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What people are saying about us:

“I have had the opportunity to work with Escrow L.A.
on more than two dozen escrows over the past several
years. Their performance has, in each instance, been
nothing short of exemplary. Sharon's attention to
detail, and her proactive approach to the handling of
an escrow file, have been without parallel in my
twenty years of experience as principal of a national
brokerage firm. Best of all, Sharon makes integrity the
very hallmark of her firm.”

“Thanks again to you and your team for the most
awesome job closing my escrow—with speed and
eloquence. Sharon, it seems like I witnessed the skill of
a 90210 plastic surgeon as you put a beautiful face on
a deal which I assumed was dead in the water. Lenders
can be so difficult considering the current crisis. I feel
your confidence and the research you brought to
everyone's attention was truly the linchpin solution
needed. My most praiseworthy thanks to Escrow L.A.”

“I enjoy working with you and your staff and appreciate all
your time, hard work and effort. Hope to do lots more in the
coming year. Best regards to you, your family and staff.”

“You are an excellent Escrow Agent. Your work stands
out among many others I deal with. If you would only
move to Long Beach, I am sure you will love it here.”
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Five Steps to
Luxury Real Estate Expertise
By Jack Cotton

Agents from around North America and beyond contact me with questions about their business.

Many questions center on the idea of expertise. As I teach in my book, webinars and seminars, high net
worth individuals are used to dealing with experts: whether for tax, legal, or medical purposes, they
always want to know they are dealing with the absolute top person in their field.
To answer questions about how to be perceived as an expert in the marketplace and clarify on this
important topic, I offer these five levels of expertise for you to develop:

1.The first area is the most important. You need to become the absolute expert on prices and value in
your marketplace. My suggestions continue to be to create a two year history of everything that has
occurred in your chosen marketplace: every sale, every offering every buyer, every owner. Learn
something about the people in your market place. What are the demographics, who the builders in that
marketplace are and who the competing agents who are in the high end. You need to know it all.

2. You need to learn to write. Agents hate it when I say this because nobody likes to write. Understand
that people in the high end judge others by their writing as well as their speech. The more you can
write content with information that is important to them, the more you will be perceived as an expert.
You can write a book. It is not as hard as you think. Start articles, blogs and reports.

My secret to writing is to begin with a compelling headline. Further, I like headlines that begin with
numbers like 7, 10, 12 or 21. Seven Ways to Make Your Property Ready for the Market; Ten Biggest
Mistakes of Luxury Home Sellers are quick examples. And once you get the headline down, the rest
of the article writes itself because you have created a promise—you have created a hook. Merely fulfill
the promise of the headline by creating the points.

3. Now if you think writing is bad, the next step is public speaking. Most people detest the idea of
getting up and talking in front of people. Get over it and volunteer to present at Rotary clubs, country
clubs or any groups or organizations that will have you and talk about your market.

For instance, I have presented a talk this year called Seven Predictions for the Real Estate Market In
2011 which I presented all over Cape Cod and beyond. People love it even though not everyone agreed
with all my points. You actually get more opportunity to connect and discuss when people disagree with
your points.

6

Top Agent Magazine

4. Number four is to get endorsed, people in the high end love to deal with people who have been
endorsed by their friends, peers or associates. You can get endorsements by sending out a survey card
every time you list or sell a house. On our survey we have a little check box where responders give
permission to use their comments for testimonial purposes. Obviously, letters of recommendation from
other people in your marketplace are a great addition to your arsenal.

5. Lastly, Read what your clients read. Try to read one to three hours every single day. Business
magazines and newspapers, current business books and articles. You should start with the Wall Street
Journal and follow up with the business section of your local paper. Most cities have their own business
magazines or publications that are must reads. You will be amazed at the number of times that you will
fall into conversation with someone either featured in an article or has some connection to the topic
presented. You must be in the know.
Now that you know the five areas of expertise required to succeed in luxury real estate, make a plan to
develop you skills in each area. Visit JackCotton.com and LuxuryRealEstateUnplugged.com for more
resources to aid your journey.

Jack Cotton founded Cotton Real Estate, now Sotheby’s International Realty, in 1974 and has
overseen thousands of purchases and sales of Cape Cod properties. Jack Cotton has built his
reputation as one of the most respected Cape Cod Real Estate professionals on the foundation of
integrity. The integrity to put his customer first in every single situation. Jack Cotton is highly regarded
in the Cape Cod community, by his Real Estate peers throughout the country, and perhaps most
importantly, by his customers and clients.
Top Agent Magazine
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Toni Patillo

As a former entertainment industry
executive, Toni Patillo knows her
properties. Having worked with
Dick Clark Productions and Motown
Productions for many years, Toni
had a successful career protecting
intellectual property. As one of the
top 1% of all sales professionals
within the Keller Williams and
Prudential real estate networks,
Toni has over twelve years of experience protecting her
clients’ real estate properties. Toni has pooled her talents
in deal making to be the best resource for her clients.
Lisa Avery, a recent client affirms Toni’s capabilities. “I
do believe that meeting you and your team was
providential. Through the entire experience we felt held
in such a caring and secure place by you all. And now I
sit in a place beyond gratitude and it is amazing. The
world needs more people like you. You are the healers.
Let it be known that it is people like you and your team
that give people hope.” – Edi and Joni

