	This transcript was exported on Oct 03, 2024 - view latest version here.




Marki (00:00):
You are watching Drive with NAR, the REALTOR® to REALTOR®  series, powered by REALTOR®  Magazine. Tune in as real estate professionals talk twos of the trade and share stories of inspiration. Get ready to step up your business. I'm your host, Marky Lemon Drive. We'd like to thank NAR Center for REALTOR® Financial Wellness for sponsoring this month's episode. Sometimes life throws a curve ball. Circumstances such as illness, family, emergency or pregnancy may require you to step away from your business temporarily. How do you keep your client satisfied and transactions running smoothly while you're gone? I have two experts here with advice and personal experience you can learn from. Today we have Kayla Johnson. She's an agent with Coldwell Banker Premier Group in St. Louis. She wrote about her experience taken several months off for maternity leave at the YPN Lounge blog. Hi, Kayla, great to have you.
Kayla (01:02):
Hey, Marky, it's great to be here. Thank you for the opportunity.
Marki (01:06):
And we have Candy Miles Crocker, who is a sales manager for Compass and Chevy Chase, Maryland, and a real estate coach who has helped guide agents through business transactions. Thanks for joining us Candy.
Candy (01:21):
Thanks so much for having me. Mark, it's a pleasure to be here.
Marki (01:24):
We are elated to have you both. So we're talking about how to take a break from your business, and the first thing I think we should talk about is this idea or concept that we should be available 24 7. Many agents tell their clients that they're available around the clock. I would love for you to give us your perspective. How can agents even set themselves up for a break if they claim to always be on candy? We'll start with you,
Candy (01:56):
Mark. I love this topic because I do hear so many agents say this and they don't mean it because if a client calls them up on a Saturday night at 11:30 at night, they're not taking that call. They're not even available for that call. So what you're doing is you're setting yourself up for failure in the eyes of your client because you're not living up to what you said you were going to do. Just tell them when you're available. Tell them when your phone shuts off. Tell them when you return messages. Tell them when you can email, because when you answer that email or answer that text at 10 o'clock in the evening, now you've given them permission to carry on that behavior and that's on you. And I think the fear is if I'm not saying I'm available 24 7, they're going to go to the next agent who is, that's not how it works. Just tell 'em what you want and they will abide by that.
Marki (02:45):
I recall many years ago there was an agent, and on her voicemail it stated, I am not available on Wednesdays. We always wondered what was she doing on Wednesday? But it was very clear to everyone, including agents that she was not available and she adhered to that. She didn't call you back, she didn't text you, she did not email you. And one thing that we recalled is how professional we thought that she was, but she was also a top producer. Kayla, what are your thoughts?
Kayla (03:18):
I think you need boundaries, not just with your clients but with other real estate professionals. I am very, very transparent that I'm not available, and this is why sometimes I explain why, but say in your age and remarks or if you have a listing or something, my remarks always state, if you're submitting something on the weekend, I will not respond before 5:00 PM on Monday letting them know that weekend. You will not hear from me, honey, you just won't. And that was one of the boundaries I put in place directly after pregnancy having a newborn because all those family events I wasn't attending because I was childless, now I'm attending and they always happen on the weekend. And so I also take it a step further. I tell all of my clients that I do not work on Saturday. You will hear from me before 5:00 PM on Friday, or you will hear from me Sunday morning or Sunday afternoon, but that's Saturday. Nothing, absolutely nothing. And it's comical to me when I have a client that needs something on Saturday because I'll preface it and be like, Hey, I know you're not working today. I don't expect a response from you until after the weekend or on Sunday, but I just want to throw this out here for you. And I love that they love the boundaries. I love the boundaries. Everybody's respected and it just works.
Marki (04:47):
What steps should real estate professionals take when they're getting ready to step away from their business? So Kayla, you knew that you were pregnant. What steps did you take?
Kayla (04:58):
I started my real estate professional dating plan. Who would I be so connected with that they would handle my business? And I mean that jokingly, but you start watching and paying attention to your colleagues and you need to know who runs their business like a business. So I got hyper-focused on paying attention to the ones around me and then pinpointing, Hey, can I have a conversation with you? I've been watching how you handle your business, will you help me with mine? And that worked out phenomenally. These are the same people I reach out to if I'm at a conference and they will be there for my clients. So it's now an ongoing relationship that started because baby was coming, but now these are my people.
Marki (05:53):
I know that I see you often at next. Also at REALTOR® Legislative Meetings, we know when these events are going to occur at least a year in advance, and they're on our calendars, therefore, we are also planning our business around those. And what I've noticed every single time I get on an airplane, another deal comes. And so we are often joking when we are flying back home how productive we were and how much new business we generated because we got on that plane and went somewhere. Have you noticed that here comes some new business soon as you get to that airport?
