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Online Transaction Management

The Next Frontier for Managing the
Real Estate Transaction
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We have a Rouse Chamberlin
Homes neighborhood for you!

3% on base - 1/2 at commitment, 1/2 at settlement
Ask about our Preferred Realtor Program!

PROVIDENCE HILL SUMMER GROVE

Priced from $258,900 Priced from $244,900
East Fallowfield, Chester County Upper Pottsgrove, Montgomery County
7 Designs from 1700-2850 s.f. 7 Designs from 1700-2850 s.1.
Open Sat.-Wed. 11-5 Open Sat.-Wed. 11-5
610-384-7709 610-970-3970

CENTURY OAK FAIRBROOK
Priced from $299,900 Priced from $309,900
Oxford, Chester County New Hanover, Montgomery County
7 Designs from 2200-3355 s.f. 6 Designs from 2400-3200 s.f.
Open Sat.-Wed. 11-5 Open Wed .-Sun. 11-5
610-998-1010 610-323-0603

COWAN ESTATES Ask us about

" Priced from $309,900 Al
Sadsbury Twp., Chester County BUIId]ng G reen!

7 Designs from 2200-3355 s.f.

Open Sat.-Wed. 11-5 Rouse/Chamberlin Homes
610-384-7709 Bringing neighborhoods to life.

www.RouseChamberlinHomes.com@
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Chairman’s Message

By Jim Ryal (REALTOR® Member)

If you've been in the workforce for as long as I have, you
remember life without the PC, the Internet and Federal
Express (not FedEx) as a luxury service. In many respects
our business model changed dramatically, yet some aspects of
customer relationship management remain the same. As REALTORS® we have
a plethora of technical tools, technical services and industry specific information
available to help us maximize our income, provide superior customer service,
and meet our future needs. While there is much available to us, utilizing this
technology and forcing ourselves to adapt to even more technologies down the

road will ultimately help us reach our goals.

Have you ever heard someone say, “I think I
have that feature, I just haven’t learned to use it
yet.” If I had a nickel for every time I hear or
said that about a phone, Blackberry, laptop, MS
Outlook, Trend search features, tools/services
provided by my Broker, Realtor.com features....you
get the idea. But after some time has been
allocated, what a sense of accomplishment it is to
learn these “new” features and a new skill-set has
been gained. Acquiring the right tools is the right
first step. Thus, take a step back and make time to
increase the utilization rate and reap the rewards
of the tools and resources at your disposal.

As members of Suburban West, PAR and NAR
we enjoy superior technical capabilities developed
over the years by our professional staff and
Leadership. “Two clicks to be counted” is a phrase
that depicts the simplicity of responding when
“Called-to Action.”
especially in the case of a Call-To-Action, that

But we can’t overlook,

utilization does not happen simply by receiving the
email. Utilization only happens when we execute
by contacting our designated elected officials.

Think about the huge repositories of
information available to us as REALTORS®. The
websites of Suburban West, Suburban REALTORS®
Alliance (SRA), PAR , NAR and Trend are packed
with information that impacts us and how we do
business. Whether your concern relates to Code of
Ethics procedures, U&O regulations in a specific
borough, or what the US Senate Finance
Committee discussed last week related to Health
Care Reform- it’s all there for us. The amount of
relevant information available to us is vast.
Because we all are suffer from some degree of
information overload, our professional staff is very
careful about what gets “pushed” to the general
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membership. Therefore, if there is a subject more
important to you, such as health care reform,
bookmark a few sections on realtor.org that pertain
to your concerns. We have excellent resources, it’s
the utilization of that information that we need to
budget time for.

In this issue of REALTOR® News, we explore
two improvements to our industry- Online
Transaction Management and eRecording of deeds.
Again, many benefits derived by those that utilize
these technological improvements.

As we go to press we are witnessing a historical
readjustment to our global capital markets. Where
and when the markets will stabilize is unknown-
the volatility index is reaching new highs each day.
Yet, the securities industry has invested heavily in
technology for decades-why are we witnessing
such financial turmoil? Can sub-prime lending
really be the cause of all the financial turbulence?

It’s been a bumpy several months for our Sellers.
But a search on Trend shows a significant amount
of homes pending settlement. NAR released recent
Pending sales data- up 7% from the prior period.
The home is still a great asset. Through education,
adherence to professional standards, effective
communications and government affairs initiatives,
Code of Ethics training, the implementation and
utilization of new technical tools, the REALTOR®
and its respective organizations will remain strong
and optimistic for a prosperous 2009.

Thank you for allowing me to serve as your
2008 Chairman.

Good Selling!
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WINDOW WATER TESTING
Find out where the leak is and why.

« Installation Error
« Design Error
« Product Failure

ﬁ I“ [)35 5 TQ” (Kennett Syuware)
:Ij __1‘:9'9 9-:”3 (Philadelphia)

www. hardyservices.com

Certified InstallutionMaster™

Real Estate
More Coverage
In Print & Online

Our Advernisers Are Everywhere

Where Are You?

More
Magazines
distributed per square mile
locally and narionally.

9.5 Million

magarines distributed

Greg O'Neill
610-564-9729

manthly with our webdite
ads@realestareboolk. net

printed on the fromt cover.