Serving almost all of California—from the greater Los
Angeles area, to Northern California, to as far south as
San Diego and as far east as Palm Springs—Toni
specializes in complex property solutions. Toni is the
Broker of Record for the Keller Williams Santa Monica
and Pacific Palisades Market Centers, where she oversees
the sales production of over 300 sales agents. She is also
the principal and broker of record for LA City Short
Sales, a listing and negotiation company committed to
assisting distressed property owners. From “toxic
mortgages, short sales, probates, divorce, bankruptcy
liquidations,” and more, Toni and her team handle it all.
She has the most seasoned, successful and productive
commercial and residential teams available, giving her
and her clients access to a large network of resources.

For Toni, being an advocate for her clients is one of her
favorite parts of the job. “I love the art of the deal,” she
explains, “I love being of service, getting people through
a crisis, and I love empowering them to grow through
the journey.” Her calm nature and ability to keep
everyone on point, focused and stress free makes her the
perfect person to have in your corner when going
through the more complicated aspects of the real estate

process. Toni provides her clients with a wealth of
information to ensure they know exactly what is going
on at every step of the journey, and has created formulas
and strategies that have proven to work. The
implementation of her Short Sale business model made
her a recipient of the Quadruple Gold International
Medallion Award, and was named Millionaire Systems
Innovator of the Year.

To give her clients the best resource, Toni believes in the
power of social media. “In today’s world you can’t be
successful in business without mastering social media,”
Toni says. “Our clients see the value of our respected
online presence, and understand that it plays a huge role
in our ability to attract the perfect customer.” Through
sites like Facebook, Twitter, Vimeo, Yelp, and YouTube,
Toni has been able to reach the broadest audience for her
clients. She also maintains multiple websites, including
tonipatillo.com, and calltoni.com, the website for her
radio show, Call Toni Real Estate Radio. Through her
radio show, Toni is able to help answer any question on
the tough topics, and share her knowledge with a wide
and varied audience.

Toni has received several awards and recognitions for
her work in real estate, and is considered one of the best
resources available in the California market. She
continues to educate herself with the best training and
tools available to ensure her clients have the best
advocate in their corner, and she links herself to other top
producing agents to gain useful connections and
information. “Helping people along the way to improve
their quality of life, through personal attention and
consistent follow up” is Toni’s passion and goal.
To learn more about Toni Patillo and her team, visit
her website at ToniPatillo.com. There you can also
find a wealth of information on the real estate market,
find current listings, read her blog, and more. You can
also follow her on Facebook, Twitter, Yelp, YouTube,
and Vimeo, and catch her radio show, Call Toni Real
Estate Radio, on Clear Channel’s KTLK AM 1150
every Saturday from 3-4pm.
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Resolving Conflict Without
Punching Someone Out
eople who never experience conflict on the job
are either living in a
dream world, blind to their
surroundings, or in solitary
confinement! Because whenever two or three are gathered
in any community for any
reason at any time, there will
inevitably be some form or
degree of dissention, difficulty,
or difference of opinion.

P

Conflicts just happen. They can
result from excellent work or
poor work, from good intentions or evil intentions, from
appropriate behavior or inappropriate behavior. Because
people come from such divergent experiences and backgrounds, think and reason so
differently from one another,
and communicate so uniquely,
conflicts are not only possible
but highly probable. When the
inevitable conflict surfaces, we
need to deal with it so that it
doesn’t drain our energy, infect
our whole life, and sabotage our
effectiveness.
Step 1: Handling the Problem
Deal with conflict promptly.
Regardless of the size or scope
of the
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problem, the first step in
conflict management is simply
to deal with it.
Certainly the most extensive
and pressing confrontations cry
loudest for our attention, but
many a mountain is merely the
consequence of a molehill left
unattended. They all must be
dealt with.
Remember two key concepts
here:
sensitivity
and
willingness to resolve the
situation. Those who have their
eyes, ears, and minds open will
see what others don’t* or
won’t. Having a good sense of
your
surroundings
and
associates is the best way to
recognize when and how
conflicts arise.

A
willingness
to
act
intelligently and decisively is
equally important.
While many are content to
watch, wait, and wonder,
effective professionals get
involved. They solve problems
rather than let them simmer.

Determine the nature of the
conflict. For the most part,
conflicts can be divided into
five categories. Identify them
correctly and you heal the

by Dianna Booher

wound. Misdiagnose them and
you allow the disease to spread.
Conflicts over personalities
may occur because John is an
introverted
accountant from New York,
Jane is an extroverted publicist
from LA, and Sara is a
sometimes
introverted,
sometimes extroverted office
manager from Dallas. Even
those with similar backgrounds
and experiences have conflicts
because of personal habits and
idiosyncrasies.

