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A
Abandonment, 106-7
Absorption rate and rent level, 197
Accessibility of rental housing, 24-25
Accounting, 358-66

accrual, 360

versus cash, 360

bill payments, 361-63

cash-basis, 360

owner’s custodial account, 360

purchase orders, 360-61

security deposit funds, 359

types of income, 358-59
Accounts, owner’s custodial, 360
Accrual accounting, 360

cash accounting versus, 360
Acrylic paint, 298
Actual cash value (ACV) basis, 327
Actual rent, 223
Additional insured, 329
Add-ons, 32
Adequate-income group, 188-89
Ad valorem taxes, 369
Advance payments, 233
Adverse action notice, 94
Advertising

airport display, 153

banner, 153-54

benches, 153

classified, 147

direct mail, 151-52

in event programs, 150

flyer, 153

handbill, 153
human directionals, 154
Internet, 142
leasing costs and, 350
miscellaneous, 155
newspaper, 147-48
radio, 149
television, 149-50
transit, 154-55
yellow pages, 152
Affordability as issue, x
Age
applicant’s, 87
of property and budget, 351-52
Agent, 17
Aggregate rent, 99-100
Agreed amount endorsements, 326
Agreement. See Lease agreement; Man-
agement agreement
Air conditioning, lack of, in summer,
249
Airport displays, advertising on, 153
All-risk coverage, 326
Alternatives, exploration of, 356
American Arbitration Association, 258
American flag, 124-25
Americans with Disabilities Act (ADA)
(1990), 48
Amortization, 222
Ample-income group, 189-90
Ample parking, 35-36
Ancillary income, 225
Annual budget, 342

399
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Annual cash return, 220
Annual mortgage loan constant, 222
Apartment building, breakdown of
components, 310
Apartment directories, 148
renting, 170-77
Apartments. See also Model apartments
bruised, in rent concessions, 203—4
charging for improvements, 214
complaints about, 248
floor coverings for, 292-93
furnished, 81-82
garden, 24, 195, 196
maintenance for, 289-93
market-ready units, 290-91
model, 131-37
need for identity, 122-23
numbering of, in rental housing, 29
stages of searches for, 159
transfers of, 246
unfurnished versus furnished, 81-82
window coverings for, 291-92
Apartment-to-lobby intercommunica-
tion and TV systems, 75
Applicants
age of, 87
driver’s license of, 87
employment record of, 88-89
housing record of, 88
immigration status of, 87-88
nearest living relative of, 88
Social Security number of, 87
Application deposit, 91-92, 174
Application form, 39, 86-91
Appointments, 316
making new, 174
Appointment time, 163—64
Appreciation in value, 9
Arbitration, resident policies on, 258
Architectural design, 31
Artwork in maintenance inspection,
285
Asset manager, 16-17
Assignment and subletting, 107
Assistive animals, 83
Associated risks in management agree-
ment, 19-20
Automated telephones, 71

Automobile insurance, 81
Automobiles
non-owned and hired, 331
resident policies on repairs of, 251

B
Backdoor, creating, in rent increases,
216
Background check, criminal, 39-40
Background information, 90
checking, 93-94
Back-up
of computer records, 371
of sewer or other sanitary facility,
249
Bankruptcy, 108
Banks
real estate departments of, 13
real estate owned departments of, 14
Banners, advertising on, 153-54
Be-backs, 176
Benches, advertising on, 153
Best-of-type pricing
comparing with pattern pricing,
197-98
in setting rents, 194-95
Betterments
insurance coverage for, 328
Bike rooms, 35
Billboards, 124
Billings
avoiding COD, 362
gross, 362
net, 362
Bills
approval of, 362-63
payment of, 361-63
rent, 231
Biting your tail, 197
Blackout period, 231
Blanket policy, 329
Boiler and machinery, insurance cov-
erage for, 327
Bonding, 40
Bonuses, 52
Boulders, 279-80
Boundaries, establishing property,
145-46