Owver 500

markets in the LS.,
Canada, the Caribbean

and Mexico,

RealEstate Book Keey

-l

IMNSPEC TICON, Inc.
The Inspection Professionals

e Home Inspection

e Electronic Radon Testing with
Onsite Results

* Wood Infestation

¢ Mold Testing

e 7-day Service with Late Day
Appointments Available

14 Years in Business and Thousands
of Inspections Performed!

Call 610.604.9996 for
an Appointment today!

Fax 610.604.9779
Email fritz@castleinspectioninc.com

www.Castlelnspectioninc.com
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1ip in Education

FRPORTURITY &

I artl

COMMOMITY

REALTORS® across the state recently
participated in the “REALTORS®
Reach Out” initiative organiged by
the Pennsylvania Association of
REALTORS®.
Rendell issued a proclamation rec-

Governor Edward G.

ogniging the state association and its
34,500 REALTOR® members for their
efforts to support the community
and strengthen the unity within our
marketplace.

To support this cause and build upon our
“Partnership in Edu-cation” program, Suburban
West once again contributed $21,000 to three
partnering organizations to assist students with
For the fourth
consecutive year, we have given equal amounts

their ongoing education.

to the Chester County Futures program, Penn
State Brandywine, and the Montgomery County
Community College for scholarship awards to
students who demonstrate financial need and
who maintain a strong grade point average. The
leadership of Suburban West has a long-standing
tradition of promoting education and believes
that its ongoing relationship with these partners
will further enhance the opportunities available
to young students throughout our region.

The Board of Directors recently approved the
2009 budget which includes a line item to
support the ongoing funding of the initiative
through our Association of REALTORS® School.
Fifteen percent of the net profit from the School
will be donated to this
Education” program.

“Partnership in
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Chaired by Sal Triolo, the Scholarship Task
Force has worked hard to build this program
and is committed to ensuring its ongoing
viability and success. Plans are underway to
host a Golf Outing on July 27, 2009 at the
Chester Valley Golf Club to augment the funds
necessary to support these students who are
eager to create a bright future. During the next
several months, these Task Force members will
be seeking support and assistance in the form of
sponsorships, event planning and, naturally,
game-day golfers. If you are interested in
lending your talents, you may contact Sal at
sal@saltriolo.com or 610-280-4050.

I have had the privilege of attending a few of
these convocation ceremonies when the
students receive their scholarship awards. The
genuine appreciation and gratitude expressed by
these students is remarkable. Quite often, these
young adults are met with extraordinary life
challenges beyond their control or influence. So
when they are presented with a financial gift
that will allow them to fulfill goals and dreams
that otherwise would not be possible, they are
extremely grateful and truly moved by our
generosity. I encourage your ongoing support of
this program and hope you will make plans to
attend the Golf Outing next year.

Suburban West members present to Chester County
Futures’ Scholarship winners, from L to R: Jerry Gea,
Sandy Tapia, Keya Stanford, Veronica Wisely, and
Sal Triolo.
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USI Affinity is the trusted source
and insurance adminmistrator for
the Suburban West Realtors®
Association.

Our portfolio of quality products
designed for today's professionals
includes:

+ Medical
* Dental

Dﬂn’t Waizt' * Vision

These plans reflect our commitment
The time to review to provide your association with
one of the best member benefit
your Insurance programs around.
premiums and

coverage is NOW.

Find out more.

| USI Affinity
. Phone: 1.800.265.2876 x6
e L) Web; www,USlIaffinity.com

Remember back in kindergarten when
you learned to write your name?
It’s payoff time.

Thee Simply Signature Loan from Chase Home Finance. Sign your name and let us
do the rest. Simple mortgage process, low documentation, One call to your
Chase Mortgage Specialist and you could be on your way to approval. 5o come
on, put your kindergarten career to good use. Stop In and sign.

Contact Your Chase Mortgage Specialist today.

1055 East Baltimore Pike, Suite 200, Media, PA 19063
(610} 565-4610 phomne (6100 565-3124 fax
Carl E, Wiliams Bill Amdal

e CHASE ©

Far doves v ne o 2% NGuge Ve (VB st o Y CTles o IO, a9 a1 2 PRl (oo vl Py ermms il o
P byt o P el anor, Vel o ks s asvasiat e 0 o sy b ko s, (S ST rtatons ity A e e ofend S Pl
S O s, WA O o i LA, WA gl o pvaric g e ety o, 000 iy v b o A Tem
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Suburban REALTORS® Alliance Update

Regional Recorders of
Deeds Lead the Way in Innovation

By Jamie Ridge (Suburban REALTORS® Alliance President/C

While most Suburban West REALTORS®
Association members rarely deal directly with
the County Recorder of Deeds office, they should
be aware that technological advances in the
recording process are being pioneered right in
their backyard. These advances, including the
use of “e-recording” by recorders in Chester and
Montgomery Counties, have helped streamline
the real estate transaction process through
efficiencies that are especially important during
tight economic times.

“E-Recording offers
our submitters the
ability to conduct
business with the
County without
leaving their office,”
says Ryan Costello,
Chester County’s

Ryan Costello,
Chester County

Recorder of Deeds new ly- elected
Recorder of Deeds. “In today’s
economy, this brings value not
only in time management, but in
energy savings as well.”

eRecording is the process of submitting,
receiving, and processing, via a secure Internet
site, real estate deeds, mortgages and other
documents for recording that have traditionally
been delivered to the county for recording by
runner, express mail, or courier service.
eRecording offers customers the ability to
simplify and accelerate all aspects of the
recording process, dramatically shortening the
gap and improving auditability.