Conflicts over goals occur
when dedicated and driven
professionals pursuing certain
objectives run headlong into
other dedicated and driven
professionals pursuing other
objectives.
Conflicts over values are the
most difficult to resolve. The
difference
between attitudes and values is
generally time. Values have
taken root in a person’s life and
spread with vigor.

Conflicts over circumstances
occur when, for example, two
employees want to take
vacation the same week and
Top Agent Magazine

both can’t be gone at the same
time without serious workflow
problems.

Conflicts over facts involve
differences
in
sources,
authorities, and
definitions. Determine the
method of solving. Once
you’ve categorized the kind of
conflict staring you in the face,
you’ll
have
a
clear
understanding about the effort
involved in resolving it and the
potential for a successful
resolution. Some will be quick;
some will be never-ending.
Plan your future actions and
reactions accordingly.
Accommodation is used when
you yield to the other person’s
plans. This is a good strategy
when the issue is important to
them
and
relatively
unimportant to you, when you
cannot win or are wrong, when
you want to bank a favor for
later, or when harmony is more
important than the issue.

Compromise is the process of
melding both party’s desires
into an equally agreeable
alternative. Use this method
when the issue is important to
both of you but not worth
fighting to the bitter end, when
the situation is temporary and
will lead to a quick fix, or when
you don’t have time to haggle
but need to meet some of your
goals.
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Overpowering the other person
to get your way is another
option. Though sometimes
seen as aggressive and
domineering, this strategy can
be effective and appropriate.
This strategy is best used when
the situation is an emergency
and you have to act quickly.
You may have to play the part
of statesman and enforce
unpopular principles or take
unpopular actions for a higher
good or goal.
Collaboration* joining forces
with the other and working
things out* is a final strategy.
Make the effort and take the
time to collaborate when the
relationship is long-term and
the situation will be recurring,
when both goals are too
important to compromise, or
when you need buy-in from
both people on the outcome.

Creating a culture of conflict
awareness and resolution is
essential to
effective
business
communications
and
productivity. Knowing how to
identify and solve problems
will determine whether you’re
an effective manager of
inevitable conflict or one who
leaves behind a trail of muddled
opportunities and broken
relationship.
Step 2: Handling People

Establish the relationship rule.
Manager Melissa says to her
counterpart in the next
department, “Would you make
sure these printouts get stapled
together properly before they
come to us for processing?”
Manager Kevin snaps back,
“No, I don’t see that that’s
necessary. Our people don’t
have any more time than yours
to collate and staple.”
This is not a conflict about
printouts; it’s a conflict over
relationships.
The real issue is Melissa’s
authority over Kevin and how
their roles
overlap. Until they both agree
on the rules and boundaries of
their
relationship-what can be
expected,
what
is
an
imposition, what should be a
request, and what can be
demanded-they will continue to
clash on various issues.

Misunderstandings,
delays,
inconveniences, and tiffs are
often symptoms of underlying
relationship issues. Identify the
moods of the messengers. Tone
and inflection in the English
language can be subtle, yet pack
a walloping difference. Take
these examples: “What proof
do you have?” can be a
straightforward request for
more explanation or a
challenge. “I don’t know what
you’re talking about” can mean
11

“That’s nonsense” or “I’m
puzzled.” “Earlier you said X;
now you’re saying Y” can mean
“I think you’re lying” or can
mean “I’m confused; please sort
out the seeming contradiction.”

Instead of sorting out the
problem by starting with the
words, start with the attitudes,
gauge them by the words, and
then determine the meaning of
the message. By first identifying the moods behind the
messages and then responding
to the message, you can save
yourself much confusion.
Determine what happened, what
you have concluded about what
happened, and what you feel
about what happened. Sooner or
later, you have to get down to
the details of the conflict and
determine what happened.

If people start inundating you
with facts, ask them to interpret
those facts. What conclusions
have they come to from those
facts? If people start giving you
random opinions, ask on what
facts they are basing those
opinions. If people have difficulty articulating the facts and
opinions, ask them for feelings.
How do they feel about what
has happened or about the
situation? When people express
strong feelings, paraphrase
those feelings to them to verify
that you have understood.
Then ask them for the events or
12

facts underlying those feelings.

The idea is to help yourself and
others distinguish between what
actually happened, what they
have concluded about what
happened, and what they feel
about what happened. In the
process, you’ll often uncover
hidden, invalid assumptions,
wrong interpretations, and inaccurate information. You’ll get
closer and closer to seeing what
needs to be changed or
corrected.

Create alternatives. The secret
to conflict resolution is and
knowing that the conflict is only
successfully resolved when
both sides realize some degree
of victory. Define together what
success will look like to all the
people involved. Then work
backward. Can we change the
deadline? Can we get more
help? Can we expand or cut the
budget? Can we change the
specifications?

Try brainstorming and coming
up with as many ideas as fast as
possible. No evaluation or
questioning the ideas for clarification. After you’ve generated
several ideas, go back and
reevaluate them one by one.
Cross off the ones that don’t
meet your criteria and prioritize
those left. Start with the
alternative that looks the most
promising and work your way
down the list.

