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Upcoming Events To Watch For

It's  A Date
(Association Calendar of Events)

For a complete listing of meetings and events go to the
Members Only page on www.easternctrealtors.com and

click on “Meetings & Events Calendar”

Kudos
 If you have received an award or designation,

please fax to 892-2599.

(Awarded Designations)

AUGUST
13th MLXchange Training - Designer Tool

1:00 pm— Association Office

14th New Member Orientation
8:30 am— Comfort Suites, Norwich

7th Annual Charity Golf Tournament
Lake of Isles Golf Course
$250 per player
7:00 am Registration

21st Home Review Deadline @ 5:00 pm

23rd ECAR/ECRIS
Board of Directors
9:00 am —
Association Office

Realtor® News
(Informational, Recreational or Political)

Nonverbal cues
Speak Without Words

It’s not always what you say, but how you say it. So what
are you saying nonverbally — intended or unintended — to
your prospects?

BY JOHN D. MAYFIELD

There’s an old adage that goes: “A little smile adds a great
deal to your face value.”
I think of this saying often as it relates to real estate, as it
seems that too many practitioners get caught up in the words
they speak, and fail to put enough effort into their nonverbal
communication — including a simple smile — that’s so im-
portant to successful client relationships.
The reality is that your words play a very small role in the
impact you have on others. How small? One expert, psy-
chologist Albert Mehrabian, did research to find out. He per-
formed studies to learn which factors affect the likeability of
a person delivering a message. The results: Words account
for a slim 7 percent of likeability, while tone of voice ac-
counts for 38 percent, and body language accounts for 55
percent.
To be an effective communicator, it’s important that you not
only read other peoples’ nonverbal messages, but that you
focus on sending your own. Just as many people are un-
aware of the signals they’re sending through body language
and facial expressions, they’re also subconsciously making
impressions about you based on these signals.
Here are five ways you can make sure your unspoken word
is just as powerful as your spoken message.
1. Find common ground. To learn more about good com-
munication, let’s look at how the word originated. The Latin
root, commune means “held in common.” Unless you have
something in common with the person you’re trying to com-
municate with, it’s difficult — if not impossible — for you to
establish rapport.



You can find common ground in a nonverbal way by mirror-
ing the other person’s body language. When I say mirror, I
don’t mean mimic. Rather, subtly reflect their actions or pose.
For example, if they’re smiling, you should smile. If they have
a relaxed pose, you should do the same. Try to mirror the
tone of your voice with the buyer or seller that you’re work-
ing with, too. If a consumer is a soft talker then you might
consider speaking softly too. This will normally help put the
other party at ease and make them feel comfortable around
you.
2. Watch your tone. Imagine you’re sitting at your desk and
you get a call from a prospective buyer who wants to know
more about your listing. All that person will know about you
and your company will come from your voice — and your
enthusiasm will play a major role in determining whether that
person will choose to work with you.
You might answer the phone by saying: “It’s a GREAT day
at XYZ Realty, how may I help you?” How you answer the
telephone, the tone of your voice, and whether you sound
enthusiastic can help buyers decide if they will want to work
with you or not. So answer the telephone with a smile on
your face and it’ll spill over the telephone line into your greet-
ings. While this is very important to keep in mind when you’re
on the phone, your tone of voice also is a factor when meet-
ing with people in person.
3. Make your body talk. You’ve probably heard and read
lots of tips about using body language as part of your commu-
nications. But do you ever actually practice it?  Here are
some tips to try: Avoid folding your arms across your chest
(even if you’re chilly!) because it could suggest you’re de-
fensive, rather than open to what your client is saying. Show
you’re interested in the conversation by relaxing your hands
in an open position, leaning in slightly as you listen, and pro-
viding approving nods during the conversation. Put a kibosh
on fidgeting. Cross your legs toward your client, which re-
searchers say signals that you’re interested in what the other
person is saying. Greet clients with a firm and welcoming
handshake to instantly demonstrate genuine, mutual respect.
4. Focus on eye contact. Strong eye contact helps to de-
velop trust, while minimal eye contact suggests boredom.
Don’t go overboard, though, by staring your clients in the eye
— otherwise, you might intimidate them or make them feel
nervous. You’ll also want to avoid shifting your eyes too fre-
quently, staring at your notes, or excessively blinking, which
can be distracting and make others feel uncomfortable.
5. Don’t be a close talker. Many people have a bad habit
of standing too close to others during conversation. When
you invade someone’s personal space, you can cause them
to feel uneasy and want to end the conversation quickly.
There are four main types of conversation distances during
interactions, according to business professor Anthony Urbaniak
of Northern State University in Aberdeen, S.D. In his article
in Supervision magazine, he says these territorial distances

can help you determine how close to sit or stand next to some-
one:

·Intimate: up to 2 feet (about an arms-length). This
is often reserved for close friends; a client could be
offended if you stood this close.

·Personal: 2 to 4 feet. This is the closest you should
stand or sit to clients — but they may still feel uncomfortable.
Urbaniak  suggests using barriers such as a desk to reduce
the threat when at this proximity.

·Social: 4 to 12 feet. This is usually used for sales
presentations.

·Public: more than 12 feet. This is the distance you
would want to stand when making a presentation to
a group of people.
So, the next time you’re in the middle of your 30-minute sales
pitch about how great and wonderful your company is, re-
mind yourself that it’s not all about what you’re saying that
matters to the person on the other end. Rather, it’s how you’re
saying the words and with what manner and tone that really
convinces them. Developing good nonverbal communication
skills is essential if you want to win more business and keep
the clients you have.