Breaks, 55
Brochures in rental tools, 129-31
Bruised apartments in rent conces-
sions, 203—4
Budget, 163, 339-54
analysis of, 352-54
annual, 342
cash flow, 342
categories of, 346-48
contingency in, 344-45
major expenditures in, 343
net operating income, 340-42
preparing, 345-51
property age and, 351-52
property size and, 349-51
quarterly, 342-43
rent-up, 343
replacement reserves in, 344
seasonality and, 347-49
slippage in, 352
types of, 340-43
Buildings, maintenance of new versus
existing, 271-72
Burnout, employee, 65-66
Business, resident satisfaction and, 238
Business centers, 35
Business decisions and requirements,
68-78
office considerations, 68-73
safety and health concerns, 76-78
security and protection issues, 7376
Business plan, 355-57

C

Cabling, 304

Cameras, surveillance, 37

Canceled checks, 370-71

Cancellation of management agree-
ment, 21-22

Capital expenditures, 226, 343

Capitalization rate, 218

Carbon monoxide (CO) detectors, 70,
297

Car care centers, 35

Career professionals, 183-84

Cash-basis accounting, 360

versus accrual accounting, 360
Cash flow, 14, 220

Index 401

Cash flow budget, 342
Cashier’s checks, 232
Cash-on-cash return, 220
Cash-on-cash yield, 220
Cash payments, 232-33
Casual Friday, policy of, 58
Casualty losses, 325
Caulking, tub and shower, 296
C-Corporation, 4
Celebrity appearances, 155-56
Cell phones, 125
employee policies on, 59
Central air conditioning, 304
Central laundry facility, 26
Cents (or dollars) per square foot,
353-54
Certificates of insurance, need for se-
curing, 333
Chain device mounted on entry
door, 75
Charitable and public service activi-
ties, 156
Checklists
inspection, 303
pre-inspection, 250
Checks
cashier’s, 232
personal, 232-33
third-party, 233
City row house, 24
Classified ads, 147
Click-ability of website, 142
Climate, impact on efficiency, 30
Closets, walk-in, 27
Closing, 21, 173-74
concession as effective tool of, 201-2
Coach houses, 24
COD billings, avoiding, 362
Coinsurance, 327
Collateral, 325
as rental tools, 129-31
Collateral packages, 169
Command signs, 128
Commingling, 360
Commissions
employee policies on, 60-61
salary versus, 50-51
Commitment, 161
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Common area, 353
Common interest real estate, 6
Common interest realty association
(CIRA), 1
Communications, staff, 64
Community Associations Institute
(CAD, 14
Community manager, 15
Comparison analysis in setting rents,
193-94
Compelling message of website, 142
Compensation, 49-51
employee policies on, 49-51
in management agreement, 20-21
Competing properties
in marketing, 115
visiting, 119-20
Competition in market strategy, 116-18
Complaints, 247-48
Compliance director, 78
Comprehensive resident profile in
business plan, 356
Computers
backing up records on, 371
insurance coverage for, 327
Concessions
in raising rents in established prop-
erties, 206
in rent, 200-204
Condemnation, 108
Condition of premises, 105
Condominiums, 6
payment for management services
of, 20
resident assessments set by, 191
Constant, 221-22
Construction drawings, 368
Contact information, 163
Contacts, initial, with prospects,
161-65
Contents, insurance coverage for, 327
Contests, 156-57, 179-80
rent payment and, 234
Contingency in budgeting, 344-45
Contract rent, 223
Contracts, 368
Control categories, 347
Controlling purchases, employee poli-
cies on, 60

Convenience features, 35-36
Conversion rate of prospects, 176
Convertibles, 27
Cooking odors, 289
Cooperatives, 6

payment for management services

of, 20

Copies of paid invoices, 370-71
Corporate ownership, 4
Corporate units, 82
Correspondence and memos to file,

368-69
Corridors in maintenance inspection,
285

Cost per apartment, 354
Cost per plumbing fixture, 354-55
Costs
medical and disability, 325
replacement, 326-27
turnover, 263-66
Could-do improvements, 313
Coupons in rent concessions, 203
Credit and background information,
checking, 93-94
Credit bureau, 39
Credit check, 92-93
Crime coverage, 332
Criminal background check, 39-40
Curb appeal, 272-73
improving, 144-46
Custodial work, 44-45