Conflict can be a burdensome
sparring match leading to
continued friction and even loss
of friendship and business. Or
it can be a means to identify and
resolve problems while building strong working relationships.
You decide.

Most problems, regardless of
size, extent, or detail, can be
identified, scrutinized, and
analyzed with relative certainty.
Human beings aren’t so easily
managed. Even seemingly insignificant areas of conflict,
once exposed to the passions
and eccentricities of humanity,
can leave you pulling your hair
out and shaking your head.

Whether your business is real
estate, computers, Cadillacs, or
corn dogs; whether you purchase, promote, or produce; and
whether you’re at the top of the
corporate ladder or closer to the
bottom rung, a large part of
your success depends on how
you deal with people-especially
when it comes to conflict.
Dealing effectively with the
people behind the problems
you face will not only give you
greater insight into your
business but also allow you to
understand more fully those
with whom you do business.
Dianna Booher, CPS, is CEO of
Booher Consultants, a Dallasbased communications consulting firm. Copyright© Dianna
Boooher. All rights reserved.

Top Agent Magazine

Licensed in Fumigation, Termite and Dryrot, Household Pests
The Real Estate Specialist
325-Pest (7378) • 539-Fume (3863)
www.AndysTermite.com
“I’ve been doing termite inspections and certifications for
REALTORS® for 38 years, 30 of those as owner of Andy's
Termite & Pest Control. Our company’s focus has always been
to maintain the same high standard of service while, at the
same time, serving as an information resource for the real
estate industry. If fairness, honesty and professionalism for
both buyers and sellers is what you want, Andy’s the best
choice.”
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Owner/Operator

Andy's Termite was established in 1978. For the past three decades we have
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has developed an exceptional service for large multiple unit buildings. We also
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detail.
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Jeff Beadnell

Jeff Beadnell
In sports, the most successful teams have a
player that they can go to in crunch time when
they need to get the job done and that leaves
everything he’s got on the field. In the mortgage
world, that guy is Jeff Beadnell.
Long before Jeff was an Area Sales Manager
building and managing a successful mortgage
team, he worked in retail beginning at the age
of 18. After a while, though, he realized that
working nights and weekends wasn’t his thing.
So, in 1994, he decided to take a chance and
venture into the unknown.
“I moved to Nashville and applied for a
Household Finance job without knowing what
it was,” Jeff explains. “I got the job and I’ve
been in the business ever since.”

A natural salesman with a charming Midwest
personality, Jeff was a natural. While he
primarily serves the state of California, (with
his team focusing on Valencia, Simi Valley,
Pasadena and Bakersfield) he also draws
business from coast to coast providing a diverse
client base which adds to Jeff’s love of the
business. His soft-spoken demeanor and easy
going attitude helped him easily communicate
with his clients and continues to make him a
joy to work with to this day.

“I don’t try to over impose,” says Jeff. “I am
always the first one to get the room talking.
I’ve lived in many areas and can carry my own
in conversations.”

Keller Williams’ Anastasia Eddy has seen
Jeff’s communication skills firsthand and can
contest to just how valuable they can be.
Copyright Top Agent Magazine

“I’ve had him coach me through conversations with an unaccountable lender, so
that I could cut through all the nonsense and
get my escrow back on track,” testifies
Anastasia. “The security and support Jeff
offers gives me a competitive advantage; his
efficacy means dollars and cents in my clients’
pockets.”

Due to his successful track record, 90% of
Jeff’s business comes from referrals and longstanding relationships with agents. Jeff credits
this to his honesty with clients.

“Being honest can be tough but it is the only
way I know how to do business,” professes
Jeff. “I allow/advise borrowers to continue to
shop. It’s the biggest purchase (clients will
make) and I want them to know they are
getting the best deal for their situation. If it is
not going to work, I will let you know.”

Anastasia echoes Jeff’s statements. “Jeff
Beadnell is one of the most honest men I’ve
ever met,” she says. “It’s all too common to
find loan officers who over-promise—they
talk a good game but don’t follow through.
Not Jeff. If he says he can get it done, you
know he can. And that’s invaluable.”

“After ten years in the business, I appreciate
excellence when I see it, Anastasia continues.
“He’s the only lender I ever refer.”

By using valuable resources including
LinkedIN, current clients, long standing
referral partners and hitting the streets to
reach out and network with people from coast
to coast, Jeff works with buyers from all

Pacific funding

walks of life. He especially enjoys working
with first-time home buyers due to the fact he
gets to explain and educate them throughout
the process. However, due to all the changes
that have taken place since 2007, Jeff says
things are new for everyone, not just first time
buyers.

“Whether it is a simple residential refinance or
a complicated seasoned buyer, I enjoy the work
and getting to meet new people, problem solve
and watch people enjoy the end result,” he says.
John Craig testifies to Jeff’s diligence by
stating, “After a previously unsuccessful
attempt at refinancing my home, I was referred

to Jeff, after a brief conversation via telephone,
I could tell Jeff was extremely knowledgeable
in his field. Not only did he answer my
questions but he was also very informative as to
my available options when refinancing.”
In order to stay competitive in a business that
is constantly changing, Jeff says it’s important
to keep things fun and enjoy the process. By
being a coach, mentor, manager and shrink to
employees and borrowers alike, he never has a
dull moment at work.

