 
from the outset. From the very beginning we need to 
make sure we connect to our audience in every way. 
We do this by using appropriate bodily contact while we 
greet each other.  This may be a smile and a wave, or a 
warm handshake, depending on how well you know the 
client and the situation. We will look more in depth at the 
art of body language in chapter three.  
 
Initial greetings should always be as welcoming as 
possible without looking like you’re being a phony 
baloney.   When in a group environment, you should 
also remember to introduce all attendees to each other, 
with the proper titles and names for each one of them. 
This should occur right at the outset, so that there isn’t 
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an awkward or uncomfortable moment later on.  You 
should also be extremely courteous at all times, and be 
careful not to show anger, disgust, or sadness in your 
own face, even if disagreements have been involved.  It 
doesn’t matter what mood or behavior your clients 
portray; it is your job to be professional and respectful of 
everyone at all times. 
 
As an agent, one of your top skill sets should always be 
communication.  It’s not only important to be able to 
express your needs and the needs of your client to the 
property owner, listing agent, seller’s agent, or potential 
client, but it’s also extremely important that you be able 
to deal with a variety of different people -- sometimes all 
at the same time.  We will look at different personality 
types and different types of buyers and sellers more in 
depth in chapters six and seven, but being able to read 
people is a skill one must develop to be an effective 
communicator. In fact, one’s ability to discern what 
another is thinking and/or feeling can be THE deciding 
factor in closing a successful sale.  
 
Sometimes, you may get a pair of clients who are 
married (or in another type of partnership) who may be 
completely different personality types.  In that case, it is 
important to remember that each member may fall under 
a different personality categorization.  It is important to 
acknowledge and be accepting of both persons so they 
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feel as if the real estate buying or selling process is 
tuned to their needs as an individual and not just to who 
may be the more domineering personality. Additionally, 
by analyzing personality types and learning how to 
predict responses, you’ll have a leg-up on any potential 
meeting with both your clients, as well as the other 
parties involved. This is a major factor when dealing with 
negotiations, which we will dive deeper into 
understanding in chapter eight. 
 
Whether in an initial meeting with a potential client, 
showing a property, closing a sale or in the midst of 
negotiations, communication is a necessity. Expressing 
yourself in a way that is clear and courteous is a definite 
must, but so is the opposite side of the coin. You must 
also make sure that you are listening in a clear and 
courteous manner as well. Are you really hearing what 
your client is saying to you? More importantly, are you 
really understanding what it is you are hearing? This 
circles back to miscommunication. If we are not actively 
listening and processing what is being expressed to us, 
then we have a high risk of not delivering what our client 
has requested. We’ll focus more on the importance of 
listening in chapter nine. 
 
If we are not listening we increase the likelihood of a 
conflict between either us and the clients, or between 
the clients. Therefore, be prepared and have respectful, 
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compromising solutions at the ready.  Home purchasing 
can be a very tense and stressful process for people 
and especially for couples. According to a survey of 
2,000 Americans by Homes.com, 44% of people felt 
nervous about the home buying process and 2 in 5 
people called it “the most stressful event in modern life.” 
Whatever you can do to prevent or ease differences of 
opinion will be met with gratitude. We’ll concentrate 
more on resolving conflicts in chapter ten. 
 
Overall, it’s extremely important for us to be able to 
communicate effectively, have good manners, solid 
e-mail and electronic etiquette, and express ourselves in 
a professional way, at all times.  It’s also critical that we 
be able to tell when someone is interested, or 
disappointed, and we often have to read people’s minds. 
Real Estate Agents are almost like magicians -- It’s up 
to us to remember our clients’ preferences, habits, jobs, 
and hobbies -- and for us to put ourselves into their 
shoes when viewing prospective offers or properties. 
So, let’s continue forward and look deeper at what 
makes an effective communicator. 
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Chapter Two: Embrace Public Speaking 
 
If you are a real estate agent then you will have to speak 
in front of others. This is unavoidable, and therefore, it is 
important to know what constitutes effective public 
speaking and conquer any fears that you have of it. The 
fundamentals of effective public speaking are universal. 
It does not matter if you’re pitching a property to a small 
family in thirty seconds or leading an audience of three 
thousand through a one-hour sales seminar. 
Communication is necessary and, no matter who your 
audience is, there are several factors to consider to 
make sure your communication is effective. 
 

Confidence is key. 
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Statistically speaking, the vast majority of people would 
rather die than speak publicly. 
75% of Americans have speech anxiety, and it is the 
number one fear, affecting 3 out of 4 of all adults. That’s 
probably why there’s an old cliché regarding 
speech-giving: “If you’re nervous before a speech, just 
imagine your audience in their underwear.” I can’t fully 
endorse this advice (the odds are good that you won’t 
want to see some of your audience members quite so 
scantily clad), but the idea behind the cliché makes 
sense: you need to feel like you have some power over 
your audience. 
 
Power is rooted in confidence. Confidence is the 
most important thing you’ll need to speak in front of 
any group, because it improves your ability to 
communicate with customers at every turn. Having 
confidence in your speaking abilities doesn’t just help 
you execute a speech. It frees you to listen better, and 
helps eliminate the dreaded “fumble tongue” when 
responding to customer’s questions. 
 
It also leads to better, faster sales because you’re not 
just giving your clients information. You’re giving it to 
them more efficiently, which is especially important 
when speaking to groups. If you can’t speak confidently 
in front of a group, how will you be prepared to speak in 
front of a single client? 
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“But,” you say, “if I already lack confidence in my 
speaking, how do I gain confidence?” You build it. 
Confidence is constructed. And as real estate agents, 
we all know at least a little something about 
construction. It always starts with a foundation. Only 
then can you put up walls, a roof, insulation, electrical, 
plumbing, etc. So what does your foundation look like? 
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Preparation. It’s unavoidable. 
 

If you ask a number of speakers what their biggest 
rookie mistake was when they made that first speech, a 
massive number will tell you some variation of the 
following: 
 
“I didn’t prepare well enough.” 
 
Maybe they started writing that speech the night before. 
Perhaps they needed to spend an extra day 
researching. Or it’s possible they thought they 
could...*shudder*....wing it because they did the same 
thing before. 
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The fact is, preparing a presentation, a sales pitch, or 
even talking points for an Open House is much like 
preparing any other speech. There’s likely to be 
research involved. A solid structure with a beginning, 
middle, and end is a must. And your whole speech 
needs to feel cohesive, and not just like random pieces 
strung together. 
 
In short, there’s work to be done. And if your 
presentation is going to be good, it’s a safe bet that your 
prep work will be more extensive than what’s required in 
an email or memo. 
 
So be prepared to dig in and spend some time on the 
substance that you’ll be delivering, and to whom you’re 
delivering it. Pitching a property to an analytical type, 
who’s already purchased multiple pieces of real estate, 
should sound different than a pitch to a young, first-time 
home buyer. 
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Write it down. 
 

It’s rare to find a public speaker that doesn’t need to at 
least write out the bullet points of his/her speech on 
notecards. 
 
It’s just a cold, hard fact that, while there are always 
speechmaking geniuses out there, most people can’t 
improvise a speech. So you’re going to need to write 
your speech in some form, be it long or shorthand. 
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While your topic may change from speech to speech, 
there are several additions that will help elevate any live 
address. 
 
First, clarity is key. No matter the subject, it’s always 
wise to begin your speech by getting right to they point. 
And stay on point. Fluff is despised, and it’s because 
people can see right through it. Even if you begin a 
speech with an anecdote, a joke, or a statistic, it’s best 
to make sure you’re stating information that directly 
relates to your subject matter.  
 
Second, Use Humor. Just as a little comedy can liven 
up your day, something funny can amp up your speech. 
And it can do so in several ways. 
 
Using humor to highlight a dramatic topic is a great way 
to really pull listeners into your talk. Perhaps you have a 
very serious point to make. Since comedy and laughter 
naturally help people to loosen up and let their guards 
down, you might consider including a joke before you 
impart some very dramatic, important knowledge. Once 
your joke relaxes the audience, you’ll be able to really 
impact their appreciation of your speech by immediately 
giving them more sobering information. 
 
Let’s say that you’re showing a client and his family a 
possible new home, and you’re asked to lend your 

 
 

The Real Estate Agent’s Guide to Communication  
www.CindyBishopTraining.com                                    16 

http://www.cindybishoptraining.com/
http://www.cindybishoptraining.com/


expertise on an aspect of the property that’s 
less-than-thrilling. Like ductwork. Adding a quick joke 
about an otherwise unexciting subject can provide a little 
levity, and draw your audience into what might be an 
otherwise-less-exciting lecture. 
 
“I’m actually very glad you asked about the ductwork,” 
you reply. “Most people think it’s a very dry subject, but 
don’t we all want to keep our ductwork...dry?” 
 
Okay, that’s a cheesy pun. And your clients may roll 
their eyes a little. But it’ll lighten the mood before you 
move on to the very important inner workings of their 
potential property. And because you are keeping their 
attention through humor, they’ll be much more likely to 
remember the information you provide. 
 
You can, of course, flip the above dynamic, too. When 
called upon to deliver some intense information, you can 
always include something funny immediately thereafter. 
It will allow for some laughter, slightly easing the impact 
of your more serious points. 
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Remember to Breathe.  
 

You’re probably thinking, “Of course I’m going to 
breathe when I speak. I have to breathe! I breathe all 
day, every day. I like breathing. I’m good at it!” 
 
We’re all good at breathing during our everyday lives. 
We’ve been doing it since we were born, and we’re used 
to doing it all the time. It’s totally second nature. 
 
But it won’t be second nature when you begin speaking 
publicly. 
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Public speaking is a type of performance.  
 

