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        Just one call connects all your home services!
The Realtors® Guide to OneSource

So many times it’s the little things that trip us up. A small detail here or a minor oversight there-the next thing you know an outstanding process is just “so-so.” At OneSource, we’ve developed a service that helps real estate professionals add real value for their clients. This service will differentiate you, and will allow you to be recognized as a leader in your industry.

The information and the tools to follow will provide everything your office will need to educate the representatives and real estate professionals in your office on how best to take advantage of the OneSource program. So read on…easier connections are just a phone call away.

One Source Process Overview

When OneSource consults with you client, the process takes just 20 minutes, is absolutely free, and handles all the services your client may need from electric, gas and water to telephone, television, internet, and many more.

Market research uncovers that more and more homebuyers consider broadband voice, video and Internet services an important part of the home buying experience. We help them to select the services that best meet their needs.

Here’s how it works:

1. Personal, One-to-One Assistance

Every client is different, and his or her needs differ accordingly. Upon receiving your client referral, our process begins within 48 hours with a call from us to your client to arrange a date and time to their individual connection needs. At the prearranged date and time, a OneSource advisor calls your client to coordinate their services. Using our call script (See the Call Script Section page 4 for examples), the OneSource advisor gathers all pertinent information and helps select the plans and programs that best meet your client’s needs. Most importantly, we position the service as a benefit of working with you- their real estate agent.

OneSource protects your client’s privacy and does not share the client’s information with ANY outside parties. We provide the client’s information only to the service providers they have selected.

· We also record the client’s confirmation of all services that they have authorized us to process.

· The recorded authorization eliminates any confusion and acts as an additional quality assurance step.

Note: Every major service provider for electric, gas, water, phone, cable and satellite require the Applicant’s social security number in order to establish or transfer service.

2. Order Submission and Client Confirmation 

Once your client’s information has been gathered, our state-of-art order submission system transmits orders electronically to each of the more than 30 utilities and service providers with whom we partner. Once services are scheduled, we provide your client with a follow-up confirmation letter (again positioning your agency as the source for this valuable service). This letter provides a list of all the services selected, the dates and times for the activation and any special notes (see pages 5 and 6). Confirmation letters are automatically sent to the agent if they provide their email address on the faxed referral form or on-line form.

3. Ongoing Communication

Through the entire process, we work to keep your client apprised of the status of their new service connections. Three (3) days before the closing date, each client receives a re-confirmation letter outlining scheduled services. This letter serves as a valuable safety check in case closing dates or other circumstances have changed. Following your customer’s closing date, a final post activation email is sent to ensure client satisfaction and to thank the client on behalf of (your agency) for allowing OneSource to assist them with their connection needs.


        Special Notes: OneSource cannot process disconnects only. We will schedule disconnects at the client’s current 

                residence ONLY when service activations are scheduled for the new residence.


  To schedule “utility only” activations for investment properties, a minimal fee will apply. Ask you OneSource 


Advisor for specifics!

Common Questions and Answers:

Q: What services does OneSource make available to my client?

A:  OneSource offers many highly requested services beyond the basic utilities. Most clients consider other services nearly as essential including phone service, high speed internet and cable or satellite television just to name a few. It’s these service activations that generate our revenue and allow us to make this program available to you and your clients at no cost. Many service providers are willing to compensate us, because we help to dramatically reduce the workload in their call centers.

It’s important to inform your client that we will assist them with all of these services. Clients value and appreciate the consultative, one-on-one approach we provide. We do our absolute best to help them understand the ins and outs of the many plans and programs available to them. Here is a list of the services we provide:
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· SBC Phone, Long Distance & DSL Internet Service        Dish Network Satellite Television

· DirectTV Satellite Television

· Charter Cable, Phone and Internet Service

· ADT/Brinks Home Security

· A Host of Others 

Special Note: If there is a specific service or vendor that you would like us to consider, we would be happy to review your request. Also be aware, that certain services are not available in all areas.