According to Montgomery County Recorder of
Deeds Nancy Becker, the recording of electronic
deeds has increased to nearly 20% in 2008. Becker
says eRecording is a much quicker, efficient and
economical way to record documents and return
them the next, or even same day.
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“Our goal is to
increase services
and access to our
office in the most
cost-effective
manner,” Becker
said.

Nancy Becker,
Montgomery County
Recorder of Deeds

Along with recording various real estate-
transaction documents, the Recorders offices in
Chester and Montgomery Counties are also
leading efforts to convert old land records
presently on film and other media to digital
images that will be accessible over a secure
internet portal. This project will provide property
owners and the real estate community with a
user-friendly online experience as well a much
more comprehensive and accurate historical
record of land transactions in the region.

Terence Farrell, a REALTOR® and newly-elected
Chester County Commissioner, deserves much of
the credit for the innovations that have placed the
county and region at the leading edge of “best
practices” for recording and storing land records.

During his tenure as Chester County Recorder
of Deeds from 2000 -- 2007, Farrell focused the
bulk of his time in office launching the e-
Recording system, modernizing land records,
putting in place document security measures,
and ensuring that residents and real estate
professionals have the best possible access to
both current and historical records.

The Suburban REALTORS® Alliance has
spent a great deal of time building relationships
with County-elected officials who are so integral
to the real estate transaction process in our four-
county territory. While our members may not
find themselves in the Recorder’s offices on a
regular basis, the launch of e-Recording and
other modernization programs have no doubt
made many of the transactions they are involved
with much more time and cost efficient.
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4 While You’re Looking
Cou ld i t for the Right Home...

be any Find the Right Lender!

o As one of the nation’s largest mortgage lenders,
eas 'rer PS National City Mortgage has money to lend to
qualified borrowers. So whether you're looking
for your first home, second home, or refinancing.

WE HAVE A LOAN THAT’S PERFECT FOR YOU!

o FREE PRE-APPROVALS * CONST/PERM ONE TIME CLOSE
* FHA/VA * LOT LOAN

o PHFA FIRST-TIME BUYER * RURAL HOME PROGRAM

* FHA 203K o EXTENDED RATE LOCKS

* 100% FINANCING W/FLOAT DOWN

NATioNAL CiITY MORTGAGE
1-800-322-7676

MASON HUDDELL, Sr. Loan Officer JOHN H. CONEYS

610-328-4756

o o Branch Manager
KEN JORDAN, Sr. Loan Officer
484-478-0414 610-907-5004

Professional Home &
Building Inspections

Carl D. Hertzog, 111, a
certified member of the
American Society of
Home Inspectors (ASHI)
and past president of the
local chapter. Carl has
personally inspected over
12,000 homes over the
past 24 years. Hertzog Inspection
Services, Inc., a referral based firm
with a reputation that is second to
none, provides you with the highest
quality home inspection and service before,
during, and after your inspection.

“Yes, we handle that...”

- Top Producer management

- Website updates

+ Blogs

- Buyer & Listing presentations
- Listing Coordination

« Marketing support

Leverage your time! Our team of

Scr‘f;‘g Chester, Delaware, & Virtual Assistants (VAs) is ready to
Montgomery Counties S
handle the details in your business,
Carl D. Hertzog, III so you focus on clients and sales!
President ® Inspector
Hertzog Inspection Services, Inc. Contact us NOW :
1201 E. Strasburg Road, Suite C-1 1-877-377-4900
West Chester, PA 19380 www.WilsonVA.com
(610) 431-7575 Carla@WilsonVA.com

PAGE 9 M REALTOR® NEWS NOVEMBER/DECEMBER 2008 ™ WWW.SUBURBANWESTREALTORS.COM M PAGE 9



Realfor®~=wvs

Transaction Management Solutions:

Get Smoother Transactions

Transaction management is back on track,
inviting real estate professionals and their
brokers to take another look at a concept that
debuted a decade ago then faded away. Back
then, there was more promise than practical
benefits in systems for organizing all the details,
documents, and correspondence that drive a
successful closing.

What’s driving the renewed interest?
Mostly the comfort level that many now feel
Although transaction
software is

about working online.

management available, most
solutions are Web-based services, creating a
central spot where all parties to the deal can

collaborate, contribute, and monitor progress.

How You Can Use It

For sales associates and managers, there are
many benefits. With a transaction management
system, you can:

e Create an organized, efficient workflow,
minimizing chances anyone neglects
their responsibility.

e Set up a centralized digital library and
archive of relevant documents.

e Alert and allow clients to check in on
completed tasks and on what needs to be
done.

e Log and stamp all activity and
correspondence for an audit trail of the
entire process.

e Relieve the sales associate of labor-
intensive chores while promoting them and
their company as market innovators.

As such, real estate companies are taking
notice, and many have — or are in the process
of — adopting or considering a transaction
management system for their offices.
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For example, this past spring, an estimated
5,000 brokerages and 50,000 associate members
of the Arizona Association of REALTORS® were
encouraged to embrace the SureClose system
developed by Stewart Transaction Solutions.
The offer follows a three-year evaluation.

“Transaction management is
the way of the future,” says Craig
Sanford, CRI, with Realty Exec-
utives in Phoenix. As 2006 past
president of AAR, he spearheaded
the group’s investigation.