Kayla (06:28):
Yes, and I live for it. I look forward to these conferences because I know I'm about to have a boom in my business. And you have to have your systems in place for when you're traveling because as soon as these leads or people come in, you need to be able to be there for them regardless if you're traveling
Marki (06:48):
Regardless. Candy, what about you?
Candy (06:51):
I believe that real estate agent should plan a quarterly vacation for that very reason because the minute you think your business is going to slump, go on vacation and it will pick right back up. And before you even have a major life event or a big travel event, take a look at the agents in your office, in your brokerage and say, who's a good fit for me? And then do it on a trial basis. In the beginning, you can still be in town, but work transactions together to see if you guys vibe, if you have the same work ethic, if you have the same kind of connection with clients. So when you do go away, you can go away with confidence knowing that your business is going to be handled by someone who is much like you, who handles the business like you, who has that good follow-up, who has a positive attitude, who is the calm in the middle of a storm and knows how to get stuff done when things go south, have those systems in place. And oftentimes we don't get those systems in place until it's too late. Then we get in panic mode and we get stressed out. But even just take a day any day of the week and just start saying, how do I answer phone calls? When do I answer phone calls? When do I answer emails? How do I handle open house leads? What is my system for every little piece of my business? So when you do bring that other person in, you can hand 'em your playbook. And every business needs a playbook.
Marki (08:11):
I would agree with utilization of technology. There's one too that I absolutely love that from your browser, every time you click it will basically write a manual for how to implement any step in your business. All you have to do is actually sit there, click, click, click, and it's saying click on this page and the URL and what the steps are that you've taken on that page. So we do want to create those manuals because they put us in a position to be able to retire and to take those periodic breaks from our business. The Center for REALTOR® Financial Wellness, October webinars will show you how to double your business in 2025 with powerful referral strategies and guide you in selecting the right business entity, elevate your success with actionable tips and proven techniques. Technology can help you automate certain tasks in your absence, but you also want to maintain client relationships authentically while you're out of the office.
(09:14):
What's your recommendation about how much to lean on technology during a break from your business? Everybody knows I love technology. I rely on technology heavily. Three years ago I took 93 days of paid time off because I had three surgeries over 65 days. And the first thing I implemented was payroll to make sure that every two weeks I received a check and that my taxes were being paid. We set up all of our email sequences, we automated all of our follow-up, we put our out of office response on. And so for me it is having those systems in place because I like to be able to take breaks. I like to get my hair cut every two weeks and I go to the spa and I go to the doctor for God knows how many annual appointments and I'm realizing everybody doesn't have the ability to even step away to go see their primary care physician. So what does that look like for you?
Candy (10:19):
So with Marky, people get into real estate because they want to have that flexibility, right? And then once they're here, they don't utilize it or they utilize it poorly. I am like you and I'm going to say something very controversial here. Real estate is not an eight hour day job. You can get that job done in four to six hours any day of the week, but you have to stay focused. I believe in time blocking. I believe in all of that because that helps keeps you focused and anything that keeps you focused, it's going to make you more efficient in your business. And when you're efficient, you don't mind taking time off. And if you're just taking time off and you're like in your case, a medical time off and you have someone who is helping you in your transactions, then if you have a new client who comes in, you can jump on a Zoom call with them so you can make that introduction so they don't feel like they're just being pawned off on somebody else. You say, Kyla will take very good care of you. If she has any issues, we will address them. You're in good hands. And then do that handoff.
Marki (11:14):
Kayla, what about you?
Kayla (11:17):
Automation, automation, automation. My CRM does it all. My CRM also has an AI virtual assistant, and I also use different tools and websites that you can schedule an appointment with me and it's not just a regular appointment, it's a virtual zoom appointment. And I bring in my different affiliate partners to also be on those Zoom calls because that's going to be the person that you reach out to even if I'm not there. So that could be somebody from a title company, that can be a lender, that can be somebody that's a part of one of the programs that your state or local offers, like maybe down payment assistance or if you have a live where you work program, I have all those people on that initial consultation. So you never feel like you didn't get all of me that first round. And also, once that happens, I am able to take a backseat if I need to.
Marki (12:20):
The fact that you have a team call with that buyer that allows you to differentiate yourself, but also to let to delegate responsibilities for this, you call this person for this, you call this person because oftentimes they're going to call us for things like practicing law without a license that is not in the scope of our job and it's something that we shouldn't do. But if we have that attorney on, if you utilize an attorney in the state where you're located, then we can say, Hey, when we get to this point, this is the person that you reach out to. So they feel as if it is a team effort that actually allows us to demonstrate more value. What if something goes wrong with the transaction during your break or a client has an emergency and needs immediate assistance? How do you handle that?
