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ShowingTime Appointment Center Policies & Procedures

This document is intended for ShowingTime customers only.
Sharing this document without ShowingTime’s written consent is strictly prohibited.

Standard Operating Policy

Hours of Operation

ShowingTime Appointment Center ShowingTime Appointment Center Part Time
ShowingTime Appointment Center Plus

24 Hours a Day Mon—Fri | 5 pm — 8 Am CST
7 Days a Week Sat—Sun | 24 Hours a Day
365 Days a Year Or as specified in your customer agreement

General Communication & Handling
. Agents: All agent communications from the Appointment Center are based on details provided within an agent’s profile and/or
through a specific listing’s instructions. In the event that there is not a default or set preference the Appointment Center will
attempt to reach out via email or phone depending on the importance of the particular situation.

. Listing Contacts: All communications with a designated listing contact (owner/occupant) will be completed by an Appointment
Specialist unless otherwise noted or configured in the listing instructions. The Appointment Specialist will identify themselves as a
scheduling representative working on behalf of your company.

. Disclosing Contact Information: By default, the owner/occupant will only be provided with the showing agent’s name and/or
company upon their request, unless noted otherwise within the listing instructions. Contact information for showing agents will
never be provided to the owner/occupant unless the listing agent has authorized the Appointment Center to provide this
information within the listing instructions. This policy also applies to providing owner/occupant information to other agents who
are not affiliated with the listing. Listing agent and office information is always provided upon request.

Mobile Apps

ShowingTime provides both agents & their clients with mobile apps to help facilitate appointments, feedback and generate reports. The
ShowingTime and My Home by ShowingTime apps are designed for both Android and Apple devices and are provided free of charge
providing each user type with a unique experience designed to help improve their day to day workflow.

. ShowingTime App for Agents |
The ShowingTime app allows agents to quickly and easily access their ShowingTime account on-the-go. It allows agents to
schedule appointments, view showing instructions, manage and provide feedback, update listing information, view contact
details, and much more. From the profile settings, agents can enable push notifications to reduce the amount of SMS or emails
they receive, setup calendar syncing to save their appointments to their device’s calendar and update their contact information
and contact preferences. With full access to the Listing Activity Report, agents can share the report, send listing notifications and
log past appointments or open houses. ShowingTime Messaging is fully integrated for those times when you need to contact the
listing agent about showing instructions or submit an offer and in certain markets allows you to contact office staff or start a
group message with multiple agents.
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. My Home by ShowingTime App for Agent Clients |
ShowingTime provides agent clients with access to the My Home by ShowingTime app, this not only includes owners and
occupants, but it also supports access for buyers as well. With My Home, owners and occupants added to a listing can manage
appointments, view published feedback and appointment history. Ability to confirm/cancel appointments or only to receive FYls is
fully controlled by the agent and is configured in the listing instructions. For buyers added to an appointment, it allows access to
see the scheduled appointment and the appointments status. Appointment notifications can also be opened on desktop and will
render a web version of My Home by ShowingTime. This desktop experience provides the same functionality offered in the My
Home app and is accessed via

Notifications & Quiet Hours
. Notifications: All listing contacts can receive email, text message, push notification or phone calls for appointment requests. Each
method of notification allows the listing contact to directly respond to the notification type and the Appointment Center will
handle the response accordingly.

o All calls and notifications are sent in your local time zone
o Calls will only be placed between the hours of 8:00 AM and 9:00 PM.
o Text and push notifications will be sent between the hours of 8:00 AM and 10:00 PM by default. Owners/occupants have

the ability to change this preference from within the My Home by ShowingTime app. Agents have the ability to change this
from their user profile under Additional Preferences in the ShowingTime app.

o Emails will be sent 24 hours a day.

Appointment Requests & Scheduling
. Appointment Scheduling: Showing agents, listing agents and office staff can schedule appointments through various methods. All
appointment requests will be handled the same way and are not dependent on the method of scheduling. Listing agents and
office staff have the ability to set and/or request that an appointment be automatically confirmed/cancelled during the scheduling
process if needed. Listing configuration determines what method of scheduling is available to end users.

o MLS Scheduling — MLS scheduling is considered as a method of online scheduling. Appointment requests can be made
through the MLS by clicking on the Schedule a Showing button located on the listings’ details page.

o In App Scheduling — In app scheduling is considered as a method of online scheduling. Appointment requests can be made
through the ShowingTime desktop application or via the ShowingTime app.

o 3" Party Scheduling — ShowingTime integrates with various 3™ Party services such as Homesnap and Goomzee to provide
scheduling services. Scheduling via a 3" Party is considered as a method of online scheduling.

o Appointment Center Scheduling — Appointments can also be scheduled by calling into the Appointment Center by dialing
(800) 746-9464 (800-SHOWING). Scheduling through the Appointment Center is NOT considered as a method of online
scheduling and instead is considered as Appointment Center scheduling. In certain markets, other phone numbers may be
provided for appointment scheduling via the Appointment Center.