Q:  Which areas does OneSource serve?

A:  We typically service a 50 – 100 mile radius of the city.
Key Information You Need to Know to Succeed with OneSource

Q:  What do I need to tell my client about OneSource and why?

A:  There are some vital pieces of information to share with your client:

· Inform your client about the service at contract signing by giving them our brochure and briefly explaining the benefits.

· Make sure they are aware of the products, services, and utilities we will help them set-up.

· Let your client know that they will receive a call from OneSource to schedule a phone appointment.

· Inform client that they are under no obligation to use the service, and that the service is complimentary.

· If you refer your client to us online or via fax, provide us with as may contact numbers as possible.

· Be sure to emphasize that the service is available because of your involvement as their agent. This will ensure that you get the proper credit for being proactive on behalf of your client.

Q:   How do I refer my client to OneSource?

A:   Referring your client is easy. As Soon as the contracts are signed, you have a couple of options:

· Go to www.onesourceconnects.com /referrals.html and submit your client referral online; or 
· Download and print the OneSource referral form online at http://www.onesourceconnects.com/AgentPamplet.pdf. Complete the form and fax it to (877) 477-8511.
Special Note: An automated referral process ensures client assistance and agent recognition. Contact OneSource to learn more about the automated referral process. 

Q:  What happens when OneSource receives my client information?

A:  When we receive your “Client Assistance” form, we proactively contact your client on your behalf to arrange an appointment date and time so we may schedule the activation of services. We do this at your customer’s convenience. 

      We schedule a phone appointment for two important reasons. One, it allows us to reserve a time slot that is convenient for the client. Two, it allows us to have a dedicated customer advisor available to assist the client.

      *There may be difficulties we face when contacting your clients. The following are a couple of scenarios:

1. We call and have to leave a voice mail message. When we leave a message, the customers who are aware of our service typically call us back promptly. Customers who are unaware typically will not. That’s why it’s important that you speak directly to your client to raise her/his awareness of this service.

2. After reaching your client, we find that those who are aware will take advantage of our service. Those who are unaware may be cautious…many times the client will check with her/his agent before using the service.

Q:  When does OneSource contact my client?

A:  We will attempt to contact your client within 48 hours of receiving your referral (most of the time within 24hrs).

· The sooner we contact your client the sooner we get the process started. This is why we strongly encourage you to refer your client as soon as the contracts are signed.

· We make (3) attempts, but not more than (5) attempts to reach your client (based on closing date).

· If we reach voice mail we inform the client that we work with you (their agent), and that you are providing this complimentary connection service for them.

· When we reach your client live, we inform them of the same (that we are working with you), and then we schedule an appointment.

Q:  How do I get OneSource brochures, more information, etc.?

A:  Simply follow the directions below:

For Brochures:  See your office secretary, administrative person or Call OneSource (877) 916-3285 or go on-line at www.onesourceconnects.com. Click on the Realtors tab: go to the “need brochures” link. This allows you to send an e-mail to onesource@onesourceconnects.com which enables you to request brochures. 

For “Client Assistance” Form: Go to www.onesourceconnects.com. Go to print client assistance form. You may either print the form, complete it, and fax to (877) 477-8511 OR e-mail the form to onesource@onesourceconnects.com.

For more information: Contact John Leach, VP of Sales (314) 740-3103 or e-mail jonl@onesourceconnnects.com or Pete Schuh, President at office (314) 740-8164 or email peter@onesourceconnects.com. 

Q:  How do I link my website to the OneSource website?

A:  Go to www.onesourceconnects.com, click on the Realtors tab, click on the Site Linking Page.
OneSource Call Script Examples:

The following are some examples of the phone scripts and conversations that we share between our advisors and your clients. We have designed our scripts to cover the essential services needed in a new residence. In addition to core utilities we share services that are often forgotten or overlooked (i.e. locksmiths). We deploy a conversational communication style and take a consultative approach. This helps us to mitigate any “hard sell” sales tactics. This approach has been highly effective with our customers and realtor partners.