D

Damage caused by residents, policies
on, 253

Damage deductions, 235

Dead-bolt locks, 75

Death clauses, 103

Debriefing, 174-76

Decor, choosing quality, for model
apartment, 133-34

Decorating job, doing complete, for
model apartment, 134-35

Deductibles, 328-29

Deed of trust, 220

Deficiencies, discounts for, in rent con-
cession, 203

Delinquencies

gauging, 235-30



in raising rents in established prop-
erties, 2067
Delivery, 108-9
Demeanor, 42
Demolishing, 314-15
Deposits
application, 91-92, 174
receipts for, 370-71
security, 95-96
Depth of relative, employee policies
on, 56-57
Desirability, adjusting for, in rent in-
creases, 212-13
Desktop publishing programs, 131
Difference in condition (DIC), 328
Directional signs, 124
Direct mail, 151-52
Directories in maintenance inspection,
284-85
Directors’ and officers’ liability insur-
ance, 330
Direct payment via electronic funds
transfer, 231-32
Discounts, 234
bill payment and, 361-62
deficiency, 203
employee, 50
Divorce, rentals and, 186
Door-to-door sales and canvassing,
resident policies on, 254
Downward adjustments in rent, 199-200
Drafting in rent increases, 214-15
Dram shop insurance, 331
Drive pattern in marketing, 114-15
Driver’s license, applicants, 87
Driveways, 281
Drug testing, 40
Drug tests, 40
Due diligence, 333
Dumpster in maintenance inspection,
283-84

E

Economic vacancy, 2006, 224

Education, employee policies on,
57-58

Effective gross income, 225

Efficiencies, 27

Efficiency factor, 29-30

Index 403

Electrical failures or short circuits, 249
Electronic devices, employee policies
on, 59
Electronic locks, 37
Elevator cabs in maintenance inspec-
tion, 285-86
Elevators, 304
Emergencies, 248-49
Emergency call stations, 37
Emergency lighting packs, 76
Emergency pagers, 64
Eminent domain, 108
Employee burnout, 65-66
Employee discounts, 50
Employee policies
on cell phones, 59
on commissions, 60-61
on compensation for staff, 49-51
on controlling purchases, 60
depth of relative, 56-57
on education and tuition, 57-58
on electronic devices, 59
on gifts, 60-61
on health insurance, 57
on holidays, 55
on identification, 58-59
on keeping records, 47-48
on kickbacks, 60-61
on licensing, 49
on living on site versus off site,
45-47
on personal hygiene, 59-60
on pilfering and petty theft, 61
on posting notices, 47-48
on professional memberships, 58
on radios, 59
on reporting to work and breaks, 55
on scheduling, 43-44
on scheduling and staffing alterna-
tives, 44—45
on sick days and personal days, 57
on staffing, 43-01
on tools, 59
on uniforms, 58
on vacations, 56
on weapons, 59
Employee purchases, controlling, 60
Employee termination, 66—67
Employee time records, 370
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Employee turnover, 62-63
Employment practices liability, 330
Employment records, 48
applicant’s, 88—89
places of, in marketing, 114
Empty-nesters, 183
Endorsements, 326
Entry restriction, 75
Entryways
clearly defining, 146
in maintenance inspection, 285
Environmental Protection Agency, U.S.
(EPA), 77
Errors and omissions (E&QO) insurance,
330-31
Escrow account, 359, 366
Established properties, raising rents in,
204-8
Event programs, advertising in, 150
Evergreens, 279
Exchange of services, 46—47
Exculpation, 107-8
Excuses, 234
Executive property manager, 16
Existing buildings, maintenance of,
271-72
Exits and exit signs in maintenance
inspection, 288
Expenditures
capital, 343
major, 343
Expirations, spacing of, throughout
year, 208-9