And performance can be described as the showcasing 
of a technical skill in public. Any time a person performs 
something technical for a crowd - dances, sings, throws 
a football, or even speaks- there will be stress. This is 
just as true in a presentation with a buyer or seller. 
 
And what happens when we feel stress? We get 
nervous. We sweat more than usual. Our hands shake. 
And, yes, we forget to breathe.  As a real estate agent, 
whether you’re talking to a crowd of investors or a family 
looking to purchase their first home -- these can all be 
interpreted as signs of dishonesty. It is important that we 
learn to mask our symbols of stress. 
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Additionally, when public speakers forget to breathe, 
they accidentally let bad speech habits take over. 
Non-words like “Um” and “Ah” surface, which then tell 
the audience that (a) the speaker doesn’t know what to 
say, and (b) that the speaker isn’t comfortable. In real 
estate, the last thing you need is for your prospective 
clients to think that you don’t know what you’re talking 
about.  These are deals that could potentially involve 
hundreds of thousands of dollars. You have to always 
be at the top of your game by learning and practicing 
skills that enhance your performance. Public speaking is 
a performance, remember?  You wouldn’t star in a play 
without having rehearsals, and this presentation should 
be no different. 
Other stress-related habits that often creep in may be 
difficult to detect. 
It’s an unfortunate fact that Generations X and Y have 
been allowed to use incorrect grammar when speaking. 
Sometimes even the most basic statements are 
accidentally turned into questions. 
 
Here are two examples: 

 
1-Replacing “said” with “like”. 
“And then my boss was like, ‘Why are you talking this 
way?’ And I was like, ‘I don’t know what you mean!’” 
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2- Turning statements into questions. 
 
“I remember this time? When I was asked to talk to my 
co-workers? And it made me nervous? And I 
just...collapsed??” 
 
This isn’t about judging the way people talk to one 
another. The above forms of speaking are typically 
acceptable when conversing amongst peers. They have 
no place in professional speech. If you are dealing with 
clients that happen to be millennials, it is okay to mirror 
or mimic their speech patterns as a way of showing that 
you’re familiar, friendly, and on their level.  It’s not 
recommended any other time; however. 
 
Additionally, business professionals, especially women 
(who have a habit of ending their sentences with 
question marks more often than men) should make sure 
to nip this particular habit (called “Uptalking”) in the bud 
right away.  It does not make you seem nicer or more 
approachable, it makes you seem wishy-washy, weak, 
and unsure of yourself.  And the last quality that anyone 
wants out of someone that is representing them in a 
legal deal is weakness. 
So let’s say you haven’t spent much time speaking 
publicly, or even making small presentations. You’ve 
prepared. You’ve even rehearsed in front of others or in 
your mirror, with some good responses. And yet you still 
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find yourself feeling tense in front of audiences, getting 
tongue tied, or generally exhibiting poor speaking habits. 
How you avoid such easy traps? 
 
Breathe. Just take a moment and breathe. 
 
The breath naturally relaxes the body and the mind. It 
helps you gather your thoughts and stay on track. 
 
Your audience won’t know you’re nervous. They’ll know 
you’re breathing, and that will make sense to them. 
They breathe, too. They like breathing. They’re good at 
it. 
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Practice really does make perfect. 
 

Once you’ve put your presentation on paper, you’re 
going to want to practice your speech. And that means 
getting on your feet and rehearsing like you’re in a play. 
In theatre and movies, actors call this rehearsing. And it 
gets that name for a reason: it’s the act of re-hearing 
yourself speak. 
 
Agents need to rehearse their presentations just like 
actors do. It doesn’t matter if you’re conducting a 
one-on-one meeting, a property showing, or an Open 
House. You want to look and sound as if you know 
properties like the back of your hand. 
 
When rehearsing, you have to listen, and pay attention 
to what you hear. Are you beginning well and getting to 
the point? Are you staying on-topic? Are you breathing? 
 
At this point, you may want to try a repetition exercise. 
Find the most important things you have to say in your 
speech. Don’t just say them once. Say them a second 
time. Deliberately repeat them for emphasis (go for a 
third time if something’s super-important). It will help 
your customer/ guest/ client/ audience remember the 
priority information as you’ve spelled it out. 
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Once you feel like you’ve begun to find a comfortable 
groove in your speaking, it’s time to add the thing that 
turns a rehearsal into a performance: the audience. But 
you don’t have to jump right in front of your intended 
audience. Instead, find a few co-workers, professional 
acquaintances, or your broker, and try your speech on 
them. Ask for constructive criticism. You’ll probably get 
it. 
If you’re uncomfortable rehearsing a presentation in 
front of co-workers, there a number of well-respected 
organizations are available to help you improve your 
speaking skills. Information on how to join a local 
chapter of either the popular and successful 
Toastmasters or Business Network International (BNI) is 
a Google Search away. And while you’re doing 
computer research, check out online resources like 
Udemy (it’s free!). 
 
There’s an added bonus to joining an effective public 
speaking club. You’ll only be rehearsing for people who 
share the bond of speechmaking. They won’t be your 
agent friends from the next cubicle. And there’s nothing 
like having an impartial group of people to tell you what 
part of your speech is not working. Additionally, these 
groups operate based on referrals, so if they enjoy what 
you have to say, they’ll be passing the information along 
to their contacts.  You’re speaking in front of an 
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audience who will continue to speak on your behalf and 
help grow your business. 

 
 

 
 

They’re rooting for you! 
 

It’s human instinct when standing in front of any crowd, 
or even any potential buyer or client,  to believe that 
they’re out to get you, that they won’t trust you, or they’ll 
say no. 
 
“Show me what you’ve got. It better be good or we’ll 
devour you,” their eyes seem to say. 
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In reality, though, nothing could be further from the truth. 
People show up to hear you speak because they want 
you to be successful. They want to be helped, educated, 
or just plain entertained. Otherwise, they wouldn’t have 
shown up in the first place. 
 
Trust that your audience wants what’s best for you. 
You’ll find that they absolutely do. 

 

 
 

You’ve got a secret. 
 
You’ve put your ideas to paper, practiced breathing, 
added a little structure, humor, and repetition to your 
words. And you’ve tested your speech on a few peers. 
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Now it’s time to take your speaking abilities out into the 
world. Do you have an audience of one? Introduce 
yourself clearly and politely, shake your client’s hand, 
and let your speech fly.  In this case, you’ll want to make 
sure that you’re allowing the client time to interject, get a 
word in edgewise, and ask questions.  The best sales 
pitches are often conversations.  If you aren’t asking 
questions, and showing an interest in your client and 
learning about their needs, you’ll likely lose the sale. 
 
Does your audience fill an auditorium? Maybe you won’t 
have time to shake every hand, but you can certainly 
greet them with a polite, positive, and brief introduction. 
 
No matter the size of the crowd, though, there’s one 
final way to cement a little extra confidence in your 
foundation. Always address them with the quiet 
knowledge that you have a secret. A secret that will 
be of great value. 
 
What’s your secret? That’s up to you. Maybe it’s 
industry news that you’ve gained from putting in those 
extra office hours, researching stats and making sales. 
Perhaps it’s the simple understanding that you have a 
charismatic pitch- one that will really aid and entertain 
them. 
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Or it could be that you were a little nervous, and you’ve 
pictured them in their underwear. And in that case, you’ll 
definitely want to keep that a secret. 
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Chapter 3: It’s Not Just the Words You Say 
 

We’ve looked at how important it is to be an effective 
speaker and also touched on how many words are 
available for us to use in the English language. Words 
are everywhere we look and are no doubt a very large 
component of how we communicate with others. 
However, words are not the only way we send 
messages to other people. 
 
Did you know that 55% of what is conveyed is 
expressed through body language? According to the 
Definitive Book of Body Language,  Studies have been 
performed (more than once) that generally show that 
people express 7% of what they’re trying to say through 
words, 38% through tone of voice, and the other 55 
percent, the majority of what they are trying to convey, 
through non-verbal communication.  This is part of the 
reason that fortune tellers are so successful and appear 
to be “reading minds.”  -- in reality, they are making 
lucky guesses and simply watching the non-verbal 
responses of their customers, just like you can learn to 
do. 
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This also goes for behavioral and cultural differences. 
You should make sure to do your research, and learn 
which gestures could be offensive to other cultures. 
When in doubt, it is better to do nothing, or to at least 
always use a two-finger point. Some other cultures find 
one finger pointing extremely offensive, which is why 
you’ll always find flight attendants using two and three 
fingers to point and gesture.  The same is true for 
popular locations that have a lot of international visitors, 
like Disneyland. Besides pointing, you should also avoid 
using popular hand signals like the thumbs up, or the 
“OK” finger sign, unless you’re sure that the client is 
American. 
 

 
 

The Real Estate Agent’s Guide to Communication  
www.CindyBishopTraining.com                                    30 

http://www.cindybishoptraining.com/
http://www.cindybishoptraining.com/


This all seems very complicated, but it really isn’t. 
Buying and selling real estate can be viewed like a 
bunch of players sitting at a poker table. When so much 
money is involved, people tend to hide their hands, 
keeping the cards close to their chests -- and who can 
blame anyone for that?  It’s your job as a real estate 
agent to read between the lines, and learn how to 
understand and interpret body language.  It can be the 
one difference between a “no” and a “yes”.  Humans can 
produce over 700,000 signs, over 5,000 distinct hand 
gestures, over 1,000 different postures, and over 
250,000 facial expressions. Can you believe that? 
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And while I don’t expect you to learn or memorize all the 
hundreds of thousands of gestures and expressions, 
you can at least learn the big ones and what they’re 
conveying. There are many subtle hints that buyers and 
sellers subconsciously give when interacting with 
agents.  Being able to read these movements, ticks, and 
responses can close more sales, and make you more 
successful overall (as well as helping your buyer get 
what they really want).  
 