All Calls Begin with Our Introductory Script:

Good Afternoon (Customer’s Name), my name is Mary with OneSource and I am working with (Realtor’s Name). I understand you just purchased a new home – Congratulations! Because you worked with (Agency Name), you’re eligible for a Free Service to make you move much simpler. I can activate your needed home services such as electric, gas and water, as well a TV and Telephone so you can focus on other things during your move. The process takes just moments and we can begin now if it’s convenient for you.

Next We Introduce Our Service Scripts:

Telephone Script
(Customer’s Name) we can begin by discussing your telephone options, if that’s all right with you? Do you use any Long Distance or Calling Features?

(The OneSource Advisor will proceed to identify the customer’s phone needs and recommend the most suitable services.)

Locksmith Script
Many of our customers who move into existing residences choose to get their locks re-keyed for safety reasons. This will ensure you’re the only person with keys to your home. If you’d like, I can have our locksmith contact you to schedule an appointment.

Home Insurance Script:

In addition to working with many realtors, such as your agent at (agency name), we also work with homeowner’s insurance agents. In fact we work with agents and brokers who represent many leading agencies. Would you like an agent to contact you to ensure you’re getting the best rates on homeowner’s insurance?
TV Services Script:

Now we can discuss your TV options. What service do you currently have?

(The OneSource Advisor will discuss the customer’s existing TV Service and viewing habits. Based on the customer’s feedback, the OneSource Advisor will make recommendations based on the latest promotions and satisfaction ratings of each TV Company.)

Home Security Script:
Would you be interested in a home security system at your new residence? If so, we work with ADT and they offer home security and life-safety detection to include: Fire and Carbon Monoxide Detection.

TV and Appliance Script:

We also have partnered with Best Buy and Sears! We are able to offer you discounts on purchases of Televisions and/or Appliances. Do you have a need for any of these items?

Privacy Script:

The utility companies require some additional information from you but let me say that the protection of you privacy is very important to us and no personal information will be shared with any outside parties. Your information will only be given to the companies you ordered services from. Also – we are member of the Better Business Bureau and are committed to your privacy. With that said, I will need your social security number to activate services.

Utility Script REVISED 3/1/2006

Your (client) sales contract provides you with the right to have the utilities transferred to your name up-to four (4) days prior to closing. Your real estate agent (insert realtor’s name) recommends that this be done as a protection for you. What date would you like to have your utilities established? If customer asks why they would need to establish utilities prior to closing: Activating your utilities in advance will help you to avoid any potential disruption of service, if the seller cancels their service too soon and it could provide you leverage if any complications are detected with your utilities. NOTE: If the customer chooses to have their utilities set-up on the day of closing rather than prior to closing, we will help them do so but will remind and emphasize that their realtor and OneSource recommends getting them established prior to closing. We will also discuss it with them on the recorded verbal authorization we obtain, and once again we will clearly state the customer’s decision for getting their utilities connected. And lastly, the confirmation letter we send to customers, which delineates the services he/she ordered will contain a message to once more state the realtor and OneSource recommendation to activate utilities up-to (4) days prior to closing.

Note: we also facilitate the gas switchover inspection as requested by the customer. The switchover inspection is no longer required by Laclede Gas and includes a charge of $36 from Laclede Gas.

Confirmation Letter Sample

	[image: image2.png]( OneSource

Freedom of Choice




              JUST ONE CALL CONNECTS  ALL YOUR HOME        

                                            SERVICES!
	CALL

(877) 916-3285

WEB

www.onesourceconnects.com


Dear (Client’s Name),

It was a pleasure assisting you with your new home services, and because you purchased a home through (The Real Estate Agency Name), you are eligible for this Free Service. The following is an overview of the services you ordered, please review and contact us at (phone number) if you need to make any changes.