“For brokers, these systems reduce the
manpower required for file management and the
likelihood of errors,” he says. “Agents appear
more professional because of the way they can
get data to their clients. Eventually buyers and
sellers will see the benefits of working with a
company with one of these systems in place.”

The ‘Interactive Solution’

Kathy Lambert, contract administration
manager with the Atlanta-based real estate
investment company Novare Realty, has run
more than 2,300 transactions representing 12
accounts through the company’s Settlement
Room system.

“It allows me to oversee the entire process
and has become our ‘6o to’ place to find any
document on any transaction,” she says.

She describes it as an “interactive solution for
communication among agents, buyers, lenders,
closing attorneys, title companies, and our
internal staff. ... Since all of our data is imported
daily, we are able to keep our contacts in each
transaction up to date and give the best service
possible,” she adds.

Continued on next page
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However, it’s not just larger companies with
multisite operations that can benefit from the
technology. In Middletown, Del., broker/owner
Jim Young invested in Settlement Room, on a
smaller scale, when he launched Colonial Real
Estate as a virtual office last year. The
14 agents
entrusting transactions to the firm’s processing

company’s work from home,

manager once a contract is signed.

They scan their documents into the system.
From there, the processing manager takes care
of everything to guide the transaction through
closing.

“Clients have always complained about a lack
of communication,” Young says. “So here’s an
organizing tool which also gives them feedback,
and allows them to check on the status of their
deal, whenever they want. But for me, one of the
biggest benefits is that there are no more file
cabinets. Everything about the transaction, it’s
all in the system.”

6 Questions to Consider First

Transaction management can be a turnkey
solution to increased efficiency. But here are
some questions to ask before jumping in:

1. Are you ready for the change? Present
practices will temper the pace and scope of
the transition to transaction management,
at least initially: Are you already working
with
Collaborating and communicating online?

electronic forms and contracts?
Have a well defined workflow for managing
transactions?

2. Which vendor should you use? The
company behind it is as critical as the
solution. Start-ups, with limited staff, may
not be able to provide adequate support when
it’s needed most. Ask about number of users,
years in business, and check references.

3. Should you use software or a Web-based
service? Software is best for the individual or
small office seeking a system for organizing
and tracking details and documents. The
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larger the staff, the more offices, and the
more people you’'ll want to invite into your
system. Then, you're likely better off with a
Web-based solution.

4. What training will be involved? If sales
associates aren’t already technologically
inclined, you’ll have trouble forcing them to
embrace transaction management. Vendors,
and those who have made a successful
transition, say training and assigning
dedicated specialists — whether you call
them transaction coordinators or process

managers — make all the difference.

5. Should you do a phased rollout? Don’t
overwhelm all parties to a deal with new
responsibility all at once. Make sure one
group is comfortable with transaction
management before adding the next. Start in-
house, then invite the outside providers who
help move deals along. Finally, encourage
client participation, when all the kinks are

out of the system.

6. Can you use it as a recruiting tool? A
transaction management system, once up
and running, can be a marketing tool that sets
the company apart from competitors, attracts
new staff, and invites repeat business and
referrals from all who have experienced the
convenience of this approach.

NOTE: This article is reprinted from the
March 2008 issue of REALTOR® Magazine. For
additional information on electronic transaction
management software products, please log on to
www.realtor.org/rmotechnology/buyersguide/g
uides/buyersguide200803.

The author, Michael Antoniak is a journalist and
technology expert with a focus on real estate
applications. Antoniak also writes about real estate
technology at his blog, RealTechTools. He can be
contacted at antoniak@dtccom.net
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Legal Issues Re

to e-Transactions

in Real Estate

By Mary Ellen F. Pina, Esquire

Over the past decade, the use of electronic formats
for conducting business transactions has become
increasingly prevalent in numerous industries,
including the real estate industry. In response to
this trend, various laws have been enacted. Most
significant among them are the Uniform Electronic
Transactions Act (“UETA”) and the federal
Electronic Signatures in Global and National
Commerce Act (“E-Sign”)(15 U.S.C. § 7001 et
seq.). Both UETA and E-Sign establish that a
contract in electronic form, and signed by
attachment of an electronic symbol or signature, is
legally binding and enforceable in the same
manner and to the same extent as a contract
which is written and signed on paper. It is
important to note that both UETA and E-Sign are
procedural laws only; neither alters or amends
existing substantive law regarding the validity and
enforceability of a contract. This article will
address a number of the legal issues raised by
entering into a transaction using electronic means.

UETA OR E-SIGN: WHAT IS THE
DIFFERENCE AND WHICH ONE APPLIES?

The relationship between UETA and E-Sign is
somewhat confusing. UETA is a uniform act
proposed by the National Conference of
Commissioners on Uniform State Laws
(“NCCUSL”) in 1999 to be enacted by each of the
states. To date, it has been enacted in forty-six
The
Pennsylvania Electronic Act
(“ETA”), which adopts the official version of
UETA without any changes, is codified at 73 Pa.
C.S. §82260.101 et seq. In 2000, Congress passed
E-Sign in an attempt to accomplish a similar
purpose as UETA but at the national level. E-Sign
overlaps with UETA in numerous ways and even

states and the District of Columbia.
Transactions
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lating

incorporates some sections of UETA, but the two

statues are not identical. For example, unlike
UETA, E-Sign does not address the manner in
which the authenticity and validity of electronic
signatures can be established. Further, E-Sign
also contains comprehensive consumer notice
and consent requirements not found in UETA.