Here are some tips on interpreting the body 
language of potential clients to get a sale: 
 
Excitement Triggers a Physical Response  - When 
someone is excited, their eyes may light up, or their 
pupils may become dilated. They may have skin that 
becomes flushed because their excitement is rising.  In 
the same way that detectives can tell if a suspect is lying 
to them in an interrogation, you can tell if someone is 
interested in a property. 
 
Truth Tellers are Calm -  Someone with a relaxed 
pattern of breath, an honest and non-wavering eye 
connection, and a strong and firm handshake is more 
likely to be telling you the truth than someone who 
appears nervous, shaky, and who avoids eye contact. 
Some people will even sweat profusely when they are 
lying, so a change in odor could be an indicator of deceit 
as well.  
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Follow the Eyes -- A prospect’s eyes will tell you what 
they’re thinking about.  If they’re focused on you, they’re 
likely listening to what you’re saying, but if they have 
wandering eyes they may be distracted.  If they are 
staring you down, they may be aggressive, or have a 
need to control the meeting and the terms. If they glance 
at the paperwork in their hand they may be bored, or 
they may have a question, according to Nutshell’s Blog, 
Body Language, the Language of Sales.  
 
Watch Their Feet -- Some body language experts 
suggest that by keeping an eye on the feet of the 
potential client, you’ll get a birds eye view of their 
intentions.  Buyers with their feet facing the door are 
subconsciously thinking about leaving, according to 
CampaignTrack.com. If your buyer has their feet pointed 
in, it’s a good sign that they’re interested in making an 
offer. 
 
Keep an Eye on Their Hands and Arms -- It’s 
important to keep an eye on your client’s hands at all 
times.  If they’re drumming or tapping with their fingers, 
you are likely boring them.  Hands pointed towards the 
door mean they are ready to leave the meeting.  If they 
are leaning on something, or leaning towards the door, 
that’s also a sign that they’re ready to call it quits. A 
client who points often may be aggressive, or angry.  
 
It’s All About the Posture -- If someone is open to the 
idea of what you’re saying and open to communicating 
with you, their posture is open as well.  What this means 
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is that they’re likely turned towards you with open arms 
and everything pointed in your general direction, as 
mentioned before with eyes, hands, and feet.  If 
someone has crossed arms, or has otherwise closed off 
their body to you, it means that they are no longer open 
to what you have to say.  They may have dismissed you 
or your ideas, and are expecting to not hear anything 
else that they’ll potentially like.  
 
It’s Easy to Tell when Someone is Aggravated -- If 
your client or potential client furrows their brow, they are 
either confused or angry.  If it’s combined with a 
tightness of the mouth, it’s likely that they don’t like 
something.  As the breath shortens, it’s likely they are 
becoming even angrier or more aggravated.  If you see 
these signs, it’s best to stop your line of questioning, or 
your sales pitch, and move on to someone else, or save 
it for another day.  In contrast, smiling and nodding is 
always a good thing. 
 
Learn the Six Basic Emotions and their Associated 
Facial Expressions  -- It’s important that you learn the 
six basic emotions / faces and what they look like so 
that you can identify them.  They are Happiness, 
Sadness, Surprise, Disgust, Anger, & Fear.  
 
Here’s more information about each emotion, and what 
features to look for: 
 

● Happiness is generally conveyed by the raising 
and lowering of the corners of the mouth. There 
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may also be a twinkle in the eyes, or a giggle or 
laugh, as well.  

● Sadness is a converse, with the drooping of the 
corners of the mouth, along with raising the inner 
portions of the eyebrows.  The posture may sag 
as well.  

● Surprise is perhaps the easiest one to identify, 
with a jaw-drop (it is where the phrase 
jaw-dropping comes from), along with big open 
eyes, and raised eyebrows.  

● Fear is indicated by a raised brow, open eyes, 
and a slightly open mouth.  The posture may 
also change, with the person actually taking a 
step backwards. 

● Anger is expressed by the lowering of the 
brows, firmly pressed lips, and sometimes a 
bulging forehead with bulging eyes. Some 
people may even turn a shade of red. 

● Disgust looks like someone has smelled 
something foul, with a wrinkled bridge of the 
nose, raised upper lip, and raised cheeks, 
according to a study done by Cornell University.  

 
You probably made all of those faces as you were 
reading about them, right?  Don’t worry, it’s totally 
normal! 
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When a cue is there, it’s up to you as a good agent to 
take it.  It’s a sign that you need to take action in order 
to match that cue, and then continue to build your 
relationship.   You can also use your own cues to 
continue to convey more information.   Most people 
remember 10% of what they hear, and 20% of what they 
see, but 80% of what they see and hear concurrently. 
 
By mirroring the actions and responses of the client you 
begin to build a sense of rapport and community, which 
can lead to a loyal client relationship for many years to 
come even after the sale of one property.  Loyal client 
relationships can lead to future properties being bought 
or sold, but they can also lead to referrals, and even 
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more relationships down the line -- with buyers who 
have the intent to sell, and clients who will list with you. 
 

 
 
 
Body language can allow you to avoid wasting time on 
following up with those who have attended your open 
houses who aren’t necessarily likely to buy or sell.   It 
can also help you avoid asking that person what they 
think about the property, because the last thing you 
need is for someone to give negative comments in the 
middle of your open house in front of other potential 
buyers. 
 
By effectively learning body language, facial 
expressions, and nonverbal cues, we are able to have a 
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leg up on the competition, which essentially, is what 
every real estate agent yearns for in today’s market.  If a 
fortune teller came up to you and said she knew without 
a doubt which client out of ten would purchase, wouldn’t 
you listen to her just to see what she said?  Even if the 
client doesn’t buy, avoiding clients who are not 
interested all together will save you valuable time and 
effort, so that you can focus on who will propel your 
business to the next level. 
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Chapter 4: Proper Etiquette for Communicating Face 
to Face 

 
People definitely communicate a lot through their 
actions and demeanor. Body language not only is an 
indicator of what our intentions are but it also reveals 
our true emotions and attitudes. That is why that when 
we interact with others, through body language and 
verbally, we must always maintain a courteous and 
respectful attitude. Nobody wants to do business with 
someone who is rude and unresponsive. Therefore, a 
key factor in your success is making sure you use 
proper etiquette when working with your clients.  
 
Etiquette, especially in business, is another way of 
saying how you should act and behave in a professional 
setting. While this may seem obvious, it’s surprising how 
the little things often get overlooked. If this happens, you 
may unintentionally give the impression that you’re a 
rude real estate agent - and that’s something you want 
to avoid at all costs. By learning how to constantly 
practice good etiquette, you improve your chances of 
providing a consistently excellent service. 
 
How you behave when you meet customers or 
colleagues will be remembered much more than an 
email or a text message. To make the best impression 
the first time and every time, remember there is some 
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key in person etiquette that should always be 
remembered: 
 

● Whoever it is you are speaking with, find out 
their name straight away and imprint it in your 
mind. Using someone’s name during the 
conversation is a simple yet powerful technique 
to make a strong bond with someone. If you’re 
not used to using someone’s name frequently 
(especially someone you don’t know very well), it 
can feel a bit odd in the beginning. However, 
keep doing it until it becomes natural. 
Remembering someone’s name will leave a 
lasting good impression. Just make sure you call 
them by the name they want and not some 
nickname you make up, no matter how cute or 
funny you think it is. 
 

● When you meet someone for the first time, offer 
your hand out for a handshake. Make sure you 
maintain eye contact while shaking their hand, 
without holding the gaze for an awkward period 
of time, and don’t forget to smile. Of course, 
when written down in a step-by-step guide on 
how to greet someone, the process can sound 
mechanical. However, in real life, make it natural 
by being sincere and genuinely pleased when 
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you greet people for the first time.  
 

● It’s one of the most cliché sayings in the world 
yet for this report, it works: “You have two ears 
and one mouth - use them wisely.” In other 
words, listen more than you speak and show the 
person you’re talking with that you are really 
paying attention. You can do this by acting 
appropriately to what they are saying, such as 
nodding in agreement, smiling if they say 
something humorous or raising your eyebrows at 
surprising comments. These little cues go a long 
way and silently say, ‘I’m interested in what you 
have to say and what you’re saying is important 
to me.’ This can make people feel special and 
help build great business connections. 
 

● Making good introductions is important, whether 
you’re meeting a client for the first time or at a 
networking event. Practice your ‘elevator 
speech’, which is your 30 seconds presentation 
that succinctly describes who you are and what 
you do. Practice it until you have it down to a tee 
- but make sure when the time comes to recite it, 
you do so in a way that flows and not as if you’re 
reading from a script. If you introduce someone 
to someone else, offer more than just a name. 
Try to mention a fact about one that will be of 
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interest to the other so they can pick up a 
conversation. Not only is networking to help 
others a kind thing to do, but it also reflects well 
on you.  
 

● If you want to leave a lasting impression on a 
client or colleague, go beyond the typically 
standardized ‘thank you’ emails. Instead, send a 
handwritten note that’s personalized and shares 
something that connects the two of you. It may 
take more time than writing and sending an 
email, but those extra few minutes of writing out 
a note and posting it will be worth it. The receiver 
will appreciate the effort and you will stick in their 
mind afterwards. 
 

● Always arrive on time for any meeting. Ideally, 
arrive a bit earlier so you’re waiting for the other 
person and not the other way around. If there’s 
one way to tarnish your professional image, it’s 
by arriving late and flustered. If something 
completely unavoidable has happened and you’ll 
be a few minutes late, send the other party a 
message immediately to advise them, so they 
know to expect you a bit later than they 
arranged. If you arrive too late, then it seems 
that you don’t value or care about the other 
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person’s time, even if that’s far from the truth. 
 