“The (housing) market is a funny thing.
Every time we try to dictate, it goes in the
Copyright Top Agent Magazine

“Whether it is a SIMPLE residential
REFINANCE or a complicated seasoned
buyer, I enjoy the work and getting
to meet new people, problem solve and
watch people enjoy the end result.”
opposite direction,” Jeff says. “I choose to go
with the flow.”

When he’s not working, Jeff enjoys being a
dad, working out and hiking. “I also try to get
home to Ohio to visit my family and friends,”
he adds.

With the market starting to grow again, Jeff says
he is also looking to continue to grow, both as a
leader and from an organizational standpoint.

“I enjoy helping develop (a business) and
knowing I left a little bit of myself there,” he
says. “I like to be the go-to guy.”

Jeff Beadnell
Pacific Funding
Mortgage Division

Valencia, CA | 661-209-8737
jbeadnell@pfmd.com

www.jeffbeadnell.com
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Advice for Partnering with
Other Agents in Negotiations
By Dirk Zeller

ou and the other agent
in your transaction are
obligated to cooperate
with each other; that’s why
you’re called co-op brokers.
At the same time, you are
both obligated to represent
the interests of your own
clients, which works wonderfully when you both seek a
win/win outcome, but which
is troublesome when the other
agent comes to the deal with a
we win/you lose mentality.

Y

Before talking with the other
agent at length, I suggest you
do some homework. I always
made it a point to learn in
advance about the agent I’d be
dealing with. Unless I already
knew the agent personally, my
staff would conduct some
research. They’d start at the
MLS computer where they’d
look at the number of listings
and sales the agent had completed over the last few years.
This provided an indication of
the agent’s experience, which
enabled me to understand the
role I would play in the negotiation. I’d figure we would
Top Agent Magazine

Represent both the buyer and
the seller and avoid the challenges
of working with another agent
to complete the transaction.
likely share power equally if
the other agent was experienced, successful, and skilled.
If the other agent was very
new to the field, I knew I’d
have to take the lead and
guide the negotiation along.
When you’re ready to talk
with the other agent, cover
these points:

• Explain your desire to
26
create
a win/win transaction.
Say that you will be relying
on the other agent to create a
win for both the buyers and
sellers, and that you intend to
do the same. Some agents
believe their job is to achieve
a win only for their own
clients. This discussion will
help you spot these people.

• If you’re the listing agent,
let the other agent know that
the home is competitively
priced; that it’s at fair market
value with no padding in the
asking price. By having this
discussion upfront, if your
client counters a low offer at
full price or close to it, the
response won’t be a surprise
to the agent or prospective
buyers.

• If you reach a snag,
challenge, or impasse with
the other agent or with the
agent’s clients, test the
situation by asking one of
these questions:

“If you were representing my
clients, would you counsel
them to accept this offer?”

19

“If you were in my shoes,
would you want your clients
to accept these terms and
conditions?”

If the answer is yes, then ask:
“Why?” or “How would you
sell this to my clients if you
were in my shoes?”

If the agent can’t give you an
answer, the silence will let
you know that they know
their offer is unreasonable.

If they can defend their
position with cogent arguments, you know you must
convince your client of the
20

validity of the buyers’ offer.

The easiest other agent to work
with is you. You know you.
You know you want win/win
outcomes. You know whether
your listing has padding or
whether your purchase offer
has room for negotiation. You
know how you work and that
your skills are up to the task.
You probably know it’s easier
for you to work with you than
with any other agent.

and avoid the challenges of
working with another agent
to complete the transaction.

The biggest bonus: You don’t
have to split fees and will
earn more for the sale.

Dirk Zeller is an Agent,
an Investor, and the
President and CEO of
Real Estate Champions.
Copyright© 2010, Dirk
Zeller. All rights reserved.

Make your real estate sales
life easier by selling more of
your own listings. Represent
both the buyer and the seller
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Suzette Lipscomb—Loans by Suzette

Success in business isn’t just about numbers.
Some of the greatest achievements belong to
those who know people are the heart of business.
This is the case for Suzette Lipscomb of Loans by Suzette.

Following college, Lipscomb worked in consulting and was
soon recruited by someone who knew she’d be great at sales.
Lipscomb was interested in the banking business, and saw
that, as a loan originator, she would have almost unlimited
freedom to determine her own success. “I could create my
own future,” she says. And that’s just what happened. The
key was putting her clients first. As her business grew, so did
the loan amounts. With her degree in Economics and tireless
work ethic, she became the “go to” girl for Jumbo Loans and
complicated transactions.

Lipscomb worked in various senior management capacities
in the loan business over her career. Then in 1997, she
founded Loans by Suzette. Lipscomb chose her company
name very intentionally. “Some people want their companies
to sound large, but I want just the opposite,” she says. “I want
people to know that they can reach the owner if a problem
should occur, so I can help solve it.”
New this year, LBS instituted a “One for One” policy, based
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on Blake Mycoskie, the founder of Tom’s, business model.
For every funded loan, Loans by Suzette now provides a micro
loan to people in need all over the world through kiva.org.