E-Sign is a sweeping federal statute that
applies to all transactions “in or affecting
interstate or foreign commerce.” However, if a
state has adopted the official version of UETA
without any changes (as Pennsylvania did), the
state’s Electronic Transactions Act will preempt
E-Sign. UETA governs electronic transactions
affecting intrastate commerce.

LEGAL REQUIREMENTS TO CREATE A
VALID AND ENFORCEABLE ELECTRONIC
TRANSACTION

n Consent to Electronic Transaction

Both UETA and E-Sign the
consumer’s consent to conduct the transaction

require

electronically. E-Sign further requires that such
consent be communicated electronically and
allows a consumer to withdraw his consent to
the use of electronic records at any time. In
light of the foregoing, any business which
intends to conduct transactions electronically
will need to address the following issues prior to
undertaking such transactions: (1) obtaining
all necessary consumer consents to the
electronic transaction - both consent to the
receipt of electronic records and consent to the
use of electronic signatures; (2) disclosing to
consumers their right to withdraw consent at

Continued on next page
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any point in the transaction, including notice of
the attendant consequences (such as additional
costs or delay in closing of the transaction) and
providing adequate means for consumers to do
so; and, (3) developing appropriate disclosure
documentation concerning the use of and access
to electronic records. Further, in light of E-
Sign’s provision providing for withdrawal of
consent to the use of electronic records, a set of
traditional paper documentation should be
maintained for each transaction in addition to
the electronic version.

E Authentication of e-Signatures

UETA and E-Sign extend to the arena of e-
transactions the traditional view of what
constitutes a valid signature, i.e., that any
symbol made with the intent to sign a document
Neither
UETA nor E-Sign requires the use of a particular

constitutes a legally valid signature.

form of electronic signature to execute a
document electronically. Rather, both adopt a
very broad definition of the term “electronic
signature” and provide that the parties may
agree upon the particular form and technology
to be used. Further, both laws leave the issue of
the effect of an electronic signature to be
determined by the context of the individual
transaction.

H Notarization and Attestation

All real estate closings require the notarization
and/or attestation of certain key documents, such
as the deed. Both UETA and E-Sign provide that
this requirements can be satisfied in connection
with electronic transactions, as long as the
electronic signature of the person authorized to
notarize or attest the document, together with all
other information required to be included by
applicable law, is attached to or “logically
associated with” the signature or record.
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n Recording

Regardless of whether the transaction is
conducted electronically or on paper, the same
recording requirements apply. Unfortunately, at
present, very few locales are equipped to handle
that

electronic recording of documents is not

electronic recording. In the event
available, the requirements of the traditional

paper recording system apply.

Mary Ellen F. Pina, Esquire is an Associate with
Connor, Weber, Oberlies law firm in Paoli. As
counsel for the Suburban West REALTORS®
Association since 2000, the attorneys at Connor,
Weber and Oberlies are available to assist and
advise in every facet of residential and commercial
real estate transactions. Please feel free to call
610-640-2800 to speak with an attorney should you
have any questions or concerns relating to the
information contained in this article.

EXPERIENCE.

A professional home inspection that meets
the highest nationally recognized technical
standards combined with the very best in
customer service and professionalism.

Alan G. Fastman
Helptul Home Inspectors, LLC
www.helpfulhomeinspectors.com

610-565-1366

@AMERICAN
CERTERIED INSPECTOR e T e e
Piladaiphia Home Inspectors License #3704 24582
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DoYou Know Someone Interested in a
Real Estate Career?

©:-0- Q-0 -0

Pre-licensing courses could be the key to a new Real Estate career for a family
member, friends and clients. Our classes feature expert material and instructors
with a broad range of first-hand experience and knowledge. The Fundamentals
and Practice courses are offered on Tuesday and Thursday nights, respectively.

Winter Session: Begins January 13 and runs 10 weeks

Spring Session: Begins April 21 and runs 10 weeks

Fall Session: Begins September 15 and runs 10 weeks

To sign up today, call 610-560-4900 or e-mail

gparke@suburbanwestrealtors.com.

ASSOCIATION OF REALTORS SCHOOL

Dwmed and Dperated by Suburban West REALTORS® Association

100 Deerfield Lane, Suite 240, Malvern, PA
www.realtors-school.com
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PROVIDING QUALITY SERVICE TO ALL

OUR CLIENTS FOR MORE THAN 30 YEARS.

maintain.

inform.

impacr.

LEWIS R.

RODIN

& Associates

Certified Residential Pennsylvania Appraisers

ASK FOR US BY NAME
610-449-3900 © Fax: 610-449-7040

. srericd 3 Advocate for Responsible Communitics
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BUILDING SCIENCE CONSULTANTS

Certified Infrared-Thermal Imaging
Certified Stucco Inspections
Stucco Forensic Experts
Indoor Air Quality Surveying
Certified Property Inspections =
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Whatis
Communication?

Many times we are told that REALTORS® fail
Just
when we thought we were communicating fine,

our clients mostly in communication.

we are told by our clients or some survey that
NAR publishes, that we fail to effectively
communicate. This is probably most frustrating
for all REALTORS® who view ourselves as
professionals and work very diligently at
effective communication.