. Non-MLS and Inactive Agents: Requests to schedule appointments for non-mls agents will require the authorization of the Listing
Agent. The Appointment Center will verify the Showing Agent’s license validity and status before contacting the Listing Agent for
approval. If approved by the Listing Agent, normal procedures will resume to obtain confirmation for the appointment request.
Any non-mls agent appointment request that is not authorized by the Listing Agent will be cancelled and the Showing Agent will
be referred to the Listing Agent directly. If the Listing Agent does not require authorization for each non-mls agent request, they
can let the Appointment Center know and we will auto-authorize requests after their license has been verified.

. Non-Licensed Agents: The Appointment Center does not facilitate appointment scheduling for agents who are not licensed within
the State of the listing’s location. These agents will be referred to contact the listing agent directly.

. Logging Self-Managed Appointments: Listing agents and office staff can log past or future appointments that have been
coordinated or scheduled outside of the Appointment Center by:

o Adding a new activity on the Listing Activity Report via the Desktop Interface or the ShowingTime app
o Emailing all available information about the appointment to

o Calling into the Appointment Center at
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Appointment Handling

. New Appointments: After an appointment has been scheduled, electronic notifications such as email, text message and push
notifications are sent immediately. If a listing has any of these configured in addition to phone calls, the Appointment Center will
delay, by a minimum of 30 minutes, between when the electronic notifications were sent and when calls are placed. This is to
ensure that all listing contacts have had ample time in which to confirm the appointment via their preferred method. If electronic
notifications have NOT been configured but just phone calls, calls are placed promptly without the 30-minute delay.

. Proposing A New Time: Appointment Specialists will try to accommodate all listing agent and owner/occupant requests for
proposing a new time, however, the showing agent has the final say if they can accommodate proposed time. If the they choose
to allow the originally requested time, the showing agent has 1 hour to either accept the proposed time or keep their originally
requested time. If a response is not received from the showing agent within that hour time frame, the appointment will
automatically be confirmed for their originally requested time. If they choose to decline the originally requested time, the original
appointment will be declined, and the showing agent will need to reschedule the appointment.

. Non-Confirmed Appointments: When an appointment hasn’t been confirmed or cancelled, the Appointment Center will contact
the showing agent at least 1-hour prior the appointment start time to advise that confirmation has not yet been obtained. At this
point the showing agent can reschedule, cancel, or request that the Appointment Center continue to try for confirmation. If the
showing agent has indicated that they would like to continue trying for confirmation the Appointment Center will keep trying up
to the end time of the appointment. If confirmation still hasn’t been obtained or we were unable to reach the showing agent, the
Appointment Center will cancel the appointment and inform all configured listing contacts.

. Disconnected or inoperable phone numbers: If the Appointment Center comes across a disconnected or inoperable phone
number, all attempts will be made to obtain an alternate phone number or contact method. However, it is the ultimately the
responsibility of the Listing Agent to maintain both their and their clients contact information. Appointments requiring
confirmation will be cancelled if new contact information is not received after multiple attempts by the Appointment Center.

. Advanced Notifications: Listing agents can enable the feature to escalate appointments on a per listing basis if they feel that
appointments are/may be missed due to non-confirmation. When enabled if the primary contact does not respond to a showing
request in a timely manner, the Appointment Center will contact any configured listing contacts such as the listing agent or listing
office for confirmation. In a typical situation, this will be roughly 2 hours prior to the appointment start time, however, in the case
of a short notice request (curb showing), the escalation notifications or calls will be placed immediately after our attempts to
reach the primary contact. listing agents and offices will only receive one escalation call per appointment.