● Dressing the part is an important part of making 
a good first impression because, no matter how 
hard we try not to, nearly everyone makes a 
judgment about someone based on their 
appearance. It’s not usually necessary to get too 
dressed up, but showing up in your comfy yoga 
pants and favorite baggy tee-shirt is far too 
informal. A casual business dress code will be 
appropriate for most business situations. 
 

● If you invite a client or colleague for lunch, the 
unspoken expectation is that you will pay. It 
would come across as rude to invite someone to 
an expensive restaurant to discuss business and 
then split the bill when the time comes. Stick to a 
place that is pleasant and within your price 
range, and be prepared to fork the whole bill if 
the business lunch was your idea. 
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● If you decide to invite a client or colleague to 
your office, make sure the place is immaculate. 
Organize loose paperwork, make sure your desk 
is free from empty coffee mugs, and throw out 
any snack wrappers or bits of rubbish. You can 
get away with a ‘oh excuse the mess’ when your 
close friends are visiting your home. However, 
this doesn’t apply in a business setting. 
 

● When building rapport in a business 
environment, it’s a good idea to let a bit of your 
personality shine through and reveal some of 
your personal interests. This can be interesting 
hobbies or favorite spots around town for a great 
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sushi lunch. However, draw the line at being too 
friendly by sharing too much information. Your 
hen party shenanigans may leave your friends in 
stitches, yet will leave your business 
acquaintances less than impressed. Maintain a 
professional yet approachable vibe at all times 
and make sure you keep business and leisure 
separate. 

 
 
Most real estate etiquette is common sense, yet it’s 
always important to be mindful of how others perceive 
you in a business setting and what you can do to polish 
your professional image. Remember, it’s not just what 
you say but how you say it. Your mom’s advice was spot 
on, “mind your manners.” 
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Chapter 5: Extending Proper Etiquette to Email and 
Telephone Communication 

In person etiquette is essential, but also hugely 
important is proper etiquette in emails and telephone 
calls. Today, a good portion of your business will be 
done via the phone and internet. It is crucial that the 
etiquette you use when communicating with someone 
face to face extends to your communication with them 
through these mediums.  
 

 
 
E-mail Etiquette 
 
There are some best practices for sending emails and 
these are applicable to any situation. The problem with 
emails is the same for any written communication - 
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written words, rather than spoken words, are open to 
misinterpretation. Sometimes, a quickly written email 
could come across as being unintentionally direct and 
rude. It’s important to always double check what you’ve 
written and ensure you use neutral language that leaves 
little room to be misunderstood.  
 

● One of the most important rules for sending good 
emails to avoid writing anything in the heat of the 
moment. If a client or a colleague makes you 
angry, take some time out to cool down. 
Whatever you do, don’t vent in an email and 
send it to the person in question, no matter how 
satisfied you feel at the time. You’ll regret it later 
when the client or colleague has written 
evidence of your rude behavior. Also, be careful 
if you ever write something negative about 
someone. We’ve all heard the stories of 
someone talking badly about a colleague or a 
friend on text message only to end up sending 
that text to the very person they were talking 
about. You certainly don’t want that to happen to 
you in a professional setting as this can damage 
your reputation. It’s best to stick to the following 
rule: anything you would feel embarrassed about 
your clients reading, don’t write it down. If you 
must, write it down and save it to review 24 
hours later. This one-day reflection period can 
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help you determine if it’s truly worth sending. 
 

● Another important point when it comes to emails 
is to not spam clients. This is the quickest way to 
get your email blacklisted - few people like to 
receive a stream of daily emails, so make sure 
you’re not contributing to people’s build-up of 
spam. It may be tempting to fire out an email to 
everyone you know when you have some great 
offers or you published a new blog post, but try 
to keep your cold emails limited. Sending out a 
once a month newsletter is a great way of 
keeping in touch with people without spamming 
them.  
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● Your inbox may be brimming with unopened 
emails and it can be tempting to put them into 
the ‘to do tomorrow’ pile, but if you can, it’s best 
to reply to them as soon as you can. It shows 
you care about the time of the other person and 
that you are someone that people can depend 
on to reply quickly. It may be time-consuming, 
but try to allocate a period of time in the morning 
and the afternoon to catch up on emails. Your 
clients and colleagues will be grateful and it’s an 
easy way to build strong and lasting connections. 
 

● If you make a glaring spelling mistake in your 
email, you can be sure that the receiver will 
notice it. It may be just a typo to you, but to the 
other person, it can actually tarnish their image 
of you. That may not seem fair but more often 
than not, people have high expectations of those 
they do business with and maintaining a 
professional air at all times is essential. There is 
a humorous saying that goes ‘one way to find a 
spelling mistake in an email is to hit send.’ 
However, using spell check software will catch 
these mistakes for you. Grammarly is a great 
tool and you can install the free version on your 
computer so that it works across all platforms. 
This means it will spell check all written content 
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you produce from your emails to Google Docs 
and WordPress posts.  

 

 
 
Telephone Etiquette 
 
It may feel that everyone just talks via text message 
now, but telephone conversations haven’t died out just 
yet. In fact, they are still an integral part of business 
communications and can make the difference between 
leaving a good or a bad impression on the receiver. 
 

● If a client calls you and you miss the call, make 
sure you return it as soon as possible. Calling 
them back several hours later can make it seem 
that you are too busy for them (which may be 
true on that particular day but you should always 
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make customers feel important and special). 
Also, avoid calling out of the blue. Check with a 
client if it’s ok to call at a specific time - a lot of 
people don’t like calls nowadays and prefer 
communication to be via emails or text 
messages, especially younger clients. If your 
client always speaks with you by text, match 
their method of contact. If you feel it’s urgent and 
you must speak with them directly, send a text 
first asking ‘is it ok to call you now?’ 
 

 
 

● Bad connections are not your fault but deciding 
to call a customer when your phone connection 
is weak is a bad idea! Make sure that you have a 
good signal before you call to ensure that the 
phone call goes smoothly. If your signal just isn’t 
strong enough, simply send an email or text to 
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explain that you will call when you have a better 
connection. It will be frustrating and a waste of 
both your’s and the customer’s time if you 
attempt calling when your signal keeps coming 
and going.  
 

● You have an angry exchange on the phone and 
you feel this conversation is going nowhere. It 
may be tempting to hang up but avoid this at all 
costs. Even if you have already decided that you 
will never do business with this person ever 
again, they may tell someone they know about 
their experience with you and this can get 
passed around. It could potentially damage your 
reputation and brand which is sometimes 
immensely difficult to fix after. 

 
Always remember, it is NEVER worth it to be rude or 
angry when communicating with others. As a realtor 
your reputation will play a large role in acquiring future 
clients, especially since a good chunk of your business 
will be based on referrals. It is never wise to burn 
bridges. Make sure that people associate your name 
with a friendly, respectful attitude and pleasant 
personality. 

 
 

 
 

The Real Estate Agent’s Guide to Communication  
www.CindyBishopTraining.com                                    52 

http://www.cindybishoptraining.com/
http://www.cindybishoptraining.com/


Chapter Six: Recognizing Different Personality 
Types 

 
It isn’t just your own personality that you need to pay 
attention to when it comes to communication. Everyone 
you deal with will have a unique personality that requires 
an individualized action plan. This action plan will be 
most effective if it takes into account the client’s overall 
mood, behavior, emotions and attitudes. 
Working in and with the public is no easy task, and as a 
real estate agent, you have one of the most interactive 
jobs on the planet and able to build relationships with a 
diverse group of individuals.  It can be extremely difficult 
navigating and mediating the different personalities 
when dealing with buyers and sellers.  Thankfully, there 
are a number of resources that you can use as a real 
estate agent to educate yourself on the different types of 
personalities you are likely to encounter.  The “DISC” 
system, based on theories by psychologist William 
Moulton Marston, has proven to be an easy, 
encompassing way to learn about different personalities 
and how to cater to them to meet your sales goals. 
 

An easy way to get started is to take a DISC 
personality test.  A quick Google search reveals a 
number of free tests to determine under what category 
you fall in.  Once that is known, and you learn your own 
personality traits and weaknesses, you will be able to 
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use them to your advantage. You can then figure out 
how best to adapt your personality to match or to 
counter your client once you figure out under which type 
your client falls.  According to Marston, personalities can 
be categorized into the following four types: 
 

● Dominant - Direct, Demanding 
● Influential - Intuitive, Inspirational 
● Steadiness - Sweet, Soothing 
● Conscientiousness - Conservative, Cautious 

 

 
I provided a list of adjectives for each type that start with 
the letter that describes the type so that they’ll be easier 
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for you to remember.  If you can’t remember them, this 
is something that you should print and cut out or jot 
down on an index card and carry with you to each listing 
appointment and open house. 
 

There are a number of ways to determine what 
type of personality your client(s) possesses. Taking your 
client(s) out for coffee is easy enough of an activity to 
arrange, and a perfect way to learn about their 
personality.  By closely watching how they interact with 
the barista and other people in the cafe in addition to 
you, you’ll be able to tell their DISC type in no time at all! 
Here are some ideas of what to look out for:  
 

■ Pick up on clues - This is where your 
observation skills are key!  What type of 
tone do they use to speak to you and 
other people?  Are they curt and direct 
with their answers or do they take their 
time to gather their thoughts?  
 

■ Study body language - Is the client(s) 
expressive with their face and hands?  If 
so, it’s a good sign that they’re an 
influencer.  Conscientious types may 
come off as dead-pan or critical, but 
really they are trying to analyze the 
various elements of the moment and 
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what the right response is.  The people 
that fall under Steadiness will lean in, 
nod, and maybe even have light physical 
contact whatever is needed to fully 
connect with their surroundings.  They 
are extremely empathetic to those around 
them and will try to make everyone feel 
comfortable.  Dominants will be focused 
and have excellent posture and make 
eye contact when they speak to you. 
 