Kayla (13:11):
Been there, done that. Something came up in the inspection with my buyer and the person who was helping in my absence, they had a family emergency. So what do you do? You take the baby. And we went and walked the property and I eased all of her concerns. And quite frankly, she had so much more respect for me that my dedication to her in that moment. And I had to have a conversation with myself and with my partner on if this is appropriate. And ultimately I decided is appropriate for me in this time. I am still a phenomenal mom. I'm still a phenomenal agent. Let me go help my client. Once I was off of maternity leave, he went with me to everything. I've taken him to a state conference, we've done listing appointments together. This kid, he is going to need a real estate license here shortly. I don't know if they give them away to two and a half year olds, but for those emergencies, I've always told my clients, Hey, you might see me and Elliot if it's something I do not have time to prepare for. And they're just so understanding and look forward to seeing him every time.
Marki (14:26):
Well, you know what? My association, the Chicago Association of Realtors is a very child friendly association. So on any given day, at any conference, at any meeting, you might see three to four of our children there. But let me also say this. My oldest son, Skylar, was a very friendly child. My youngest son was not. He's an introvert and he didn't, people wasn't any reason for me to bring this child anywhere. So I had to figure that part out. But it is great when associations and companies actually support us in our parenting role. Candy,
Candy (15:04):
When I started in real estate, my children were two, five and eight. And I got into real estate because of my children because I wanted to spend more time with them at the school and volunteer in sporting activities. So I set boundaries really, really far in advance in the beginning of my career when people thought I was crazy not working 24 7, not working every weekend. And so at my listing appointments and at my buyer consultations, I literally told buyers and sellers, at some point, you're going to meet my children because it may be daycare was closing early school was early, maybe my husband wasn't available. So I just brought the kids and I would say, sit on the couch, don't move the muscle. And they would sit there. And my clients actually enjoyed meeting them because they were an extension of me. And so the other part of it is I managed the expectations at the very beginning of our relationship.
(16:01):
I told them what to expect. I told them at some point, you're going to meet my kids. So when they met them, it wasn't a surprise. So this is all part of me, and I always say, this is what you get. I want you to know what you get when you work with candy. And so if it doesn't work for you, that works for me, but you're going to get all of me 100% of the time. And my kids, they all know real estate. They all know condos versus co-ops versus single family versus they know the lingo. And a funny story, I was showing my girlfriend a house and my son was with us, and we got down to the basement. He says, this is not the right house for you. And I was like, oh Lord. So, but in fact, he was correct and she appreciated his candidness. So kids can say things can get away with it that we can't say. And so sometimes it's a benefit.
Marki (16:53):
There you have it. So we've been talking about this in the context of needing a break or for a special or unforeseen circumstance, but the truth is real estate professionals like everyone need to take vacation and regular breaks from their business to recharge. And I think that you mentioned this already, candy, but how often do you think agents should temporarily step away? And is there a difference in how you prepare for that in your business?
Candy (17:25):
I think you should step away at least once a quarter or at least a week. A week. We are not saving lives here. I hate to break it to people. You can take a vacation because you have to restore yourself because we give so much. We give and we give and we give and we have to refill in order for us to continue to give. And so when you have your systems in place, you have backup. I was always a solo agent. I always had another agent in my office who would look after my business when I was away and I would look after her business when she was away. We didn't do a payment. It was just known that when you're going, if I have to write an offer for you, I'm writing an offer, you'll write an offer for me. You go to a home inspection, it was reciprocated every step of the way. And so find that trusted individual in your brokerage that works like you has the same work ethic. Like I said earlier, I always tell agents who I see on Facebook or Instagram, oh, I'm in Hawaii, but I'm still doing business. That's not a badge of honor. That shows that you are unorganized and you're not willing to let go if you're on the beaches of Hawaii. Enjoy the beach.
Marki (18:32):
I took off the entire month of July. It was the best thing I did for myself. I knew back in the spring you need to take some time off. And July is kind of that month for me. What about you, Kayla?
Kayla (18:48):
I know a lot of agents don't always talk about their mental health or where they're at emotionally, but for me, I always make time to just decompress. I went through perinatal depression, I went through postpartum depression, and once you get back in the business, all that starts to compound and it feels like burnout. And this is not a career I ever want to burn out from, and I also don't want to feel burnout with my family. So I look forward to when I know I might have a lull and then I'll plan out. I'll really lean into it. So this year I took a step back the month of August and just taking a step back for my own mental health and everybody else around me. They don't want to see me when I'm manic or just so stressed. I am an advocate for taking the break. You need it. And you'd be shocked and surprised amount of clients that you retain during this time because you're healthy. And so when you're healthy, your business is healthy. That should be a quote. I'm putting it on T-shirts.
Marki (20:07):
I would wear that on a T-shirt. And I believe it's not just physical health, it's also mental health. So what I'm hearing you ladies say is that we need to implement technology, have a great customer relationship management system set up, ask for help when needed, and plan to take off one week every single quarter, whether we go somewhere or not. We want to thank you for tuning in today. Thank you for joining us at Drive with NAR, the REALTOR® to REALTOR® series. Tune in every month at magazine.realtor/drive or subscribe wherever you watch your podcast. Find more tips to boost your business@magazine.realtor.
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