F

Facelift, 319

Fair Credit Reporting Act (1971
(FCRA), 39, 94

Fair Debt Collection Practices Act (FD-
CPA), 228, 229-30

Fair Housing Accessibility Guidelines,
24-25

Fair Housing Amendments Act (1988),
185

Fair Housing Laws, 79-80

application to pets, 83

Fair Isaac Company (FICO) Credit

Scoring System, 92

Fair Labor Standards Act (FLSA), 52
Families with children, 185
Fans, 297
Features, 316
Fee managers, 14
Fidelity bond, 40, 332
Fiduciary responsibility, 17-18
File tabs of website, 142
Filters, 297
Financial consequences, 356
Financial transactions, running sum-
mary of, 366
Financing leverage, 10-11
Finder’s fee, 148
Fine arts coverage, 327
Fire doors, 76-77
Fire extinguishers, 76
in maintenance inspection, 288
recharging, 305
Fire hoses in maintenance inspection,
288
Fire legal liability, 332
Fires, 324-25
casualty and, 107
damaged caused by, 249
First aid, 77
First-floor apartments, choice of, as
model apartment, 133
Fixing up, before rent increases,
213-14
Flats, 23
Flooding, caused by plumbing break-
down, 249
Flood insurance, 328
Floor coverings
in apartments, 292-93
in maintenance inspection, 286-87
Floor mats in maintenance inspection,
286
Floorplans, inclusion of, in brochures,
130
Flowerbeds, 276, 279
Flyers, 153
Follow-up action, 176
Foreign ownership of property, 7
For use by owner, 10
Free rent, 49-50
Free utilities, 50



Furnished apartments, 81-82
Furnishings in maintenance inspec-
tion, 285

G

Garbage chutes in maintenance in-
spection, 284

Garden apartments, 24

creation of limited-edition units for,
196
setting rent for, 195

Gardens, relaxation, 34

General partners, 2, 3

General partnership, 3

Generation Y, 139

Gifts, employee policies on, 60-61

Giveaways, 155

Government, involvement of, in hous-
ing programs, 1-2

Government housing agencies, real es-
tate departments of, 13

Government-sponsored housing, real
estate owned (REO) depart-
ments of, 14

Graduated rents, 100, 213

Grass, 279

Gravel, 280

Great room, 27

Green space, 24

Grilling areas, 34

Gross billings, 362

Gross possible income, 223

Gross potential income, 223

Gross rental area, 223

Ground fault interrupters (GFIs), 76

Group re-lamping, 275

Guest cards, 169-70

Guests, resident policies on, 251-52

H

Habitability, 105

Handbills, 153

Head rent, 100-101

Health insurance, employee policies
on, 57

Heat, lack of, in winter, 249

Hedge on inflation, 11-12

Hierarchy of website, 142

Index 405

High rent properties, managing, x—xi
Hiring in staffing, 38—43
Hold harmless provisions, 19-20
Holdover tenant, 102
Holidays
employee policies on, 55
opening office on, 70-71
Home purchase, 266-67
clauses on, 103
Home tab on website, 143
Host liquor liability, 331-32
Hours of operation, 36
Households, one- and two-person,
185-86
Housing
applicant’s records on, 88
changes in styles, 315
government involvement in pro-
grams on, 1-2
location of, xi—xii
Housing Amendments Act (1988), 87
Human directionals, 154

I
Identification, employee policies on,
58-59
Identification signs, 125
Identity, apartment properties need
for, 122-23
Illegal and immoral uses, resident poli-
cies on, 253-54
Immigrants, 186
Immigration status, applicant’s, 87-88
Improvements
could-do, 313
insurance coverage for, 328
must-do, 311-12
offering, in rent increases, 215-16
should-do, 312-13
Incentives, 52
offering, 151-52
Incidents, reporting all, 333-34
Income
ancillary, 225
effective gross, 225
sundry, 225
types of, 358-59
unscheduled, 225
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Income groups, 187-90
rent increases and influence, 209-10
Income tax shelter, 11
Income valuation approach, 218
Independent contractors in manage-
ment agreement, 18-19
Indoor lighting in maintenance inspec-
tion, 287-88
Inflation, hedge on, 11-12
Inflation guard provision, 327
Informational signs, 128
Inspection checklists, 303
Institute of Real Estate Management
(IREM), 14
Instructions, simple, for website, 143
Insurance, 324-38
adjustment and restoration, 336-37
all-risk coverage, 326
automobile, 81
certificates of, 333
dram shop, 331
employee health, 57
errors and omissions (E&O), 330-31
flood, 328
handling insured losses, 333-36
against other claims, 329-33
against property loss, 326-29
risk management, 337-38
waterbed, 85
Insurance companies
ownership stakes of, 4-5
real estate departments of, 13
Insurance policies, 369
Insured losses, handling, 333-34
Intercoms in maintenance inspection,
284-85
Internet marketing, 139-43
benefits of, 142
making website success, 142-43
online apartment search in, 139-41
pitfalls to avoid in, 141
Investments
control of, 9-10
rate of return on, 8
terminology on, 222-26
effective gross income, 225
gross possible income, 223
net operating income, 226

operating expenses, 225
reference to rent amount, 223
reserves and capital expenditures,
226
street rent, 222-23
unscheduled, sundry, or ancillary
income, 225
vacancy and collection losses,
223-24
IRS Form 941, 363
IRS Form 1099, 363
IRV formula, 218