And it happens to all of us sometime when we
least expect it, a client calls our Broker to
complain about us. We can’t believe it! And 'm
sure sometimes it’s just our sellers or buyers are
frustrated because we haven’t been able to sell
their home or find the right one in a timely
fashion. But other times, we probably held
ourselves back from contacting our client
because we didn’t have the news we know they
want to hear and we can’t bear their
disappointment. We forget that they are looking
to us for direction.

We must always have a communication plan
to help our clients through the situation of selling
and/or buying homes. And we must follow it. A
professional communication behavior gives our
clients security and ensures our success.

But really what is communication?

Over the years, I have learned what com-
munication is not.

First and foremost, it is not manipulation.
The idea that you can control your clients by
certain acts is ludicrous and just wrong. If you
think they don’t know what you are doing, you
are wrong. You really don’t fool people. It’s
probably one of the most important reasons
people frequently don’t want to use realtors to
help them in their real estate transactions. You
should be showing them the way and guiding
not manipulating.
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By Joyce Polselli-Hamid, ABR, CRS, GRI (REALTOR® Member

..... S 4

Second, communication is not having a
preconceived idea of what someone wants and
expects. You must ask questions to find out
what is most important to each client. In order
to do this, you must empty your mind first and
let your client fill it and take notes.

Third, it’s not deciding that your client is
wrong about his or her motivations, needs,
likes

psychologists. Whatever his or her motivations,

desires, or dislikes. We are not
needs, desires, li kes or dislikes are, they are
theirs. I grew up in the restaurant business and
one thing I was always told to remember was
simply “THE CUSTOMER IS ALWAYS RIGHT”.

Why? Paying for a service makes them right.

Fourth, it’s not saying you are going to
contact them and then you get too busy and
forget.
system to never let them down.

You must figure out how to set up a

So what is communication? First and
foremost, it is listening with all your attention.
It’s being present with your client. Not having
anything else on your mind except your
conversation with your client; and then, taking
the action necessary to let your client know that
you heard him. If you do this, you should be

successful most of the time.

Second, and not any less important, it is to
be understanding. You must get to know your
client and understand their needs, wants,
desires and motivations. Spend time and ask

questions.

Third, you must be honest and honest all the
time. Being honest I think is scary for a lot of
people. We are afraid of the reaction we may
encounter. Don’t be. Only honesty really helps
people and most are grateful for it.

Continued on next page
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Continued from previous page

Fourth, always be compassionate towards
your clients. Your true compassion helps them
make the right decisions. They will feel good
about you and guarantee complements and

referrals.

So by developing a professional com-
munication behavior you will be more effective
in guiding and helping your clients through their
real estate transactions. You will be more
successful by listening, understanding, being
honest and compassionate about their
experiences. These traits will make you an
effective communicator and a successful

REALTOR® for life.

Joyce Polselli-Hamid, ABR, CRS, GRI is a
REALTOR® «with the Exton office of Keller Williams
Real Estate. Joyce has been an active member of
the Association since 1994 including serving on
the organisation’s Governance Task Force and
as a candidate for the 2008 Board of Directors. You
can contact Joyce at joycehamid@kzw.com.

EXTERMINATING COMPANY

Il

H Professional Home Inspection
@

lar To po

Septic, Radon & Water Quality Testing
Mold & Air Quality Analysis
Termite Treatment

COMPUTERIZED REPORT ISSUED
ON SITE WITH DIGITAL PHOTOS

A FULL SERVICE INSPECTION
COMPANY WITH APPOINTMENTS
AVAILABLE 7 DAYS A WEEK

(866) 401-3600 Toll Free
(215) 343-8898 Fax

SCHEDULE ON-LINE 24/7
www.ptphome.com/sepa

Listing Agents
Free estimates for your sellers and
10% discount on all treatments

Termite and Pest Inspections

Hear what agents
are sayng aboul

Boro Exterminating

superion service and the best tremtment possible,”
Marie Griesser, ABR, GRI

Long and Fosler Real Estale

Rewtown Squana

I love their warranty progmm for niy clients.™
Daman Michels, ABR

Prdential Fox & Roach Realiors

Wayne

are extremely knowledgoble and provide top-notch service.™
Jim Bifting

Prudential Fox & Roach Reafiors

Society Hill

SOLVING TERMITE AND PEST PROBLEMS FOR OVER 40 YEARS

“When my clienis use Boro, | feel confident that they are getting

“Bore Exterminnling v e 1ermilic service Ut 13 idccurme and

“Using Boro seems like the natural choice for my clients. They

Termite and Pest Treatment

RTEQUS. AND

VLEDGABLE STAFF

ask nhoul our warmanties

BORO

Exterminating Company
215.727.3443
610.586.5640

National Pest Management Association, Inc

boroexterminating.com
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Realtor Incentives:

3% Co-op fee plus $10,000 agent bonus on select models

Relocation agents: Pembroke North will reimburse your
relocation company fee up to 25%*

Sales Office open daily 11a.m. -5 p.m,

Pembroke North Condominium Sales
316 Iron Works Way

(Behind Main Line Land Rover/Jaguar)
Wayne, PA 19087

(610) 687 3872
www.pembrokenorth.com

* % commission and 510,000 sefling bames is ofiered for settlements occumng on'before Decambear 31, 2008
Prices are subject to changs without nodice
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Your clients will
love you for including
Pembroke North
Condominium on
their next home tour.

Smart custom features and modern architectural
elements have been combined to offer the ultimate

in simple and effortless living.

Come see for yourself!