Lipscomb has built a strong client base comprised of
REALTORS®, CPAs, attorneys and individual borrowers. She
still takes time to sit down with clients to walk them through
the lending process. She doesn’t do every deal that comes her
way because she values the long term relationship over a one
time commission. “I turn a lot of business away if I don’t think
the deal make sense for the client,” she says. Lipscomb
educates her clients about the various options, and tries to
assess their goals before proceeding. “I like to underpromise
and overdeliver,” she says. “I always want people to walk
away with more than they expect and have it cost less.”

Suzette Lipscomb
Loans by Suzette | Laguna Beach, CA
(949) 376-9789 office | (714) 423-0989 cell
(949) 271-5393 fax
www.loansbysuzette.com
NMLS Corporate #399178/NMLS Individual #341380
DRE Corp#01400059/DRE Individual #01159813

Mark Simon—Emery Financial

Mark Simon, senior loan officer with Emery
Financial, has built an enviable career over
the course of 25 years. There’s no magic
formula, he says—he simply lives by a
strong work ethic.

“Among top originators, there are a couple of common
denominators,” he says. “One is a lot of hard work, and the
other is dedication to success on behalf of your clients.” Simon
and others who follow those principles have a clear path to
success, since REALTORS® tend to gravitate to forthright,
dependable partners who will help them get deals done.

While refinances come along frequently, they are just a
byproduct of Simon’s chief goal, which is to help people
purchase homes they love. He focuses on that because it helps
all people win. Both he and the REALTORS® are rewarded with
“clients for life” and the buyer is happy in their new home.

One way Simon implements professionalism is with clear,
ongoing contact. “Communication is paramount,” Simon says.
“This process is more intimidating and unnerving than ever
before, so we try to communicate well throughout the process.”

Another tool in Simon’s considerable repertoire is the team he
has behind him. His office employs an experienced processing

staff that can tackle challenges of any kind, and Simon himself
works with two full-time assistants to make sure the real estate
agents with whom he works are well taken care of. He remains
hands on with all deals he’s involved with, and although his days
are busy, he keeps meeting people and building his business.

“I don’t want to rest on my laurels,” he says. “I’m always out
shaking hands and meeting new referral sources,” Simon says.
He makes a point of reintroducing himself to people he hasn’t
seen in a while, as well as those who are new to the business
or have recently moved into the area.

“New people coming into the community may not know of
you, so I introduce myself and extend the offer of helping out
if possible,” Simon says. “I always put the needs of the people
I’m working with ahead of my own. When you do that,
everything else follows.”

Mark Simon
Emery Financial
Newport Beach, CA
(949) 729.9200 ext. 301 office | (949) 246.5880 cell
(949) 767.5902 fax
msimon@emeryfinancial.com
www.emeryfinancial.com

Becoming the Best
of the Best
ecoming one of the best agents in
your market requires hard work,
time, and dedication. One of the
most important things you can
bring to the table is your real life
market
knowledge
and
expertise. As you increase your
market knowledge IQ, your
confidence will grow and you’ll
win the trust of your clients.

To do that, you need to know
more about your market than
the average consumer. That’s
more of a challenge than it used
to be since consumers can easily
find market statistics online,
quickly and easily preview
listings on the web, and access
public records without many
barriers.
Clearly, becoming an expert
requires effort, more now than
ever before. Here are a few things
you can do to establish yourself
as an expert in your area.

• Select the area you want
to become an expert in
• Preview all the homes that
come on the market in that
area. By attending all the open
houses and tracking price reductions on properties in your
area, you’ll know the nuances
that pictures cannot convey…but
be careful with your time.
• Track closings and sold prices
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By Verl Workman

Get fully committed to becoming
an expert in your chosen career
and you’ll reap the rewards.
in your target area so you
become familiar with list-to-sell
ratios
• Become familiar with vacant
land in your target area
• Get active in the community
by doing things like attending
county meetings where changes
in zoning and housing are to be
voted on, and offer your input
• Write articles and offer your
expertise to newspapers and
radio stations on trends and
happenings in your area
• Start a community blog where
you post information and articles
that affect those homeowners
• Gather e-mail addresses of
people interested in what is
going on in the area, and begin
a monthly Podcast where you
discuss trends and market
information.
• Read local and national real
estate magazines, articles and
blogs to stay caught up with
what is happening nationwide
so you can compare your market to other similar markets
around the country.
Technology is a valuable asset

for consumers and agents alike,
so find ways to put it to work for
you. By establishing yourself as
the expert and sharing your
unique knowledge through public sources like blogs, print media,
emails, and unique approaches
like Podcasts, and public videos,
your customers will increasingly
look to you as the definitive
source. Data is everywhere, so
think in terms of how to educate
your customers and make them
experts so they don’t have to do
all the legwork. By doing so
you’ll win their respect and
loyalty.