■ Look at attire - Dominant types like to 
display their power, they tend to favor 
expensive labels and flashy accessories. 
Influencers can usually be spotted in 
bright colors and trendy styles. 
Steadinesses stay relaxed in comfortable 
clothing with a relaxed fit.  Conscientious 
types dress smartly and in conservative, 
well-tailored pieces. 

 
■ Study the path a person makes 

through an event or meeting - When 
they enter a room and interact, do they 
tend to lean towards social activity and 
conversation or do they head 
immediately to start whatever task they 
are there for?  By notating whether the 
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prospective client is active or passive in 
their activity, and whether they’re people 
or task oriented, will also give you a huge 
clue.  

 
Active and task-oriented reveals they are probably a 
dominant, direct D personality.  Active but also 
people-oriented usually associates itself with an I, the 
intuitive influencers.  Passive, people-oriented is a 
strong clue they will most likely be a steady and sweet 
S.  A passive and task-oriented series of behaviors 
leans in favor of a C style, conservative and cautious 
personalities.  
 
By becoming a detective and looking for all of these 
different clues, you can gain a better idea of how to 
most effectively interact with a person. Depending on 
their personality, they will lean more towards certain 
reactions and respond to you differently. To have the 
most success at reaching your clients you will want to 
hone your skills of perception and sharpen your 
knowledge of which actions best match which 
personalities. 

 
 
 
 
 

 
 

The Real Estate Agent’s Guide to Communication  
www.CindyBishopTraining.com                                    57 

http://www.cindybishoptraining.com/
http://www.cindybishoptraining.com/


Chapter 7: Applying the “DISC” System to Buyers 
and Sellers 

 
So now that you have determined what personality type 
your client(s) is, the next step is to figure out how to 
orient your own type to fit a prospect’s personality style 
and real estate needs.  In a perfect world, you and the 
client will form an immediate bond and be in the same 
mindset as to how to achieve your goals to buy or sell 
the property, but unfortunately this is rarely the case! 
This is the time to hone in and use your research to seal 
the deal.  You are selling yourself and your success with 
this task will determine whether the client(s) thinks that 
you have the ability to handle their selling and 
purchasing needs. 
 
When it comes to communicating with clients, you want 
to base your interactions on their personality.  Whether 
a buyer or a seller, your client is an individual, and it is 
your responsibility to treat them as such. Take the time 
to develop your game plan and sort out how you will 
guide your discussions by carefully analyzing their 
personality and creating methods of communication that 
match their type. Let’s go ahead and take the “DISC” 
system and apply it to buyers and sellers.  
 

● S-type Sellers: S-type sellers, the soothing, 
sweet types, need to feel security from you, and 
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that you have their best interest in mind at all 
times.  Be sure to spell out your services and 
what they can expect from partnering with you. 
In your interactions, be prepared for a lot of 
“How” questions.  “How will you market the 
property in the community?”  “How will we talk 
about features that may need some work?” 
“How will do you determine what steps need to 
be taken if it doesn’t sell in a month?  3 months? 
6 months?”  Photos of satisfied clients and 
slowly explaining previous, successful 
techniques is a great way to bring assurance to 
S-types.  As they explain what they hope to gain 
from this experience, be prepared to comment 
gently, always in a reassuring matter in a way 
that builds trust and constantly reinforce security 
throughout your entire interaction.. 
 

● S-type Buyers: Steadfast S-types “how” 
questions will be oriented to determining that you 
will work to locate the property and interact with 
the seller to ensure that they are getting the best 
deal possible.  They want, as stated above, to 
know with full confidence that you are on their 
side, reflecting their steady, warm character 
traits.  Be sure to emphasize how you will 
address common hiccups that can occur in the 
home buying process.  Photos of properties that 
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fit their needs and desires are a great way to 
reinforce that you are listening to their needs, 
that you care about what they want, and that you 
are applying all of this knowledge to the 
experience. . 
 

● C-type Sellers: C-sellers will be cautious with a 
capital “C.”  They will show you how 
well-researched and prepared they come.  Be 
ready to look at their prepared facts and figures 
and to of course show some of your own.  They 
are highly analytical and numbers will ease their 
conservative, cautious manner.  Talk about how 
you will utilize logic and formulas in your sales 
techniques. Their questions will be the “Why” 
type.  Why do you need to advertise a house for 
sale both online and in print?  Why are snacks 
important at an open house? To know the 
reasoning in advance and have proven 
examples ready to go of why your methods will 
be successful will be the only thing that will get 
you through a meeting with a C-type seller Your 
conversation should also include how every dime 
that is invested in marketing utilizes proven 
methods that will ensure an efficient sales 
process that is respectful of the client’s time and 
money.  
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● C-type Buyers: When showing conservative 
natured C-type buyers a property, be sure to be 
ready with numbers besides just the price.  What 
is the average utility bill over the last year?  How 
much will that bill  increase in the winter with the 
heaters on and in the summer with the air 
conditioning?   How much are property taxes? 
C-type buyers are fearful of criticism and need 
assurance that their choices are the best 
according to the facts and statistics.  Like the 
buyers, be prepared to hear a lot of “why” as 
they try to learn as much as possible about the 
properties that you view together.  Realize that 
their overnanalysis of situations can be one of 
their weaknesses, so be well-researched on 
what concerns they may have for  a potential 
property and whether it is feasible that it can be 
fixed within their budget limits. 
 

● D-type Sellers:  Always be prepared to take 
notes and listen to the guidelines that direct 
D-type sellers want you to operate by.  They 
expect a quick sale, but will not want to give full 
control to you.  Navigate suggestions discreetly 
and in a way that fits in with the process and 
goals that they envision.  Details that give their 
property an edge on the market will be welcome. 
They generally want to know answers to “what” 

 
 

The Real Estate Agent’s Guide to Communication  
www.CindyBishopTraining.com                                    61 

http://www.cindybishoptraining.com/
http://www.cindybishoptraining.com/


questions.  “What are the places that you will 
market the home?”  “What kind of time frame do 
you anticipate for the first showings and our first 
offer?”  “What should I do to prepare for an 
amazing open house?”  Always be very 
complimentary of a D-type, recognize how great 
they look in their clothing or how successful their 
business is or whatever they take pride in to gain 
their respect by recognizing their hard work. 
Being easy going and adaptable will be key 
when dealing with this type of person. 
 

● D-type Buyers:  The demanding D-type buyers 
are on a mission, they will tell you what they 
want and they expect you to deliver quickly. 
Working fast is key, they do not like to putz 
around and wait for the right property to come 
along.  They need to feel like they are in control 
and they will expect you to keep up with their 
demands.  Houses that show status will be key 
and be sure to point out those elements or the 
potential of when viewing properties with them. 
D’s love things like curb appeal, large garages, 
and swimming pools, things that reflect their 
dominant personalities and aspirations, and will 
choose them over more sensible features.  Just 
like with D sellers, D-type buyers will ask a lot of 
“what” questions.  “What is the neighborhood 
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and school system like?”  “What are stand out 
features that make this property special both in 
the neighborhood and in the larger community?” 
It can seem like a lot of pressure to deliver to a 
D-type buyer, but you will be prepared! 
 

● I-type Seller:   Intuitive I-type sellers are looking 
for the latest and greatest methods to sell their 
property.  This is the type of buyer that will 
appreciate a great photoshoot and social media 
savvy to use in the sale of their property, 
methods that will give an influential appeal to the 
process.  They want to know who you envision 
will be looking at their property.  Who is going to 
come to their open houses?  They will want to 
prepare for market in a way catered to a specific 
buyer, so knowing who the primary buyers are in 
the region and what the key features they are 
looking for is a great advantage.  I’s are 
extremely creative and will be the perfect client 
to try your think-outside-of-the-box ideas on. 
They admire doing things differently, and are 
extremely appreciative of using technology.  I’s 
are more patient than D’s, but they will probably 
be discouraged if the property does not sell after 
a showing, so be full of encouragement and 
reassurance that just because that person did 
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not want to buy does not mean the perfect buyer 
is not out there. 
 

● I-type Buyer: When gathering information about 
what the I-type buyer anticipates buying, be in 
the know about what is trending when it comes 
to real estate both locally and nationally.  They 
want to feel inspired (and in turn inspire others) 
and need a home that can match these 
aspirations.  Are there any neighborhoods in the 
area near popular communing areas (parks, 
restaurants, bars) that your client might be 
interested in?  I-types are open to suggestion as 
long as you make it seem on or ahead of the 
trend.  They will want to know who their 
neighbors are.  Research what types of 
households populate the neighborhood, is it a 
multi-ethnic neighborhood?  Are the people more 
well-to-do?  Are there a lot of families?  The 
answers to these questions will be the key to 
them choosing a property.  Be sure to point out 
elements of the house that are on or are ready 
for whatever the current home design trends are. 
Knowing what they will be on the lookout for will 
help with a smooth buying process. 

 
You can read more about the different DISC 
combinations and what to expect when encountering 
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them here. Being prepared to easily cater to multiple 
types at a moment’s notice and cater your tasks to meet 
in the middle is an essential trait of an effective realtor. If 
it seems challenging at first, do not lose heart, you will 
get better with time and practice. 
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Chapter 8: The Art of Negotiating 
 

Another challenge you will face as a realtor is 
negotiation. Negotiation is always the toughest part of 
what a real estate agent does to earn their keep.  It's 
such a vital part of what an agent does in support of 
their clients, that it should be at the top of how the 
consumer selects their agent. In buying and selling, 
there are always two sides of the coin, and these sides 
can’t both win...or can they?  
 