* Designed by world renowned Architect Robert Venturi

* Fifty-four 1, 2 and 3 bedroom single level condominium homes in
the Heart of the Main Line.

* Floor plans from 1,273 to 2,693 square feet

* Heated, dedicated garage parking and storage

* First LEED registered condominium in the Philadelphia area

* Energy savings up to 30%

* Ultra-high performance sound and vibration isolation systems

* Walk to dining, shopping and mass transit

* Gigantic floor to ceiling windows

* Priced from the $600's to $1 million plus

* Dramatic 9.5 foot ceilings

+ Convenient to all major highways including Routes 476, 202 and PA Turnpike

* Quick Delivery Units available

[ s
PEMBROKE NORTH

@ I Condominium
o M, Eﬂﬂkfﬂmpﬁﬂj‘

Tt Exclusively Dealgned Private Condeminiuma in Wayne
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ASSOCIATION NEWS In Brief

Legal and Legislative

e Housing stimulus bill signed by President
Bush - President Bush has signed a broad-based
housing stimulus bill that includes a myriad
provisions designed to benefit consumers and
the housing industry. Among the measures in
the new law is a first-time homebuyer tax credit
that is available for any qualified purchase
between April 8, 2008 and June 30, 2009.

e Housing Collapse Ahead? Not According to
the Data - In a Washington Post feature, three
economists from Columbia University and
Wichita State University shared their mutual
conclusions that the wave of foreclosures will
not have a devastating effect on home prices.
They noted that declines of more than four
percent have occurred in only four states:
Florida and Nevada,
according to the house price index of the Office

Arizona, California,
of Federal Housing Enterprise Oversight, an
index that includes a broad coverage of markets
across the country, representing more than
three quarters of U.S. homes sales.

Association

* New Supra Reciprocal Agreement Announced
with Kent County - A new reciprocal agreement
is announced between Suburban West and the
Kent County Association of REALTORS® for the
Supra Electronic keybox system. Both Boards
are now allowing either group of members to
access to each organization's Supra keybox
system on a reciprocal basis.

Members who are interested in adding
Kent County to their access list may contact
Jim Lotkowski at 610-560-4800 or
jlotkowski@suburbanwestrealtors.com for

more information.

Recognition

Recent Recipients of ABR Designation - The
Suburban  West REALTORS® Association
acknowledges the following REALTOR®

members who have recently received their
Accredited Buyer Representative Designations.
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This is a designation that is known as the

“benchmark  of excellence in  buyer
representation.” The Real Estate Buyer’s Agent
Council, Inc. (REBAC) of the National
Association of REALTORS® awards this coveted
designation to REALTORS® who meet the
following criteria: completion of the two-day
ABR designation course and passing the written
exam; maintain membership in REBAC (one
year membership is included with registration
for the designation course) and NAR; complete
one ABR elective course within the three years
of completing the two-day designation course;
and document five completed transactions as a
buyer representative. Transactions may have
occurred before taking the ABR designation
course within three years of taking the

designation course.

e Lynne Carestio- Prudential Fox & Roach

e Carol A. Jones- Keller Williams

e Karen N. Lewis- Prudential Fox & Roach
¢ Donna Marie McCole- Long & Foster

e Carina McCreary- Weichert REALTORS®
* Melissa Secott- RE/MAX Town & Country
¢ Kathleen Hawkins- Century 21 Alliance

Guy Matteo Awarded
Pennsylvania
REALTOR® of the Year-
In late September, the
Pennsylvania Association
of REALTORS® (PAR)
honored Guy A. Matteo as
their 2008 REALTOR® of
the Year. At the fall

business meetings in
Harrisburg, PAR selected REALTOR® Matteo for
this honor in recognition of his meritorious
contributions to the advancement of the
profession and the real estate community at-
large. A REALTOR® for 21 years, Matteo
currently serves as the 2008 Treasurer of the
State Association. He has served in several key
leadership positions at all levels of the

Continued on next page
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Continued from previous page

REALTOR® organization, and is an Associate
Broker with RE/MAX Preferred in Newtown
Square. We are proud of his achievements and
extend our collective congratulations to him!

Memorial Notices

Linda Coyle, REALTOR®
Weichert in Kennett Square, passed away on

member of

September 14th. Donations may be made in her
memory to The American Cancer Society,
Westtown Office, 1615 West Chester Pike, Suite
102, West Chester, PA 19382.

Arthur L. Wheeler, Sr., formerly of
Prudential Fox & Roach REALTORS® and a
founder of Wheeler —Williams Real Estate,
passed away on Saturday, October 4th. Arthur
served as president of the Main Line Board of
REALTORS® in 1960 and was later designated
as an honorary member of the Board in 1991

B ASSOCIATION NEWS In Briei

through 2006. Arthur is the father of current
REALTOR® members Arthur (Avie) Wheeler, Jr.
and Leslie Wheeler, both of Prudential Fox &
Roach REALTORS®.
be made to the Beaumont Fund in care of

Memorial donations may

Beaumont at Bryn Mawr, 601 N. Ithan Avenue,
Bryn Mawr, PA 19010.

Joseph A. Puleo, formerly the Broker-
Owner of J. Puleo and Sons Real Estate, passed
away on Saturday, October 4th. Having
become a REALTOR® in 1974, Joe served as
President of the Chester County Association of
REALTORS® in 1992. Joe is the brother of
current Designated REALTOR® Francis J. Puleo
and the uncle to REALTOR® Trish Puleo, both
of F.J. Puleo Management. Memorial donations
may be made to the American Cancer Society
at 1615 West Chester Pike, Suite 102, West
Chester, PA 19382.