. Spanish Speaking Clients: If an owner/occupant’s primary spoken language is Spanish, the Appointment Center employees
Spanish speaking Appointment Specialists who can facilitate appointments with your Spanish speaking clients. This will need to be
configured in the listing instructions by setting the Requires Spanish-speaking staff preference accordingly. Once set, inbound and
outbound calls will be handled for that listing, however there are a few caveats to this:

o Automated calls are only available in English

o Email and text messages are currently only delivered in English

Instruction Entry & Listing Instructions
. Listing Instructions should be entered and maintained by the listing agent or the listing office via the ShowingTime Desktop
application or the ShowingTime Mobile app. If an immediate change or update is needed, listing instructions can also be entered by
an Appointment Specialist by:

o Faxing a copy of the necessary changes to
o Emailing a copy of the necessary changes to

o Calling into the Appointment Center at

. Owner/Occupant Requests: Owners have the authority to request temporary instruction changes to their listing, however these
requests are always brought to the attention of their listing agent. General requests and forewarnings are welcomed and recorded
as well. (Ex: leave a card, lock all doors, dogs will bite, etc.) Non-owner/occupants (tenants) do not have the authority to update
instructions without the approval of the listing agent.

. Appointment Handling Based on Appointment Type: There are six basic appointment types and two special listing configurations
offered by the Appointment Center. Each appointment type defines how an appointment will be handled after a request has been
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submitted. These appointment types and listing configurations can be categorized into 3 groups, appointment types that don’t

require confirmation, appointment types that do, and appointment configurations for special handling.

Types that don’t require confirmation Types requiring confirmation Special Handling

= Go and Show = Appointment Required, Confirm with Any = Multi-Unit Listings

= Courtesy Call = Appointment Required, Confirm with All = Accompanied Showings
= View Instructions Only = Refer to Listing Agent

o Go and Show & Courtesy Call types are typically used for vacant listings or those that have flexible occupants. These types
will be confirmed upon scheduling and the main difference between the 2 is whether or not a call should be placed to inform
any listings contacts of the confirmed appointment. In the even that a courtesy call cannot be made, the Appointment
Specialist will inform the showing agent to knock and announce themselves before entering the home

o View Instructions Only type is typically used for land lots and is a bit different in that an appointment start and end time is
not documented, and the showing agent will be provided Access Information and Notes for Showing Agent upon scheduling.
When this appointment type is chosen, the information provided can be configured via the Upon Viewing Instructions
preference setting.

o Appointment Required types are typically used for occupied listings and require that a confirmation contact or contacts be
added to handle appointment requests. In the event that a particular contact only needs to be made aware of an
appointment, there are preference to set them to only receive FYI notifications. The main difference between these two
appointment types is whether or not the Appointment Center needs confirmation from any or all configured listing contacts.

o Refer to Listing Agent type is typically used for complex listings where the listing agent can facilitate the appointment request
outside of the normal appointment workflow. The Appointment Center will schedule the appointment and then notify any
configured listing or co-listing agent of the appointment request. Then we will attempt to transfer the showing agent to the
configured point of contact and then no further action to confirm the appointment will be taken by the Appointment Center.
This configuration will default to contacting the listing agent and if a co-listing agent is the point of contact, then that specific
contact will need to be added to the listing instructions and set as the Transfer To contact.

o Multi-Unit Configuration is typically used for a multi-unit listing. This type allows independent units with their own specific
appointment handling to be configured within a single listing. Each unit configuration is much like an individual listing
configuration and any preference that is not unit specific can be configured on the Main Listing Instructions. The workflow for
this type is a bit different than the other types as if one unit is confirmed the overall appointment will be confirmed. The
showing agent will be made aware of the appointment status for each individual unit and will only be provided access
information for the confirmed units. In the event that ALL units have declined the appointment, the overall appointment will
be declined, and the showing agent will be made aware of their appointment status. The main listing will have two new
appointment types in order to properly facilitate appointment requests, All Units Acknowledged and Accompaniment.

= All Units Acknowledged will confirm the overall appointment after each unit has provided their appointment status.

= Accompaniment will function exactly like the All Units Acknowledged type but differs in that any configured listing
agent or listing contact on the Main Listing will have to confirm the appointment request before appointment request
notifications are sent to the individual units.

o Accompanied Showings is an additional configuration type for Appointment Required, Confirm with Any. Enabling this will
separate listing contacts into 2 different groups, those that are made aware of the appointment request upon scheduling and
those that will only be informed of the appointment request after the first group of contacts have allowed the appointment.
If an appointment has been declined by the first group of contacts, then the second group will not be notified or made aware
of the appointment request.

. Complex Instructions: Recognizing that each listing is unique, The Notes for Appointment Staff and Temporary Notes fields are
available for additional details. Certain automated instruction fields will override any additional notes; therefore, it is pertinent that
any applicable notes correspond with the listing worksheet options; restrictions, exceptions, confirmation methods, access
information, etc.

. Listing Reviews: The Appointment Center reviews all changes made to a listing’s instructions. This includes instructions updated by
the listing agent or listing office. During this review process, instructions may be edited, to help ensure consistency within the listing
instructions for our staff and agents.