J
Jobs
descriptions of, 43
matching individual to, 41-42
screening applicants, 38—41
Joint ventures, 3—4

K
Keys, 74, 246

master, 74
Keystone-entry sign, 125
Keywords on website, 142
Kickbacks, employee policies on,

60-61

L
Labor unions, 67
Landscape lighting, 282
Landscaping, 305
in maintenance inspection, 278-81
Larger properties, managing, ix—x
Laundry accommodations in apart-
ment properties, 26
Laws, 78
Lead-time
allowing long, in rent increases, 212
in searching for apartment, 158
Lease agreement, 97-109
other common lease clauses, 105-9
special provisions in, 103-4
terms of occupancy, 98-103
identification of premises, 99
lease, 102
parties to, 98-99
rent, 99-102



security deposit acknowledgment,
102-3
Leases, 367
renewals of, 269
Lease term, 102
Leasing policies, 79-96
resident selection in, 79-86
Leasing presentation, 170-74
Legal expenses, 350
Leisure and recreational facilities,
33-35
Lending institutions, ownership stakes
of, 4-5
Length of stay, 259-70
calculating, 261-63
reasons, 266—68
tracking details, 259-61
turnover costs, 263—-66
Letterheads, 130
Leverage
financing, 10-11
negative, 219
positive, 219
Liability, admitting, 335
Liability claims, 325
Liability coverage, 329-32
Licensing, employee policies on, 49
Life experiences, resident satisfaction
and, 238-42
Lifestyle changes/ health issues, 267
Lighting, 278
indoor, 287-88
night, 146
Limited-edition units, creation of, by
garden apartment properties,
196
Limited-income group, 188
Limited liability company (LLC), 3
Limited partners, 3
Limited partnership (LP), 3
Living on site versus off site, employee
policies on, 45-47
Loan constant, 222
Lobbies
in maintenance inspection, 285
seating in, 285
Local area trends in business plan, 355
Location, 313-14

Index 407

importance of, xi—xii
office, 68—69
Locator services, 148
Lock and leave set, 182
Lock boxes, 231
Lockouts, 246
Locks, 74
Low-income group, 187-88
Low-luster or semi-gloss paint, 298-99
Low rent properties, managing, X—xi
Luxury high-rise buildings, setting rent

for, 195

M

Mailboxes in maintenance inspection,
284-85

Mailing lists, 151
Maintenance, 271-309
apartment in, 289-93
curb appeal and, 272-73
deferred, 305-6
documenting property assets,
274-78
getting acquainted with property,
273-74
getting right start, 308-9
new versus existing buildings,
271-72
ongoing, of property, 293-305
accessing apartments, 297-98
equipment rooms and, 294
inspection checklists, 303
mold and mildew control,
300-301
painting, 298-300
periodic, 296-97
pest control, 301
property staff versus outside per-
sonnel, 303-5
purchasing and job specifications,
294-96
service contracts, 305
snow and ice control, 301-3
warranties, 294
programmed, 308
supplies and equipment, 306-8
Maintenance and equipment rooms,
294
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Maintenance inspection, 278—-89
artwork in, 285
corridors in, 285
directories in, 284—-85
elevated cabs in, 285-86
entryways in, 285
exits and exit signs in, 288
fire extinguishers and fire hoses in,
288
floor coverings in, 286-87
floor mats in, 286
furnishings in, 285
garbage chutes in, 284
indoor lighting in, 287-88
intercoms in, 284-85
landscaping in, 278-81
lobbies in, 285
mailboxes in, 284-85
odors in, 288-89
outdoor lighting in, 282-83
paved areas in, 281-82
plants in, 285
rubbish and recycling in, 283-84
Maintenance service requests, 247
Maintenance workers
finding qualified, 42
union representation of, 67
Major expenditure, 343
Major expenditure budget, 343
Major renewal, 320
Make-readies, 65
Management, 13-22
involvement in security and safety
issues, 76
issues related to, 267-68
plan of, 357
of staff, 62—-68
Management agreement, 17-22
associated risks in, 19-20
compensation ion, 20-21
independent contractors in, 18-19
obligations in, 19
powers in, 17-18
termination or cancellation of, 21-22
Management statement, 364—66
Manager member, 3
Managers
asset, 16-17

