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Take Your Leads from 
Blah to Hurrah
Your Toughest Lead Scenarios Solved!

Jenn Tervo
Customer Success Trainer

Online Consumer Timeline

Wear Your Consumer Hat
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Your Lead Scenarios

They come back to my site, but 
don’t respond or communicate 

with me…

My lead opens their 
listing alerts, but 

won’t respond to my 
emails…

“What do I do When…?”

They request info on 
homes, but won’t 
view any in person 

with me…

My inactive lead 
came back to my 

site after 4 
months

“My lead indicated they are already 
working with another agent.”
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Subject:  Am I the agent you are looking for?

I respect the fact that you have a real estate agent.  But ask yourself,

are they really providing you with all the tools and information you

need to satisfy your real estate needs?  Are they sending you properties 

consistently, or do you have to find them on your own?  Is this why you are 

looking on my site? I would like you to know that I have all the tools to search 

for the right home for you.

If you are not under contract with an agent at this point and you feel you are 

not getting the best service, then we should definitely talk. Keep me in mind; I 

represent my clients with the utmost integrity and I wish you luck in your 

search!

Thanks!

“My new lead requested 
mortgage pre-approval.”

“I am unsure whether they are a 
buyer or a seller.”
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Subject:  What are your real estate goals?

I am so excited to help you with your real estate needs.  I have some great 

tools on my website at <insert website> for both buyers and sellers, 

including market information and access to the Multiple Listing Service.

I would love to get you started on a listing alert so you can view what 

homes are on the market; I just need to know if you are looking to buy, sell, 

or both.  I can give you a call tomorrow to discuss your needs, or you can 

simply respond to this email.  I look forward to hearing from you! 

Thank you very much.

“My lead 
unsubscribed 

from my 
emails.”

Subject:  Did I miss the mark?

I noticed you unsubscribed from my emails, and I just wanted to ask why?  

Was I emailing you too often?  Or was the content not quite right?  Did I miss 

the mark?

Either way, I will be sure to stop sending you emails, however if you simply 

wanted different or less frequent information, please let me know, so I can 

tailor the content and timing to your needs.

In the meantime, don’t hesitate to visit my website for up-to-date listings and 

market information in your area.

Thank you very much.
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“How do I engage a lead that never 
actually registered on my website?”

Subject:  I received your request from <source>

Thank you for contacting me through <insert other lead source>. I am in 

the process of gathering the information that you requested.

In the meantime, feel free to view my website to find all the current listings 

in the area obtained directly from our local Multiple Listing Service. My 

website will provide you with the opportunity to follow and save favorite 

listings as they come on the market as well as keep track of the home 

values in your area. 

Expect an email shortly with the user name and password that will allow 

you to access my website.  I will be in touch shortly to provide the 

information that you requested and answer any other questions you many 

have.

Thanks again!

“My new lead came in at 3:15am –
When should I respond?”
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“I received a seller request, but they 
are not the property owner…”

“They entered many zip codes 
and no maximum price.”

Betty 

Boop

Joe 

Schmoe

“My lead gave me a fake name.”
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“They didn’t provide their 
phone number.”

Subject:  Checking in…

I would like to touch base with you and make sure the site is working OK for 

you, and the properties we are sending are relevant to you. 

I am missing your current phone number in your account.  By providing your 

phone number you can give me a chance to provide the best customer 

service possible and make finding that next home even easier! 

It only takes a few seconds to update your account at <insert website> or 

you can simply reply to this message. 

Thank you very much!

“How do I re-engage my 
old leads?”
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Subject:  I’ve Missed You!

I've missed you visiting my website – It’s where you will find all up-to-date 

information on our real estate market.  I hope you will come back and visit 

my site often and stay as long as you like.  Browse around and enjoy 

looking for your next home, and if you need additional information, I am here 

to help.  

Whenever there is a property that you would like more information on or that 

you have a question about, please don't hesitate to reach out to me by 

phone, email, or text message.

Please know I do not intend to pester you, but I do want you to know that I 

am here and ready to help you find your dream home.  Please let me know 

if there is anything I can do.

Thank you very much.

“What 
about 

leads that 
have fallen 

off my 
radar?”

• What you may find confusing is an opportunity to engage

• Leverage service, not sales, to gain trust

• Wear your consumer hat when engaging your sphere

• Ask specific, direct questions (not yes-or-no types)

• Always customize templates so you can shine through

Win With Your Leads!