Proud Member of the Suburban West Association of Realtors

||'q,|||||||| f

Payment at Settlement Option

Transferable Lifetime of the Structure Warranty
Money Back Satisfaction Guarantee

French Drains - Sump Pumps - Crack Repairs
Yard Drainage - Wall Coatings - Batl:ery Backups
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essional Standards

REALTORN® Must Respect the Agency
Relationships that Other REALTORN®

Have with Clients

By Paula Tansey, RCE, e-PRO (Association Staff

Article 16 directs REALTORS®
“not to engage in any practice or
take any action inconsistent
with exclusive representation or
exclusive brokerage agreements
that other Realtors have with
clients.” Standard of Practice 16-
13 elaborates on this principle
by stating that “all dealings
concerning property exclusively
listed, or with buyer/tenants who
are subject to an exclusive
agreement shall be carried on
with the client’s representative or
broker, and not with the client,
except where such dealings are
initiated by the client.”

Case #16-18 deals with a REALTOR® who
assumed consent for direct contact.

REALTOR® A, who held an exclusive listing
of Client B’s property, invited REALTOR® C to
cooperate with him. When REALTOR® C,
shortly thereafter, received an offer to purchase
the property and took it to REALTOR® A, the
latter took REALTOR® C with him to present
the offer to Client B, and negotiations for the
sale were started. The next day, REALTOR® C
called on Client B alone, recommended that he
accept the offer which was at less than the listed
price, and Client B agreed. The contract was
signed and the sale was made.
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These facts were detailed in a complaint by
REALTOR® A to the Board of REALTORS®
charging REALTOR® C with unethical conduct
in violation of Article 16, having made his
second contact with the client without his,
REALTOR® A’s, consent.

At the subsequent hearing, REALTOR® C
defended his actions on the basis that since he
had been invited to cooperate with REALTOR®
A, and particularly since REALTOR® A had
invited him to be present when his offer was
presented to the seller, REALTOR® C had
assumed that he had REALTOR® A’s consent for
subsequent direct contacts with Client B. He
stated further that he had a good reason for
going alone because in his first visit to the client,
REALTOR® A had undertaken to present his,
REALTOR® C’s,
understanding it and had made an inept

offer  without  fully
presentation. Questioning by members of the
Hearing Panel revealed that there had been
some important considerations that REALTOR®

A had not understood or explained to the client.

The conclusion of the panel was that the
consent of the listing broker required by Article
16, as interpreted by Standard of Practice 16-
13, cannot be assumed, but must be expressed;
and that REALTOR® C had violated Article 16
by negotiating directly with REALTOR® A’s
client without REALTOR® A’s consent.
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Discover the
Dewey Experience

Dewey Homes builds more than homes, they build relationships.
For 18 years, they’ve worked hard at creating communities

that leave a positive legacy while enhancing the

human experience. That’s their core purpose.

That’s the Dewey Experience.

£

Why is the Dewey Experience
even more important for
consumers in this home market?

O Y LB

Today more than ever, people want to
do business with people they like, people
they trust. “We’ve created those levels of

trust,” said John Dewey. In fact, the Simplify Your Life!

Dewey Homes President and CEO SHADELAND WOODS
attributes much of the company’s West Goshen Twp., Chester Co., PA
success to that philosophy. That is Luxury Townhomes - Low $400’s
why you can count on Dewey Homes Call 610.431.1539

to continue creating that trust - building Elizabeth.Stinson@deweyhomes.com
communities and relationships with its From King of Prussia: Take Rt. 202 South for 13.3 miles to Boot Road Exit. Turn

right onto Boot Road, left onto Phoenixville Pike. Community is on the right.
From West Chester: Take Rt. 202 North approx. 5 miles to Boot Road Exit.

homeowners that stand the test of time. Turn left onto Boot Road to left on Phoenixville Pike. Community is on the right.

That’s the Dewey Experience. Open daily 12-6pm. Broker co-op 3% of base price.

Prices and/or features and options are subject to change without notice.

DeweyExperience.com

Visit our website to see why we’re ranked

EQUAL HOUSING
OPPGRTUNITY

#2 Builder in the Mid-Atlantic region!
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Suburban West

REALTORS® Association

100 Deerfield Lane, Suite 240
Malvern, PA 19355

ADDRESS SERVICE REQUESTED
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Wilmington DE

A DIFFERENCE YOU
CAN SEE

THE GLEN AT PROVIDENCE HILL
Chester County, PA
81 Luxury Townhomes
from the $180’s

610-380-6444

VICTORIA POINTE
Atlantic County, NJ
Carriage and Single-Family
Homes from the $240’s

609-407-5100

" Pricing subject to change without notice.

For directions and
virtual tours, visit us at

www.iacobuccihomes.com

lACOBUCClHOMES

EENGA KER EIZE

VICTORIA ESTATES
2008 AWARD WINNER

Atlantic County, NJ
97 Single-Family Homes
from $279,900

609-646-1307

BRANDYWINE RIDGE
Chester County, PA
Townhomes & Condominiums
from the $140’s

610-476-9000

T Wi e

PHESEIWE AT RANCOCAS CREEK
Burlington County, NJ
99 Single-Family Homes
from the $270’s

609-984-1000
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