Bottom line: get fully committed
to becoming an expert in your
chosen career and you’ll reap the
rewards.
Verl Workman is the national
technology speaker/trainer that
stands out as #1 when it comes to
showing companies and their
sales associates how to make
money using today’s technology.
© Verl Workman. All rights reserved.
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“Happily Ever After Starts Here”
Josephine Traina

Josephine Traina
In life, there are many people that want to make a
difference by giving back to their community, but
not many people have the chance to do so. Carolina
One Real Estate Broker Associate, Josephine
Traina, has not only made the most of her
opportunity to assist others through her real estate
endeavors, she’s dedicated her life to it. All you
have to do is ask one of her many satisfied clients
throughout her 30 years in the business and the
praise comes pouring in.
“Thank you for your donation to the College of
Health Professions. We are grateful for your most
thoughtful gesture. Your gift will benefit our students,
our college, and citizens of our state and beyond. We
thank you for your most meaningful gift,” Leslie
Brady, MUSC Director of Development, College of
Health Professions.
Copyright Top Agent Magazine

And MUSC, Dr. Marvella Ford said, “Thank you
so much for all that you have done, helping me
through all the pitfalls in the loan process. I am
deeply touched by your generous donation to the
MUSC Hollings Cancer Center and the delicious
meal and beautiful plant!”

Josephine was born with real estate in her blood
thanks to her great-grandmother, who bought real
estate after coming to this country by boat from
Sicily. “She bought three Brownstones in New
York,” says Josephine. Her great-grandmother was
doing something that would someday lead her
great-granddaughter’s success.
“I was always good in sales and loved working
with people, property and houses,” Josephine
explains. “In 2006, I was the Atlanta President of

“Happily Ever After Starts Here.”
the Women’s Council of REALTORS® attending a
National Association of REALTOR® convention in
San Francisco. I was asked to do a video about what
it means to be a REALTOR®.”

That video in which Josephine stated that “helping
people to achieve the American Dream is the best job
in the whole world,” became a public awareness
commercial for the National Association of
REALTORS® and prompted her to put her words into
actions. “It gave me a sense of purpose and
fulfillment,, and I knew that my destiny of becoming
a philanthropic REALTOR® would come to fruition.”
Josephine says. “Real estate is very emotional. You
get to be the keeper and advocate. It’s about giving
back.” And give back Josephine did.
After working for several real estate companies in

Atlanta, building their businesses, she moved to
Charleston and became a broker with Carolina One
Real Estate, and Marketing Director for Bee Street
Lofts and most importantly, started the My
Heavenly Reward program. Through this program,
Josephine donates a portion of her commission to
MUSC Hollings Cancer Center, MUSC Children's
Hospital, Roper St. Francis Foundation or any 501
3 C charity of her client’s choosing, a total that
amounted to over $10,000 in 2011 and 2012, and so
far in 2013 donations of over $5000 to local
charities of her client’s choosing.”

“Giving back to the community that supports me is
my destiny, and I hope every donation shows the
love I feel for my profession and the people and
community that support me. It definitely made an
impact on her former clients Dr. and Mrs. J. Ivester.
Copyright Top Agent Magazine

in school and at the hospital,
serving the community. I am
their advocate.”

“We met Josephine at an open house at the Bee
Street Lofts and were so impressed with her that we
listed our home with her. Her professionalism,
expertise, and hard work were greatly appreciated.
Also, she donated a portion of her commission to
our charity in our name. Her philanthropic
endeavors and caring nature are appreciated.”

Located downtown right in the middle of the medical
district of Charleston, Bee Street Lofts was built
during the real estate peak. While most of such places
on the peninsula crumbled when the market crashed,
Bee Street Lofts has not only survived since
Josephine took over, it’s thrived. “We have sold out,”
she says. “There is more demand than supply.” After
working for over three years “to turn the ship around”
Josephine’s efforts have made her the Number One
Broker on the Peninsula for 2012. Bee Street Lofts is
the true Success Story On The Peninsula. “It’s always
great to hear positive news about our prospective
communities, and of course Bee Street Lofts. Thank
you for your thoughtfulness and your support Joseph
P. Riley, Mayor of Charleston.

Living and working in a building made up of
mostly medical professionals ages 25 and up,
Josephine shares the same need to serve the
community as they do, which has further increased
her desire to help them. “They spend all their time
Copyright Top Agent Magazine

“I love working with medical
professionals because they
are so service- oriented. They
are givers and they care. I
love that and love helping
them.” When it comes to
helping her clients, Josephine
does whatever is needed of
her. She starts with a
consultation and sets realistic
expectations.
She
then
devises a plan of action, takes
care of the details, while making sure she is
available before, during and after the sale.

“I’m not just going to sell to make a commission,”
says Josephine, whose clients are a mixture of
friends, neighbors, referrals and past clients. “It is
so much more and my reputation is very important
to me as well as helping clients make an informed
real estate investment.

Josephine’s saying about Charleston is “Happily
Ever After Starts Here.” “Charleston captured my
soul and invigorated and inspired me to do greater
things. My ultimate goal is for philanthropy in real
estate to be something all REALTORS® embrace as
part of our profession.”
Looking ahead, Josephine remains humble and says
she knows her best years are still yet to come.