	Your New Address
	Your Existing/Previous Address

	#4 Meadow Hills Lane

St. Louis, MO 63111
	1313 Hilltop Lane, Apt. B

                  St. Louis, MO 63111


Service Connect & Disconnect Requests:

	Electric
	Natural Gas

	Provider: Ameren UE

Connect Date: 02/06/07

Existing Service Disconnect Date: 02/06/07
	Provider: Laclede Gas

Connect Date: 02/06/07

Activation Fee (if applicable): $36.00

Existing Service Disconnect Date: 02/08/07

Optional Safety Inspection: ____Yes ___ No

Safety Inspection Date:  02/06/07

Safety Inspection Time: 7:30 to Noon

*Reminder: You must be present for the gas safety inspection.




	Water
	Waste Management Service

	Provider: Missouri American Water

Connect Date: 02/06/07

Existing Service Disconnect Date: 02/07/07
	Please contact a local company to establish trash, waste management service at your new home.


	Telephone Service (if requested)
	Television Service (if requested)

	Provider: SBC Telephone Service

Toll & Long Distance Service: AT&T

Estimated Connect Date: 02/06/07

New Phone Number: 314-555-5555

Note: Until your new phone line is active, we cannot guarantee that newly assigned phone numbers will not change.

Activation Fee: $36.12

Existing Service Disconnect Date: 02/06/07
	Note: If you are having a satellite installation and have questions or need to reschedule, please contact our Satellite Installer directly at 636-240-2577.

Provider: Dish Network Service

Installation Date: 02/08/07

Installation Time: 7am-Noon

Install Fee (if applicable): $0.00


	Internet Service (if requested)
	Security Service (if requested)

	Provider: SBC – DSL Service

Connect Date: 02/08/07
	Provider: ADT/Brinks

Installation Date: Pending


	Newspaper Service (if applicable)

	Provider: St. Louis Post-Dispatch

Delivery Date: 02/08/07


Special Note:

If you requested assistance with additional services, our authorized representative(s) will be contacting you according to your request.

· Locksmith

· Home Improvements

· Homeowner’s Insurance

· Home Security (ADT)

Thank you again for using OneSource and good luck with your new home!

Sincerely,

John Leach

OneSource

(314) 740-3103
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                                                                       OneSource                      

                  Just One Call Connects it all!

General Contact Information

For Client Information such as change in closing date, service provider questions, changes in services ordered, etc. please call:

OneSource Call Center

Direct:
(636) 916-3285                                       
Toll Free:  (877) 916-3285                                       
 

Fax:           (636) 724-7387                                           

Email:       onesource@onesourceconnects.com             

For General Information about OneSource, to order brochures, schedule a presentation, etc. please call:

OneSource Corporate Office:

John Leach

VP of Sales
Office:
(636) 866-0453
Cell:
(314) 740-3103

Fax:
(877) 447-8511
Email:
jonl@onesourceconnects.com
Mailing Address:

OneSource Corporate Office

3906 S Old Highway 94
Suite 300

St. Charles, 63304
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General Contact Information


Client Assistance 

Form


OneSource

  Just One Call Connects All Your Home Services!
Message for your Clients:

· OneSource will call the homebuyer to discuss and schedule activation dates for your home service needs. If their previous residence was within the greater St. Louis (MO) metropolitan area, OneSource will also schedule service disconnects at your previous residence, but cannot process cancellation-only requests.

· Please return the call from OneSource promptly to ensure timely service activations.
· All Utilities, phone, Internet, TV providers require personal information to establish accounts. Personal information is shared only with those companies the homebuyer has authorized OneSource to schedule service activations or transfers of services.
· Please call OneSource immediately if there is any change in closing date or changes to your service needs.
· OneSource connection service is provided at NO COST to the homebuyer.
To contact the Call Center: (636) 916-3285 or (877) 916-3285 (Toll Free)

“Client Assistance” Form

Fax Form to: (877) 447-8511
Closing Date: ______________                                  Today’s Date: _________________