community, 15
executive property, 16
fee, 14
property, 15-16
site, 15

Manors, 24

Market boundaries
identifying, 113-14
knowing, 117

Market identification in market strat-

egy, 111-16

Marketing
aids in attracting prospects, 147-55
Internet, 139-43

Marketing map, using, 112-16

Market-ready units in apartments,

290-91

Market rent, 222

Market strategy, 110-21
competition in, 116-18
identification in, 111-16
learning from pros, 120-21
visiting neighbors in, 119-20

Master key, 74

Mechanical equipment, 276-77

Medical and disability costs, 325

Meditation garden, 34

Members, 3

Mementos, 131

Memos to file, 368-69

Mildew, 289

Mildew control, 300-301

Model apartments
being prepared to close, 136-37
being willing to rent, 135
choosing first-floor units, 133
decorating job for, 133-35
less-desirable unit as, 132-33
maintaining condition of, 135-36
mood music and, 135
public relations as, 137-38
rent-up specialists as, 138
selecting number of, 132
staying close to office, 133
as tool rental, 131-37

Mold control, 300-301

Money orders, 232

Monthly basis, 223



Monthly disbursements, miscella-
neous, 365-66
Monument sign, 125
Mood music in model apartment, 135
Morale
boosting, 318-19
building, 64-65
Mortgage, 325
Mortgagee, 325
Move-in, 244—45
Move-out, 250
resident policies on inspection,
255-56
Multi-unit housing, management of,
viii
Must-do improvements, 311-12

N

Name, choice of, as rental tool, 122-23

Named insured, 329

National Apartment Association
(NAA), 14

Natural disasters, insurance coverage
for, 328

Nearest living relative, applicant’s, 88

Negative leverage, 219

Neighborhood information, 250-51

Neighbors, visiting, in market strategy,
119-20

Nerve factor in setting rents, 192

Net billings, 362

Net operating income (NOD), 14, 217,
226

Net operating income (NOD budget,
34042

Net rentable square feet, 27, 223

New buildings, maintenance of,
271-72

New construction in raising rents in
established properties, 207

Newsletters as rental tools, 131

Newspaper ads, 147-48

Night lighting, 146

Noisy possessions, 86

Noncash benefits, 50

Non-owned and hired auto, 331

Nonrecourse, 328

Nonsufficient funds (NSF) checks, 232

Index 409

Nonyield space, 353
in rental housing, 29-30
Notices, posting, 47-48

(0
Objections, raising, by prospects,
172-73
Obligations in management agree-
ment, 19
Occupancy, terms of, 98-103
Occupancy agreement. See Lease
agreement
Occupancy certificates, 368
Occupancy durations, improving,
268-70
Occupational Safety and Health Act
(OSHA) (1970), 48
Occupational Safety and Health Ad-
ministration (OSHA), 77
Odd dollar amounts, using, in rent in-
creases, 212
Odors in maintenance inspection,
288-89
Office
appearance of, 70
automated telephones for, 71
business decisions and requirements
in considerations, 68-73
hours of, 70-71
keeping model apartment close to,
133
location of, 68-69
one versus two, 69-70
Older properties, viii—ix
maintenance of, x
One- and two-person households,
185-86
One-at-a-time approach to rehab, 319
Online apartment search in Internet
marketing, 139-41
Open-air parking, 250
Operating expenses, 225, 346-47
Optimum rent, 222-23
Outcropping stones, 280
Outdoor lighting in maintenance in-
spection, 281-82
Overall upgrade, 320
Owner-occupied housing, viii
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Owner’s custodial account, 360
Ownership, 1-12
disadvantages of, 12
forms of, 2-7
goals of, 7-12
pride of, 10