The buyer is always going to want the lowest possible 
price with the most possible value, and the seller is 
always going to want to sell for the highest possible 
price with the least effort on their part -- so by default, 
it’s always going to require negotiation.  This can lead to 
a rough process or an uncomfortable closing, unless 
you have fine-tuned negotiation skills as an agent. A 
good negotiator can control an outcome in favor of all 
parties and keep everything smooth and everyone 
happy. The buyer and seller, and often the other agent, 
are not necessarily skilled in the art of negotiation.  So, 
what do you do to create a winning hand that can get to 
the closing table? 
 
You can use the following tactics to build your own 
set of killer negotiation skills as a real estate agent: 
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1. Know your Audience -- First and 

foremost, know your audience.  Finding 
out the goals and objectives for your 
seller and the eventual purchaser (if 
applicable) should be right at the top of 
your list of discoveries.  Home-buying 
and selling in many ways can feel like a 
potential gamble for clients, but as an 
agent you need to understand how to 
frame their risks and opportunities 
objectively to get the contract closed.  

 
You’ll want to find out their considerations and possible 
objections, including: 
 

 For Buyers: 
● Financial needs 
● Liquid asset needs (the cash they need 

to close) 
● Future relocations 
● Who plans on living in the home 

(children, pets, elderly relatives) 
● Are they handy to address repairs or is a 

home warranty needed? 
● What is their motivation to purchase? 

 
For Sellers: 
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● Financial needs (and their flexibility on 

offers) 
● Do they need a rent back? 
● Their timeline needs 
● What is their motivation to sell? 

 
Whether one offer to purchase or many, each one has 
to be scrutinized to do the best job for the client.   After 
all, the whole point of ratifying the best offer is to make 
sure that you get to closing and have a happy client.  It’s 
important that you understand what are the motivating 
factors and goals of your clients in order to make the 
best decisions for their benefit.  
 
This may also include learning about their cultural 
values, belief, and in many cases, differences.  This will 
all add to a successful process. It’s also important that 
you understand the motivators and goals of the other 
party, because by knowing exactly what they want, you’ll 
be able to offer them more agreeable compromises. 
 
2.  Develop amazing communication and 
conflict-resolution skills -  Handling objections is just 
the beginning.  In addition to being skilled at active 
listening, you have to also be a brilliant communicator. 
You have to be able to not only deal with the objections, 

 
 

The Real Estate Agent’s Guide to Communication  
www.CindyBishopTraining.com                                    68 

http://www.cindybishoptraining.com/
http://www.cindybishoptraining.com/


but to do it while maintaining perspective for the 
potential of the outcome.  
 
Consumers rely on real estate agents to sell property for 
them because they need a strong negotiator that can be 
an excellent mediator to get the job done, while keeping 
their cool.  Buying and selling property involves a lot of 
money (and often a lot of hassle), and it takes a strong 
set of skills to do so without losing it (as you’re probably 
already well aware).  
 
The agent must be an excellent communicator, able to 
pick up on cues, and be able to actively listen.  He or 
she must be ethical, and have the ability to bring the 
terms to a sound conclusion. 
 
You need to make sure to review everything with your 
seller, such as the contract, addendums, and any and all 
counter offers, and contingencies.  You’ll need to 
explain to them what is typical, and what isn’t.  You 
need to educate them, and prepare them for the 
worst-case scenarios so that they can be ready to 
manage their own expectations.  When they are well 
prepared, they become better clients and will better 
manage their emotions to have a more successful 
ratified contract outcome. 
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3.  Be well educated -- It’s your job to be well educated 
and informed on topics that may be needed.  These may 
be financing, contracts, environmental issues, home 
inspections, and other such concerns.  You’ll also need 
to know the comparisons of the area as well as market 
values.  
 

The Seller’s Market: 
When listing inventory is low, it is often an 
opportunity to eliminate concessions that 
normally may be paid, like buyer closing costs, 
non-contingent offers, and eliminating the need 
for extra home improvements.  

 
Selling a home in this kind of market may bring 
more offers in than you expected.  It may be an 
option to use the auction process, or even a 
regular sale, and set a deadline for all offers to 
be submitted on a particular date.  Then, review 
all offers at one time objectively with all of the 
skills of a great negotiator.  This will eliminate the 
anxious demands of offers being presented and 
instead put you and the seller in control. 

 
The Buyer’s Market: 
The buyer’s market is a time for prospective 
homebuyers to rejoice. Typically the buyer can 
ask for closing costs, warranties, unlimited seller 
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repairs, and even a lower price within this type of 
market. 

 
The Neutral market:  
In this market, both the Seller and Buyer tend to 
give a bit.  Buyers can often see some of their 
closing costs paid for them, but they can expect 
to pay a market price for the home.  

 
Note: Only consider an offer with a valid earnest money 
deposit that is valid at the time of the offer, a worthy 
lender letter that is based on all buyer documentation 
being reviewed, a full credit report, and no unusual 
contingencies (like Aunt Mildred having to travel 500 
miles by mule to view the home before the sale is 
complete).  
 
By being well educated, you’ll be able to overcome 
offers that are simply ridiculous, as well as objections to 
the condition of the home or other various price 
objections. 
 
Handling Price Objections 
There are many ways to handle pricing objections. In 
some cases, the seller won’t budge off the list price and 
the buyer won’t increase their offer.  Of course, there 
may be some good reasons for both of these stubborn 
scenarios.  
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If the house is priced well, or even slightly below market, 
then the seller is justified in wanting to get their price.  If 
the buyer is concerned about their monthly payment at 
the seller’s desired price, then consider a buydown.   If 
the seller is already thinking about paying some of the 
buyer’s closing costs, a buydown will allow the buyer to 
get a lower rate while the seller can maintain their 
desired sales price.  
 
Handling Condition Concerns  
This is a tough topic because conditional requirements 
come in all shapes and sizes.  The conditional 
requirements of a loan must be met.  These are 
conditions that the appraiser has set as a condition of 
the loan closing.  Especially in the case of the REO 
property, the REO seller may be unwilling to fix the “as 
is” condition, and the buyer isn’t allowed to.  In this case, 
it would be a mistake for you to take a VA or FHA buyer, 
because the transaction will likely never close and your 
seller will be less than impressed when you lose the 
buyer. 
 
On the other hand, if your seller has a house that needs 
repairs and financing will be an issue, then a renovation 
loan may be just what the doctor ordered.  Both the 
203K and Fannie Mae renovation product loans are 
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great choices for homes that are stricken with mold, or 
that have other necessary repairs.  
 
In fact, some renovation loans will allow you to build a 
brand-new house on top of an existing foundation, as 
long as there is at least 75% of the foundation in place. 
Delicious! 
 
It’s important to note that many of these loans are 
mortgages and not construction loans. 
 
4.  Never be too anxious --  Houses are like 
relationships, and there is rarely more than one house 
that tickles the fancy of a prospective buyer.  Have your 
seller decide on their bottom line, but keep it a secret. 
This way, the seller will be more flexible when they have 
considered all possible outcomes.  Typically, if you have 
prepared them well, the outcome will always be better 
than they thought.  
 
An agent should stay positive and be able to outline the 
alternatives and possibilities of how the offer could be 
ratified, or even how the property can come to an 
eventual closing. 
 
You should also understand the needy/anxious/sneaky 
buyer and sellers: 
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The Needy Buyer 
The needy buyer can be a real estate agent’s worst 
nightmare.  In addition to totally dominating your time, 
they can also be extremely duplicitous and deceitful. 
They’re really sneaky buyers. For example, they may 
really want the house, and may write a letter to the seller 
to be presented with their offer.  It indicates that they are 
dreaming of the seller’s home, they love it, they have 
imagined growing old there, and it would make their 
dreams come true but, they just can’t afford the closing 
costs and the full price of the house.  They promise that 
if the seller meets their low-ball offer (and pays closing 
costs), that they will love the home and take good care 
of it forever, perhaps promising never to remove the 
kids’ height marks and allowing the sellers in to check it 
out from time to time.  
 
This is not a good idea or tactic.  It’s essentially 
emotional badgering, and you do not have to put up with 
it.  I have seen buyers convince sellers to put a brand 
new roof on the home because they really wanted it, 
and they were paying full price for the home, so they 
deserved a house in perfect condition, including a brand 
new roof.  
 
Your clients are not selling their home to be nice people, 
they are selling their home to recoup their costs and 
allow them to move without breaking the bank. You 
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have to protect your seller and keep the negotiations on 
track. The agent is like the mediator and must maintain 
a calm, patient approach.  
 
5.  Find Common Ground -  The goal is to find 
common ground and work with all parties to a 
compromise.  That is essentially the very definition of 
negotiation.  If you find a shared place where everyone 
is happy and wins, you’ve mastered the art of 
negotiation.  Just like in gambling, there are winners and 
losers, but an agent with solid negotiation skills will 
always mean that everyone wins.   It is imperative in 
finding common ground that the agent also be able to 
read people and manage the emotions that will surely 
surface.  A study of emotional intelligence is something 
that every agent should do as part of their training. 
 
6.  Be Prepared -  Negotiation is always about 
preparation first.  Whether you are buying or selling, it is 
your job to negotiate the deal, and you need to be 
properly prepared so that you can take control and 
successfully complete the deal.  
 
Above all, you need to be prepared to walk away from 
the table when the deal is not right for the buyer or the 
seller. It’s not always about the bottom line, but the 
needs of all parties involved. A good negotiator is 
someone who builds a good story and appeals to all 
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parties, as well as someone who has the end total in 
mind and knows what is needed to make the sums add 
up.  
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Chapter 9: Are You Listening? 
 

Maybe you already consider yourself a skilled 
negotiator. You look out for your clients, always keep 
their needs in mind and come to the table prepared and 
ready to work out the best deal for all parties involved. If 
so, then great, you may already be a pretty effective 
communicator. You watch what you say, watch how you 
say it and select the perfect words after careful 
consideration. This is, of course, very important.  
 