Josephine Traina, Broker Associate
ABR,CRS,GRI,LMC,PMN,SRES
843-793-4023
www.charlestonwelcomehome.com
www.beestreetlofts.com
www.myheavenlyreward.com

From Facebook to Phonebook How Wingmen Stay Connected
By Waldo Waldman

ike many of you, I recently
joined the Facebook, Twitter and
LinkedIn craze and it’s been
great. I’ve re-connected with old
friends from high school, college,
and my fighter pilot days, and
I’ve also met some very interesting people. And yes – like
you, I can easily spend a few
hours a day on these sites
checking out profiles and looking at cool videos and photos.

Last week, I was driving home
from a lunch meeting and was
thinking of who I needed to reconnect with. David Greenberg
(a personal friend and one of the
best speaker coaches I know)
came to mind. And I did something crazy. I didn’t search for
him on Facebook. Nor did I
Tweet him a personal message. I
didn’t even send him an e-mail.
I actually called him on the
phone, and believe it or not, he
answered! We connected, shared
some cool business ideas, and I
hung up feeling great.
Yes, I know I’m being a bit
facetious here. But I have to say
that if there is one thing that drives
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Social networking sites are a tremendous
way to expose our market to our value. But
please, let’s not put our sales links
and impersonal offers in EVERY POST
we make on Twitter or Facebook!
this wingman ‘wingnuts’ is when
people abuse this whole social
networking thing. In many ways,
it’s gone from “Here’s what I’m
doing” to “Here’s what I’m
selling.” From “Let me connect
you to” to “Let me sell you.”

Well, I’ve got news for you, ye
social networking gurus. If I
don’t know you, I probably
won’t buy from you. The
reason I said ‘probably’ is
because there are times when
we will buy something from
someone even if we don’t
know them. If it has value and
can help our business/life, then

hey, it’s worth a look. And
there’s nothing wrong with
occasionally sharing our great
product, seminar, or book with
our contacts. Social networking
sites are a tremendous way to
expose our market to our value.
But please, let’s not put our
sales links and impersonal
offers in EVERY POST we
make on Twitter or Facebook!

We need to be careful not to
abuse the social networking
sites and our connections. They
are primarily for networking and
making contacts, not direct
sales.
29

I believe our phone book should
still remain our primary method
for building and maintaining our
relationships. One phone call
equals 50 tweets and Facebook
messages. Phone calls are great
at building trust, and trust what a
wingman is all about.
So, here are some wingtips to
augment your social networking
efforts:

1. Make it a priority to call a few
of your special contacts every
day. Do this first thing in the
morning if able. These include
your top clients, vendors, and
yes, your friends.

2. Use your phone judiciously.
Before you head to the airport
or Starbucks, make a list of a
few wingmen to call while in
your car or at the gate.
3. Give something of value to
your contact on the phone (i.e. a
referral.). Before you hang up,
ask them this special question:
“Is there anything I can help
you with?”

4. **If you really want to
connect with a new e-contact,
research their website and call
them. I guarantee they will be
impressed…and shocked.
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When connections are made,
trust is built and relationships develop.
How people make you feel is what initially
builds relationships, not the product they sell.
In this high speed age of Twitter
and text messaging where
words on a screen are the norm,
we need to hear each other’s
voices. Voices incur emotion
and emotion is what connects
people. And when connections
are made, trust is built and relationships develop. How people
make you feel is what initially
builds relationships, not the
product they sell.

So, if you want to be a Wingman
- a trusted partner - to your
network, don’t forget to reference your Phonebook in addition
to Facebook when flight planning your next mission.

NEVER FLY SOLO! Your
Wingman, Lt Col Rob “Waldo”
Waldman

Waldo Waldman builds team
unity within organizations as a
high energy leadership inspirational speaker. A former combatdecorated fighter pilot with
corporate sales experience and
an MBA, Waldo brings an exciting and valuable message to
organizations by using fighter
pilot strategies as building blocks
for peak performance, teamwork, leadership, and trust. His
clients include Aflac, UPS, Bank
of America, and Hewlett-Packard.
his book Never Fly Solo (McGrawHill) will be released in Dec 2009.
To learn more about Waldo’s
seminars or to register for his
peak performance newsletter,”
The Wingman,” visit www.your
wingman.com. © Lt. Col. Rob
“Waldo” Waldman. All rights
reserved.
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One of the leading Black Mold Remediation companies in Southern California

Common Indicators of Mold
Musty odor, Water stained areas
Visible Mold growth
Uncontrolled humidity

Fire, Smoke, Water Damage & Mold Experts
License #917934

We care about your client’s
new home’s indoor air quality.

Emergency Response 24 hours a day 7 days a week

15751 Roxford St. Unit L • Sylmar, CA 91342
818-362-MOLD (6653) • 818-744-4484 Cell
www.circlevisioncorp.com • Email: circlevisioncorp@gmail.com

Our Environmental remediation prices are fair and honest.