Access Information
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. Access Details: To help ensure a high level of security, ShowingTime does not provide access details on inbound calls. Agents can
request an email, text or an immediate returned phone call with the access details. We will only place calls back to the showing
agent using the contact information provided in the agent’s profile.

. Electronic Lockbox Access: If a showing agent does not have access to the listings configured electronic lock or lockbox, they will be
referred to the listing agent directly to arrange alternative access method.

. Sentrilock Codes can only be generated and provided when:
o Permitted by the MLS
o Your broker has provided a signed addendum to Sentrilock
Once Sentrilock has authorized ShowingTime access, the serial number for the lockbox must be added to the listing instructions
via the Serial # field under the Access Information section.

Showing Feedback
. Requests for Feedback: While the Appointment Center does have access to showing feedback, owners/occupants requesting to
receive feedback will be referred to contact their listing agent. Agents have 2 options for providing showing feedback to
owners/occupants, they may opt into automatically publishing feedback or they can hold the feedback for review. This setting is
managed in the Feedback Form Design for the feedback template applied to the listing.

Profiles & Defaults

. Agent Profile: Agents must review and save their agent profile to set their preferred contact method(s). This information is used
to set default listing instructions and contact method(s) for appointments. These default methods may be updated at any time, as
well as on a case-by-case basis through each listings’ unique instruction worksheet. Showing agents who have not set their default
notification method(s) will be asked to provide their preferred notification method upon scheduling. This information will then be
validated every 90 days but can be changed on a per appointment basis when needed.

. Agent Name Changes can be changed in the agent’s profile; however, this change doesn’t sync back to their display name in the
MLS and it is recommended that name changes be updated at the MLS level. Once this has been changed at the MLS level, it will
automatically be updated within the ShowingTime system.

. Contact Name Changes can be changed on a per listing basis, but it is recommended that an owner/occupant changes it within
the My Home app which will push their name changes to any/all listings currently being managed by ShowingTime.

. Office Name Changes cannot be updated by the Appointment Center and must be done at the MLS level. Once this has been
changed at the MLS level, it will automatically be updated within the ShowingTime system.

Other/Additional
. Inquiries for Advice: Appointment Specialists are not licensed agents and cannot provide advice, recommendations or suggestions
regarding selling or marketing of the home. All inquiries from owners/occupants will be directed to their listing agent and all
inquiries from agents will be directed to their brokerage.

. MLS Data Sync: The Appointment Center receives listing, listing status and agent updates every 15-30 minutes directly from the
MLS. These updates are reflected immediately in the Appointment Center.

. Owner/Occupant Listing Status Change Requests: The Appointment Center does not have the authority or ability to change the
listing status at the request of the owner/occupant. If such a change is requested, it will be annotated on the listing, and the
owner/occupant will be directed to contact their listing agent. All status changes must be made through the MLS by the listing
agent or listing office. Once this has been changed at the MLS level, it will automatically be updated within the ShowingTime
system on the next data sync.

. Prevent Future Showings: With authorization from the listing agent, the Appointment Center can Prevent Future Showings. This
feature sets a listings In-House Status to “No More Showings” which prevents Showings and Previews but allows Inspections,
Walk-Throughs and Appraisals if allowed by the listing instructions. When this has been set by the Appointment Center, this will
be indicated in the listing instructions. An accompanying button to Allow Future Showings will be provided in the listing
instructions which disables this feature and the MLS status will be used for the listing.
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o In certain situations, the “No More Showings” status will automatically be removed on the next data sync, this typically
occurs when the status was properly changed in the MLS. Ex: MLS status changes from Pending to Active. If the actual MLS
status never changed, then there is no way for the system to know to disable the feature and remove the in-house status.
At this point it is the agent’s responsibility to either inform the Appointment Center when showings may take place again
or by Allowing Future Showings via the listing’s worksheet.

Basic Operating Procedures

. The Appointment Center monitors and records all calls for quality assurance and training purposes. These recordings are not
available for legal transactions.

. Showing Codes and/or Agent ID will be used in designated markets to increase the level of security.

. Inquiries from potential buyers or prospects will be referred to contact the listing agent or listing office unless an additional
service is subscribed to handle those particular cases (see Additional Services below).

. Any agent who has previously shown a listing will be asked to identify if the new showing request is a first, second or third
showing for their buyers.

. In designated markets, showing agents will be asked to provide their agency type and/or buyers name.

. Showing requests will not be scheduled for a date and/or time that has been added to the Restriction Calendar in the listing
instructions. The Appointment Specialists will ask the showing agent if there is a different date and/or time in which they would
like to schedule their request.