Very often, however, when it comes to communication 
we let what we say be our main focus. We expend all of 
our energy on what we have to say, when we have to 
say it and how we act when we say it. The delivery is 
only one side of the communication relationship. We 
need to remember that the person(s) we are talking to 
also has something to say. A conversation is not, nor 
never should be, one sided. Therefore, it stands to 
reason that a good part of our time, maybe most of it, 
should be spent with our mouth closed and our ears 
open. We need to listen. 
 
We’ve already talked about the importance of knowing 
your audience and understanding them. Well, the first 
step to achieving this is by listening to them. How else 
are you going to learn about their needs and goals? 
Recognized expert in persuasive communication, Dean 
Brenner, encourages active listening. It is through this 

 
 

The Real Estate Agent’s Guide to Communication  
www.CindyBishopTraining.com                                    77 

https://www.forbes.com/sites/forbescoachescouncil/2018/01/03/to-communicate-well-listen-first/#79274a0a32a9
http://www.cindybishoptraining.com/
http://www.cindybishoptraining.com/


active listening that we learn the best way to convey our 
message to our intended audience.  
 
To grow as an active listener, there are a few 
practices to engage in when you are communicating 
with someone: 
 
 

● Be thoughtful-- Remove all distractions 
(i.e. cell phone, tablet) and actively listen 
to what someone is telling you. Nothing 
says, “I don't really care what you have to 
say,” like constantly checking your phone 
or sending a text message in the middle 
of a conversation. When someone is 
talking to you, it is your job to make them 
feel as if they are the most important 
person to you in that moment. 

● Remember-- Let the person with whom 
you are talking know that you would like 
to take notes. Let them know that you 
value what they have to say and want to 
make sure you do not forget any of it. 
This way you will have a written 
reference to look back on later and do not 
have to rely on memory to recall the 
important details of your conversation. 
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● Ask Questions-- Let them know you are 
listening by asking questions. This shows 
that you hear them and are interested in 
learning more about them. Their answers 
will also provide valuable information 
about their needs and concerns that can 
help you better understand what it is they 
are looking for in their real estate 
endeavors.  

● Avoid “I” statements--Let them do most 
of the talking and resist the urge to make 
the conversation about you. For example, 
if a client is telling you how much they 
hate small closets, don’t follow up with, 
“Oh, I know, I can’t stand small closets. 
That’s why I built a walk-in in my 
house…” You may think this appears as 
if you are relating to the client, but they 
don’t want to hear about you. Sorry, I’m 
sure you are a very interesting person, 
but, it’s the truth. Instead, remember the 
goal is to learn about the other person, so 
circle back to the above point and follow 
up their statement with a question, “Are 
small closets a deal breaker for you?” or 
“How much storage space would be your 
ideal?” 
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Being an active listener will help you learn about your 
clients while also reinforcing your image as a respectful 
and considerate realtor. When someone feels truly 
listened to, then they feel important. This is huge 
because the old adage holds true, “they may forget what 
you said, but they will never forget how you made them 
feel.” Don't you want people to associate you with 
positive feelings? It is these feelings that will keep 
business coming your way in the form of referrals. 
By now you are sure to agree that listening is crucial. Its 
importance as an element of communication is often, 
unfortunately, underestimated. People still feel a need to 
be the biggest, boldest talker in the room. They think the 
louder they speak and the more they say, then the more 
people will here. In actuality, this tends to have the 
opposite effect. It can make people tune out and 
become disinterested very quickly. 
 
Nothing kills communication faster than a missing 
audience. Even if your audience is physically present, if 
they are mentally and emotionally disengaged, then you 
might as well be talking to an empty room. The listening 
side of the communication equation is so important that 
you also need to make sure you are able to discern if 
your audience is listening to and understanding YOU. 
After all, you are going to be talking some of the time! 
Please don’t think that you are expected to remain silent 
at all times. Just make sure that when you do express 
yourself you do so in a way that engages your audience.  
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Here’s a few things to keep in mind when your 
goal is a captive audience: 
 

● The Hook -- It’s time to go fishing. Start 
out with something that will “hook” your 
audience. An interesting fact, a relatable 
story or a joke, can all work. Once you 
have their attention you can reel them in 
and  have a better chance of keeping 
them on the line. 
 

● Remember It’s a Performance -- We 
mentioned earlier that public speaking is 
a type of performance. So, put some 
feeling into what you are saying. Add 
inflections throughout your speech and 
emotions that match what you are saying. 
Changing the level of your voice and the 
dynamic of your speech (i.e., tempo, 
pitch, volume) will maintain your 
audience’s interest. If you keep it one 
note, then you’re likely to start hearing 
some snoring.  
 

● Toss the Cue Cards -- (Not literally) I 
mean, don’t just read and repeat what 
you have memorized. You know your 
subject matter, right? So, use your cards 
as  a guide to keep you on track and then 
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make sure to step away from the podium 
(literal or figurative) every now and then.  
 

● Give Your Audience Credit -- They are 
intelligent individuals. If your presentation 
includes slides, then it’s a good bet that 
your audience can read them. So, use 
slides as a supplemental tool to reinforce 
what you are saying and provide a visual 
of statistics so you don’t have to say 
them. DON’T read them. BORING!  
  

● Take a Pause -- Can you say dramatic 
effect? A little silence thrown in can go a 
long way. If there is a point you want to 
draw extra attention to, or really stress, 
then put some silence before and/or after 
it. Give the audience time to let it sink in, 
but don’t overuse this trick.  

 
Incorporate these tools the next time you are speaking 
to an audience, whether it be one person or a room full, 
and gauge how well they are engaged. Are they 
attentive? Are they still and quiet? Are they asking 
pertinent questions and reacting as a unit? These are all 
good signs that your audience in locked in to what you 
are saying and actively listening to you.  
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Still feeling a little unsure of your speaking ability? Then 
analyze yourself. Record yourself speaking to a practice 
audience of friends or colleagues and then roll the tape. 
How do you sound? Are you changing your pace and 
tone? Are you adding inflection as you speak? Once you 
have something to study you can continue to practice 
and hone your skills as a speaker to make sure you 
have a captive audience every time.  
 
Whether you are the deliverer or the receiver, listening 
is a big part of communication. Understanding what it is 
to actively listen will help you become a better, more 
effective, communicator and leader. Just like everything 
else we have mentioned so far in this book, it takes 
practice, but every time you listen with intention and 
take some time to reflect afterwards on what went right 
and what went wrong, you will be a step closer to being 
a successful real estate agent. 
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Chapter 10: Resolving Conflict 
 
No matter how good a listener or how effective a 
communicator you are, disagreements are inevitable. 
It’s hard to avoid conflict entirely unless you are going to 
live in a cave or bubble. Disagreements are a part of 
human nature. It is healthy to have a variety of available 
opinions, but like anything, it’s all in the way that we 
handle the disagreements and differences that 
determine whether we are successful or a clod.  But it’s 
not easy. It’s expected to have difficulty navigating 
potential conflicts, and ways to address them throughout 
your real estate career are not always found naturally.  It 
is essential to learn and develop conflict resolution 
techniques as you grow your clientele and business. 
What can be done to ensure the happiness of all parties 
and show your success as an agent? 
There is a laundry list of items that can be blamed as 
the source of conflict. Two of the most significant, but 
rarely identified, are poor communication and 
interpersonal tension. These conflict instigators can 
quickly escalate simple disagreements into raging 
issues.  As conflicts remain unresolved, they fester and 
grow, diminishing productivity as well as  damaging any 
chance of a good relationship. Successful real estate 
agents need to develop and utilize these quality skills to 
manage and diffuse conflict. 
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Conflicts can involve all types of people and 
relationships; therefore it is impossible to have a 
generic, overarching solution that can be expected to 
solve all resolution needs.  Throughout your career, you 
will see the gamut of disagreements.  All conflicts are 
unique situations and should be resolved individually as 
well. A confrontation with an angry customer or client is 
very different than disagreements amongst colleagues 
in a firm. If you discover a conflict that is preventing you 
from achieving goals for you or your client, ask yourself 
the following: 
 

1. Who are the players?  Is the disagreement 
between the clients oro between the client and 
yourself?  Is the disagreement really a conflict 
within the buyer or seller's own personal 
relationship that is affecting the entire transaction 
result?  Is there some underlying emotional issue 
that could be causing the conflict? (children 
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staying in the same school district, loss of 
employment, divorce, etc.) 

 
2. What are they disagreeing over?  Is it over a 

financial aspect of the deal?  Does it have to do 
with their relationship with you?  Could it be 
stubbornness or anger because of a separation 
or divorce? 
 

3. What is your role?  Are you a trusted mediator? 
Do you need to bring in some assistance?  Are 
you one of the conflicting parties?  How can you 
both represent your client and be a trusted 
source for fair negotiations? 
 

As quickly as possible, the conflict resolution process 
should begin.  The conflicting parties should be 
involved, and if needed, you can bring in assistance to 
create a fair and neutral environment.  This is where a 
strong professional network base comes in handy. 
Attorneys, other agents, or even a professional mediator 
will be of great assistance in these circumstances. All 
that may be needed is a casual conversation to release 
whatever grudges or hostilities may have been pent up, 
or it could go as far as the filing of a formal grievance. It 
is your job to figure out what events need to occur so 
that resolution can happen promptly and everyone can 
move on to achieving their goals. 
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In virtually all cases, handling and settling a conflict 
involves the ability to ensure that everyone is heard, and 
that each person’s opinion is respected. This involves a 
skill that not everyone has.  This skill will aid in resolving 
the issue to reach a mutually beneficial solution.  So 
what is this magic skill?  
 