P
Packages and deliveries, 35, 245
Page loading on website, 143
Painting, 298-300
Parking
ample, 35-36
open-air, 250
in rental housing, 25-26
Parking areas, 281
Parking lots, 276
lighting for, 282-83
Partners
general, 2, 3
limited, 3
Partnerships, 1, 2-3
Pattern pricing, 197-98
comparing, with best-of-type pric-
ing, 197-98
in setting rents, 192
Paved areas in maintenance inspec-
tion, 281-82
Payment plans, 234-35
Payroll, 350
Peaceful enjoyment, 105
Penalty charges, 233-34
People moving to town, marketing to,
116
Percentage of income, 352-53
Perimeter plantings, 279
Periodic income as ownership goal,
8-9
Periodic maintenance, 296-97
Permanent entry sign, 125
Personal checks, 233
Personal data on website, 143
Personal hygiene, employee policies
on, 59-60
Personal time off (PTO) bank, 56
Persuasion, 178
Pest control, 301
Pet agreement, 85
Pet deposit, refundable, 84

Pets, 83-85
resident policies on, 251
Petty cash, paying vendors with, 362
Petty theft, 61, 76
Phones, cell, 125
Physical vacancy, 206, 224
Pilferage, reducing, 308
Pilfering and petty theft, employee
policies on, 61
Planning ahead, need for, 311-19
Plans and occupancy certificates, 368
Plants in maintenance inspection, 285
Plate glass, insurance coverage for, 327
Plumbing, 296
flooding caused by breakdown, 249
Police involvement in security and
safety issues, 76
Polygraph tests, 41
Positive leverage, 219
Possessions, 85
noisy, 86
Postcards, 130
Posting notices, keeping records, em-
ployee policies on, 47-48
Potholes, 281
Powers in management agreement,
17-18
Pre-inspection checklist, 250
Premier floors in setting rent, 195-96
Premises, identification of, 99
Premiums, 155
Preparing budget in budgeting, 345-51
Presentation evaluation, 175-76
Price per door, 20
Pricing
best-of-type, 194-95
comparing pattern with best-of-type,
197-98
pattern, 197-98
patterns in setting rents, 192
Printers, insurance coverage for, 327
Procedure and evaluation form, devel-
oping, 117-18
Product knowledge, 166
Professional memberships, employee
policies on, 58
Programmed maintenance, 308
Promises of improvements, 104
Proof of insurance, 81, 90



Property
complaints about, 248
getting acquainted with, 273-74
ongoing maintenance of, 293-305
protecting from further damage, 336
Property age, 351-52
budgeting and, 351-52
Property assets, documenting, 274-78
Property description, condition, and
status, in business plan, 355-56
Property indebtedness, 219-21
Property loss
deductibles, 328-29
insurance against, 326-29
optional coverage, 327-28
Property management
directions to, 164
establishing boundaries for, 145-46
offered by, ix—xi
Property manager, 15-16
Property patrols, 75
Property-related issues, 267-68
Property shopping, 178-79
Property size, budgeting and, 349-51
Property staff versus outside person-
nel, 303-5
Property taxes, 369-70
Property valuation, 217-19
Pros, learning from, 120-21
Prospect conversion ratio, 178
Prospects
attracting, 144-57
clearly defining entryway, 146
establishing property’s boundar-
ies, 145-46
improving curb appeal, 144-46
marketing aids in, 147-55
traffic builders as, 155-57
using night lighting, 146
varying topography, 146
conversations with, in marketing,
115-16
conversion rate of, 176
evaluating results, 177-80
initial contacts with, 161-65
preparing for visit, 165-70
recording information, 164-65
rent budget of, 171
search of, for apartment, 158-61

Index 411

Prospect tours, planning, 166-68

Prospect traffic, 177

Psychological tests, 40

Public adjuster, knowing your, 335-36

Public relations as model apartment,
137-38

Public telephones, 36

Public transportation in marketing, 115

Purchase orders, 60, 307, 360-61

Purchasing and job specifications,
294-96

Push-to-Talk (PTT) technology, 64

Q

Qualified people, finding, 42

Quarterly budget, 342-43

Questions, asking, by prospects,
172-73

R
Radios
advertising on, 149
employee policies on, 59
Rate of return on investments, 8
Real estate economics, 217-22
annual mortgage loan constant,
222
property indebtedness, 219-21
property valuation, 217-19
Real estate investment trusts, 5
Reassurance sign, 124
Receipts, miscellaneous, 365-66
Records, 36671
backing up computer records, 371
canceled checks, 370-71
contracts, 368
copies of paid invoices, 370-71
correspondence and memos to file,
368-69
deposit receipts, 370-71
employee time records, 370
insurance policies, 369
keeping, 47-48
leases, 367
plans and occupancy certificates,
3608
property taxes, 369-70
warranties and owner’s manuals,