. Showing agents are advised of the any configured Advanced Notice during scheduling. Appointment Specialists will not attempt
to override those restrictions unless:

o The showing agent indicates it is for a 2" or 3" showing
o The appointment requested is for an inspection or an appraisal

If this is not desired, it must be indicated in the listing’s instructions under the Notes for Appt. Staff section. If an exception is
requested outside of the reasoning above, the showing agent will be referred to contact the listing agent.

. Showing agent confirmation/cancellation notifications are delivered via automated phone call, email, text message and push
notification. Live confirmation/cancellation calls made by Appointment Specialists are only offered to listing contacts.

. Non-confirmed appointments are cancelled at the end of the scheduled appointment window.
Billing

Billable Listings

By default, listings (not including commercial or lot/land listings) are enabled to be handled by the Appointment Center. The listing agent,
listing office or Appointment Specialists can enable or disable the listings setting to Allow Appt. Center to Take Appts. in the listing’s
instructions. This setting also determines whether or not a listing is billable.

Chicago (095221652) Yes — Enabled

The Appointment Center will manage all appointment
requests submitted. For companies on the Listings Billing
Plan, this also indicates that this listing is a billable listing.

ShowingTime Appointment Center

Allow Appt. Center to Take Appts? @ Yes No .
No — Disabled

The Appointment Center will NOT manage appointment
Default Configuration stil requests. Appointments however are still schedulable

online if enabled. For companies on the Listings Billing Plan,
Appointment Settings this also indicates that this listing is NOT a billable listing.
Help & Training

Knowledge Base
ShowingTime offers an interactive help site for FAQs, short help tutorials, and video walkthroughs to get you quickly up to speed on how
to fully use your ShowingTime service. Available knowledgebases are based on user roles:
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. Agents & Office Staff | https://support.showingtime.com
. Owners & Occupants | https://help.myhome.show

Technical Support

Technical Support is available to answer your questions 7 days a week.
Mon—Fri | 8 AM—9 pm CST

Sat-Sun | 8 AM—5 Pm CST

. Chat |
. Email |
. Call |

Appointment Center Support
Appointment Center Support is available to help answer questions which are non-technical in nature or in regard to specific appointment
handling.

. Call |

Additional Services

On Demand Service

On Demand Service is available for ShowingTime Appointment Center Part Time customers on an as needed basis. Should you experience
an outage or require coverage for a holiday or special function, the ShowingTime Appointment Center is available to assist. Contact your
ShowingTime Customer Success Manager to discuss what your needs may be and how the ShowingTime Appointment Center can help.

Live Connect

Live Connect is a message delivery service which is provided as an additional service to your existing Appointment Center service. This
service is beneficial when you are out of the office or on the go. Live Connect uses Appointment Specialists to take live messages from any
caller and when provided we will also include the caller’s name, office or company they are with, and any contact information such as their
phone number or email address. Live Connect messages are then delivered to the agent via text message, email or push notification
depending on the preference set in their user profile under Additional Preferences in the ShowingTime app.

Appointment Center Plus

Appointment Center Plus is an upgrade to your existing Appointment Center service focused around simplifying the scheduling process and
eliminate phone tag. Appointment Specialists will act on behalf of the showing agent, inspector or appraiser, as an assistant, which allows
the Appointment Specialist to chase down the listing contact(s) for approval whether or not they use scheduling services provided by
ShowingTime. This additional service effectively eliminates the need for the agent, inspector or appraiser to call multiple contacts, offices or
scheduling services to obtain confirmation and access information for their appointment. All requests are logged in the ShowingTime system
to allow easy tracking via the ShowingTime app or through appointment notifications.

Call Coordinator

Call Coordinator is a service that provides real estate brokers with a specialized call-in number which then can be placed on their brokerages
yard signs. By utilizing the Appointment Center, a prospective buyer is always in contact with someone so that the lead is never lost. The call-
in number is provided by ShowingTime and will direct callers to the Appointment Center where an Appointment Specialist will take down the
callers first and last name, their contact information, the listing which they are interested in and any comments they would like to pass to the
listing agent. The prospect will then be transferred to a predefined listing coordinator, or the listing agent of the interested listing if a
coordinator hasn’t been assigned. An accompanying email will be sent with the information provided by the prospect. All prospective buyers
are logged for historical purposes and can be viewed in the My Prospects section of the Contacts tab.

Service Requests
ShowingTime offers many additional services to enhance your user experience. Contact the ShowingTime Sales Department to discuss
additional services which may be available for you, your office or brokerage.

. Chat |

. Call |
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