It’s empathy.  Actively listen and utilize empathy, 
putting yourself in the other person’s situation to 
understand their point of view. When you show that you 
are actively listening to try to figure out what both sides 
are feeling, the parties will be more trusting which will 
aide in a  faster resolution.  
 

 
 
There are many opinions and strategies on how this 
process should go, and feel free to adjust to the 
particular needs of the situation. I included only those 
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that I feel are appropriate for salespeople to enhance 
performance and build confidence so that you feel 
equipped to handle most of the disagreements that are 
encountered.  
 

● Confront - Identity what the conflict is and how it 
came to be. What is the underlying problem and 
what feelings and issues were misinformed? 
Use the magic skill (empathy) in this step.  Learn 
the roles of the parties involved and what their 
ultimate goals are for the conflict and its 
resolution. 
 

● Collaborate – Initiate conversations that will 
begin the process of finding the mutually 
beneficial solution.  Is there anything either party 
would be willing to compromise on and what are 
their terms for that compromise?  Are they 
realistic?  This is where their trust in you as a 
mediator will show itself. 
 

● Current – Conflict discussion needs to be, 
ideally, in person, but if schedules will not allow 
that, then over the phone or on an internet media 
like Skype may need to be utilized. Using a 
platform in real time allows for active listening. 
E-mails may seem convenient and comfortable, 
but do not allow both parties to be heard and do 
not result in a quick resolution. Stick with the 
in-person real time communication methods to 
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have a resolution that’s eminent and under 
control. 
 

● Know -  It is your job to both listen and make 
sure that all parties involved are putting 
themselves in the other person’s shoes to 
understand all points of view.  Make use of the 
information you gathered in the previous steps to 
fill in any gaps or interpret any 
misunderstandings or confusions that either 
person may have.  Try to keep emotions under 
control and everyone handled in a fair and 
professional manner. Avoid interruptions in 
conversation as that can also add to the 
emotions and frustration of the parties.  

 
Finding that middle ground, that perfect resolution, is 
difficult, even for the most seasoned professionals. 
What steps should you follow to find a solution and 
resolve a conflict? 
 

● Identify a safe place and time to talk – Find 
the right “emotional” location and times for both 
parties to talk things out, but keeping the time 
from acknowledgement of the conflict to 
resolution time as short as possible. Confronting 
any situation head on and sitting across the table 
from each other will almost always end a feud in 
record time. People will always rise beyond your 
expectations when it is handled in person, in 
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contrast with the non-resolution of conflict that 
usually happens when things are handled in 
email, text, or even over the phone. The safe 
place to talk can be described as a pleasant, 
alluring atmosphere. Never expect resolutions 
when you are in cramped, smelly, hot, noisy, or 
otherwise uncomfortable environments. 
 

● Discover the underlying cause of the problem 
– Find out where the initial communication broke 
down.  Learn about what the situation and 
choices were that lead to the conflict. It’s even 
good to discover all of the things that were going 
on with the parties during the time period when 
the conflict started. You may not be surprised to 
learn how tragic circumstances like a death, a 
sick family member, or an unhappy child may 
adversely affect someone -- but lots of people 
are affected by things in different ways. 
Someone may be equally as traumatized by an 
impending doctor’s appointment,  a child having 
trouble in school, a friend not calling them back, 
or a romantic relationship gone wrong.  There 
are any number of other variables that can 
contribute to the cause of conflicts. 
 

● Understand each participant’s view – Hear all 
parties out and make sure that their point of view 
is clear.  Make sure that everyone has a chance 
to speak honestly and thoroughly without 
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interruption.  Use the information you gather to 
figure out what each member wants that would 
result in a satisfactory resolution. 
 

● Practice active and empathetic listening – 
Give verbal and physical acknowledgement that 
you are listening and understanding what they 
are trying to say. Repeat what they say back to 
them to provide assurance that you are listening 
and acknowledging what they are saying. This 
will demonstrate active listening and create trust. 
Nod your head and utilize strategic eye contact 
and facial cues to build trust as you listen as 
well.  Quickly clarify any questions you may 
have, but wait if needed, so either party does not 
feel talked over. Never interrupt them and leave 
your cell phone off or out of the room. If you are 
not naturally inclined to focus, take notes or draw 
diagrams so you have a written reminder of what 
is occurring and can look at an overall picture, 
but don’t doodle.  
 

● Create solution options to resolve the 
conflict – Present multiple solutions to whatever 
the conflict is.  Try to meet halfway with solutions 
and try to utilize the key components that both 
parties are looking for from the situation. If you 
can come up with at least two solutions, or let 
them do this, you are more likely to reach a 
resolution. 
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● Formulate an agreement, in writing, if 
necessary – When both parties agree to a 
solution, make sure that there is formal 
acknowledgement that a choice is definitely 
being made and the conflict is over.  An 
old-fashioned handshake and eye contact is 
great for this, but often, for legal reasons, it 
needs to be done in writing.  Make sure all 
logistics, if this is needed, are in place so both 
parties can move on to the solution. 
 
 

 
 
The five conflict resolution styles that won’t help 
you get anywhere, are: 

● Avoidance - Staying away from or withdrawing 
from a conflict requires no courage and does not 
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give consideration for the other party. It does not 
speak to wanting to find a settlement. 

 

● Giving In - Relinquishing and accommodating 
the other party without consideration of the 
needs of both sides requires a lot of cooperation 
and little courage. It leads to grudges and carries 
the initial conflict into future issues which can be 
blown out of proportion. 

 
● Standing your Ground -  Another word for this 

is “stubborn”. This is where neither party is 
willing to budge on their viewpoint, even slightly, 
and because of this a proper solution is 
prevented from showing itself. 
 

● Mind Reading: This is basically assuming that 
you know how the other party feels and what 
their motivations were, without asking them 
directly. 
 

● Trying to Win:  No matter what, if someone tries 
to win, no one will come out a winner. To 
someone who is displaying this behavior, the 
satisfaction of both parties isn’t important, but 
rather the kill. Conflict resolution is never a 
contest or competition, and until everyone 
understands that -- you won’t get anywhere. 
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The above methods may seem like easy options, but 
they are surefire ways to bring a sale to a halt and leave 
you with an unsatisfied client experience.  Do your best 
to direct your clients and other parties away from these 
negative behaviors.  Most of these can be avoided with 
honest, timely communication.  Encourage conversation 
as much as possible and do not let long periods of time 
go by between follow ups.  Remember, in conflict 
resolution, time is not your friend!  
 
These tools and tricks will help you break down, 
analyze, and resolve whatever situations you may run 
into during the selling or buying process.  Always be 
sure that you are listening to your client and making 
sure their needs are met and they are happy with the 
buying or selling process in whatever methods you are 
able to control.  If your client is unhappy, take the time to 
hear out his or her concerns and express that you are 
empathetic and willing to work together to improve the 
situation. 
 
Overall, after reading this book, I hope you have a better 
understanding of what successful communication looks 
like and why it is such a crucial skill to possess. 
Communication is such an important part of the real 
estate business, and sadly,  if you aren’t an effective 
communicator, you’ll never get ahead in this business. 
For more information on communication including verbal 
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communication, electronic etiquette, body language, and 
more, you can visit Cindy Bishop Worldwide for more 
training courses and tips to help your business get to the 
next level. There are tons of free blogs and hundreds of 
hours of additional content in the Members Only Area.  
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About the Author: Cindy Bishop 
 

 

You’re probably wondering after reading the book who I 
am, so I thought I’d share a little bit about my 
background and story with you. I’m a 30 year veteran 
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agent, and spent many years in the trenches selling real 
estate by knocking on doors, marketing to my sphere of 
influence, and of course, holding open houses. 
 
In 1995, I earned a Brokers license and formed my own 
company, that has survived all of the ups and downs of 
the industry. After 15 years of active sales, I decided to 
start my journey in education and become a real estate 
topic instructor and freelance speaker on topics relevant 
to the business building needs of agents. The more time 
I spent in the business, the more I recognized that there 
were some serious gaping holes in the education 
process of agents, both in the classroom and in proper 
business development classes. 
 
In 2010, I realized my dream of opening a private 
accredited school specifically for the benefit of real 
estate agents that wanted quality education that was 
relevant to their needs. I provide continuing education 
licensing credit, as well as no nonsense beneficial 
business building training. I also coach many agents, 
and am a professional speaker on sales and real estate 
business building topics. Although I’m still an active 
licensed agent, I no longer sell because I feel like it 
would be a detriment to compete with the students that I 
teach and coach— I want them to succeed! 
 
In my personal life, I’ve overcome many odds and 
obstacles along the way to becoming a top agent, 
earring top awards and designations like CRS. I nursed 
my husband of 32 years back to health after a battle 

 
 

The Real Estate Agent’s Guide to Communication  
www.CindyBishopTraining.com                                    97 

http://www.cindybishoptraining.com/
http://www.cindybishoptraining.com/


with cancer, and overcame Lyme disease personally. I 
also raised two amazing daughters who both struggle 
with ADD and Asperger’s, and cared for my elderly 
parents until their final days. For anyone that gets an 
email from me, they know I care deeply for animals and 
their welfare. I use the quote “The greatness of a nation 
can be judged by the way its animals are treated.” 
Mahatma Gandhi and I feel its each of our responsibility 
to help those without a voice. I have a big heart and it 
shows not only in my personal life, but translates 
through to the agents that I constantly try to give back 
to. I hope to help all agents regardless of their 
obstacles. I just expect their motivation. 
 
If you’d like to learn more about my educational 
programs or coaching opportunities, you can go to my 
website at http://www.cindybishopworldwide.com/. 
 
Thank you so much for reading all the way through this 
book! I hope you received some valuable information. 
Share this with your own tribe if you feel that it’s 
something that would benefit them. 
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