Client(s) Name(s) _________________________________________________________

Client(s) E-mail Addresses: _________________________________________________

________________________________________________________________________
New Home Address: _______________________________________________________

Home Phone: _______________


   Work/Contact Phone: ___________

(Please ( the preferred contact method below)

Best Method of Contact: Phone? ______ Home ______ Work _____ or Email _________


 Best Time to Contact: _______________________


 ________________________________________________________________________


 From: _______________________________ Office: _____________________________

                                    (Real Estate Agency)


         (Branch Location)


 Agent’s Name: ___________________________________________________________


 Agent’s Email: ___________________________________________________________


 Agent’s Phone: ___________________________________________________________

Stay informed! Be sure to include your email so we can send you a copy of your client’s        

confirmation letter that includes all pertinent information on your client’s services. 

Online Referral Process

OneSource

   Just One Call Connects it All 
   Your Home Services!

Automated Referral Process

Reminder: Please input BUYER information only. Upon receipt of a completed SALE/CONTRACT form, the staff member responsible for inputting OneSource information will:

Step 1:

Open you Internet Browser and go to: http://www.onesourceconnects.com/referrals.html. 

This will take you directly to the OneSource Online Realtor Client Referral Form shown in image 1 below.

Suggestion: Adding this link to your list of Internet favorites will make future visits to the page very quick!

Image 1: 


Step 2:

Enter your client’s information into the online referral page.

Special Notes for entering Data:

Client (Buyer) Information

A. First Name: When you have a married couple or two people listed on your SALE Form, type information as shown on the Sale form (e.g. Joan and John Smith, type Joan and John in the first name field and then type Smith in the Last Name field). For individuals, just type the person’s first name and last name as you would expect in the appropriate field (First Name, Last Name).

B. Alternate Contact Phone: If only one (1) client contact phone number is listed on the SALE FORM, re-enter the phone number into the Alternate contact phone field.

C. Closing Date: Be certain to enter the date in the following format: (e.g. July 17 should be entered as 07/17/2007). Shown under closing date is a reminder- (MM/DD/YYYY).
Agent Information

A. Agent’s Name: Enter First and Last Names or both names for a two-agent team.

B.  Agent’s Email:  Enter it if available. If it is not readily available, then you have two options based on the process you establish with your office manager:

a. Enter your own email address and forward any confirmation letters you receive to the    appropriate agent. OR

b. Enter the manager’s email address. She/He will then forward to the appropriate agent.

C.  Agent's Company: Enter Company Name.

D.  Agent’s Office Location:  Enter your office Location If one location, type Main.

E.   Special Notes or Instructions: You can enter a variety of information such as:

      a.   “A client works third shift, don’t call before noon,” or

b. “House is unoccupied. Lock box code is XXX,”or

c. “Contact client using alternate phone number listed,” etc.

Step 3:

Before you click on Submit, if you want a printed copy of the client’s referral, press the Print Screen key on your computer. Wait for your printer to finish printing.

Suggestion- Write the date and time on the printed referral sheet and file.

Step 4:

Press the Submit button. Once you do, the screen should redraw and you should see the “Successful Submission” message shown in the Image 2 below:

Image 2:
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When you see the Submission Successful message, the referral is complete. If for some reason you see a Submission Failure message, do the following (this should happen rarely, if ever):

A. Re-enter the client/agent information and resubmit it. If you still receive the Submission Failure message, then contact us directly at (636) 916-3285 so we can correct the problem.

B. If you re-enter the information and see the Submission Successful message, then your referral is complete.

Once you receive the Submission Successful message, you can immediately begin to enter additional referrals. Simply repeat the process as shown. Thank You.

CenturyTel Phone & Internet Service


Dial-up Internet Service 


Locksmith Service


Appliances





�                                                                                                                         Call Today


       Just One Call Connects All Your Home Serivces!


                                                                  


             Online Realtor Client Referral





	Please enter the client referral information in the spaces below.





	Client Information


First Name: 
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