Article provided by REALTOR® Magazine Online

Congratulations
To

Marylee MacLaren

She Has Been
A Dedicated

Association Staff Member
For 20 Years



Gossip  SheetNEW MEMBERS – APPROVED JULY 19, 2007

REALTORS®

Conrad M. Allen RE/MAX One
Aja Barcomb Stratilus
Arthur Blanda Weichert, REALTORS® – Suburban Properties
Tammie Blount Prudential Connecticut Realty (Waterford)
Jeffrey Brainard L. B. Brainard and Associates, Inc.
Mary Brayman M P Real Estate
Mark Dalton Prudential Connecticut Realty (East Lyme)
David Driscoll Sterling Property Group
Kristin Greene Weichert, REALTORS® – Suburban Properties
Paul McNerney Coldwell Banker Residential Brokerage (Niantic)
Dorrie Patera Hadley Realty Group
Clarissa Smith M P Real Estate
Lorna-JeanTwerdy Mountford Realty
Laurel Viens William Raveis Real Estate (East Lyme)
Karen Wasserman William Pitt Sotheby’s International Realty

AGENCY TRANSFERS

Member New Firm/Office Former Firm/Office
Janice Artigues RE/MAX Bell Park Realty Central Real Estate
Ginger Blair RE/MAX Coast and Country Century 21 Eastern Realty
Richard Dalkowski Prudential CT Realty (Waterford) Hillyer Realty
Rachael Gifford RE/MAX Bell Park Realty Loomis Real Estate South
Anne Haag RE/MAX Coast and Country RE/MAX Shoreline
Lori Hopkins RE/MAX Champions Heritage Properties
Robert P. Jones IMT Real Estate Solutions Performance Realty Group
Patricia Norton Prudential CT Realty (Waterford) Hillyer Realty
Christopher Pappa Capital Property Investments (Norwich) Capital Property Investments (Griswold)
Stephanie Sowell Prudential CT Realty (Norwich) John Henry Robbins Agency

ASSOCIATION REINSTATEMENTS

Jackie Moore William Raveis Real Estate (East Lyme)

ASSOCIATION DELETES

Michael Burns Capital Property Investments (Norwich)
Colleen Cochrane Bill Heenan & Associates
Jill Gural Prudential Connecticut Realty (Norwich)
Evelyn Harris Realty Estates
Kerri Nagle Duprey Real Estate
Kristin Pedersen Prudential Connecticut Realty (Norwich)
Anita Roe Prudential Connecticut Realty (East Lyme)
Rebecca Sperry Coldwell Banker Res Brokerage (Norwich)
Kathleen Thornton Atlas Realty Investments
Bryan Zajchowski Bill Heenan & Associates



Keep Us Up-To-Date
Send this to the Association office if your e-mail address has changed

Name:  ______________________________________

New e-mail address: ____________________________

Case Interpretations of the Code of Ethics
or

How would you vote?

Article 2
REALTORS® shall avoid exaggeration, misrepresentation, or concealment of pertinent facts relating to the property or the transaction.
REALTORS® shall not, however, be obligated to discover latent defects in the property, to advise on matters outside the scope of their
real estate license, or to disclose facts which are confidential under the scope of agency or non-agency relationships as defined by
state law.

Misrepresentation 
(Case # 2-6 from Interpretations of the Code of Ethics in the Code of Ethics and Arbitration Manual)

REALTOR® A, a cooperating broker, had shown four houses to Buyer B, and Buyer B’s wife had asked to see one of them a second time. There
was a third inspection, and a fourth. They seemed at the point of decision but said they would like to “sleep on it.” When there was no word
the next day, REALTOR® A called. Buyer B said he was a bit hesitant on the price; that some transfers of executives in his company had been
rumored; that this could affect him within the year; that he hesitated to buy at a price that might mean taking a loss if he should be
transferred within a year.

REALTOR® A tried to reassure the prospect by telephone. Then he dictated a letter stating that the house was an exceptional bargain at the
asking price and “our office guarantees to get your money out of it for you any time in the next year if you should need to sell.” Buyer B
came in and signed the contract.

Six months later, Buyer B came to REALTOR® A as a seller. He was being transferred. He would need to get his equity out of the house to be
able to afford a purchase in the new community. REALTOR® A listed the house at the price Buyer B had paid for it. After a month there had
been no offers. Buyer B reminded REALTOR® A of his written assurance that his office had guaranteed he would get his money out of the
house within the year.

REALTOR® A explained that the market had become much less active and that Buyer B might have to reduce his price by $10,000 to $15,000
to attract a buyer. Whereupon, Buyer B filed a complaint with the Board of Realtors® charging REALTOR® A with misrepresentation,
exaggeration, and failure to make good a commitment. After examination of the complaint, the Grievance Committee referred it to the
Professional Standards Committee for a hearing.

In response to questioning by the Hearing Panel, REALTOR® A admitted that he had written the letter to Buyer B in good faith and, at the time
the letter was written, he had been certain that his office could obtain a price for the property that would ensure Buyer B was “getting his
money out of the house.” However, REALTOR® A explained that although he had held such an opinion in good faith, the market had softened
and now the circumstances were different.

If you were a member of the hearing panel, how would you vote?
 The Hearing Panel reminded REALTOR® A that the pertinent fact being considered was not his opinion at the time of the previous sale as
compared to his opinion now, but rather his written “guarantee” to Buyer B and his current failure to make good his written commitment.
It was the conclusion of the Hearing Panel that REALTOR® A had engaged in misrepresentation and was in violation of Article 2.