367-68
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Recreational facility, location of office
in, 68-69
Recreation centers, 33
References, 39
Reference to rent amount, 223
Refinancing, 311
Refundable pet deposit, 84
Regulations, 78, 108
Rehab
examples of, 321-23
levels of, 319-20
Relaxation gardens, 34, 250
Relocation, 266
Remodeling, 314-15
Renewal options, 104
Renewal rewards, 269-70
Rentable square foot, 223, 353
Rental agreement. See Lease
agreement
Rental apartment industry, website for,
72-73
Rental cycles in rental housing, 30
Rental housing, 23-32
accessibility of, 24-25
apartment numbering in, 29
basic needs of, 25-26
categorizing, viii—xi
changes in, 23-34
cycles in, 30
design aspects, updating, and vari-
ety in, 30-32
low-rent versus high rent, x-xi
nonyield space in, 29-30
old versus new, viii—xi
small versus large, ix-x
unit mix in, 27-28
unit size, area, and layout in, 26-27
universal design of, 25
Rental information center, 69, 128-29
Rental neighbors, attributes of good,
181-82
Rental of model apartment, 135
Rental tools, 122-38
brochures and collateral material as,
129-31
identity as, 122-23
information center as, 128-29
model apartments as, 131-37

newsletters as, 131
purposes of, 123
signage as, 123-28
Rent bills, 231
Rent collections, 227-29
Renter dissatisfaction, causes of, 268
Renter-occupied housing, viii
Renters by choice, 182-84
Renters by circumstance, 184-87
Rent increases
allowing for long lead time in, 212
evaluating climate, 207-8
limiting to once a year, 211
Rent loss, insurance coverage for, 328
Rent payment guidelines, 230-35
advance, 233
contests, 234
damage deductions, 235
discounts, 234
excuses, 234
forms of payments, 231-33
gauging delinquencies, 235-36
habit, 230
lock boxes, 231
making policy known, 230
paying at site office, 231
payment plans, 234-35
penalty charges, 233-34
rent bills, 231
settling in court, 235
Rent revenue, 350-51
Rent roll, 223, 358-59
with monthly activity, 365
Rents, 99-102
aggregate, 99-100
concessions in, 200-204
determining increases in, 208-16
amount of last, 210-11
first, 208-9
income group influence, 209-10
typical rent versus street rent,
211-16
downward adjustments in, 199-200
free, 49-50
graduated, 100, 213
head, 100-101
market, 222
optimum, 222



raising, in established properties,
204-8
concessions in, 206
delinquencies in, 206-7
evaluating increase climate, 207-8
new construction in, 207
vacancies in, 206
sales taxes on, 363
seasonal, 101
setting, for first time, 191-98
absorption rate and level, 197
best-of-type pricing, 194-95
comparing pattern pricing with
best-of-type pricing, 197-98
comparison analysis, 193-94
pattern pricing, 192
status and rent, 195-96
total square feet, 192-93
views, 196-97
street, 211, 222-23
testing your, 318
typical, 211
upward adjustments in, 198-99
Rent-up budget, 343
Rent-up specialists as model apart-
ment, 138
Repairs, 350
breakdowns and, 106
Replacement costs, 326-27
Replacement reserves in budgeting,
344
Reporting to work, 55
employee policies on, 55
Repossession, 106
Requests for proposal (RFPs), 295
Reserve account transactions, 366
Reserves and capital expenditures, 226
Resident abuse and damage, resident
policies on, 252
Resident additions and modifications,
resident policies on, 254
Resident guidebook, 243-50
Resident improvements, 245
Resident mix, shaping, 81-86
Resident policies, 251-58
on abuse and damage, 252
on additions and modifications, 254
on arbitration, 258

Index 413

on auto repairs, 251
on damage caused by residents, 253
on door-to-door sales and canvass-
ing, 254
on guests, 251-52
illegal and immoral uses, 253-54
on move-out inspection and security
deposit return, 255-56
on pets, 251
rights, 256-57
on stereos and musical instruments,
251
on tenant organizations, 257-58
on waterbeds, 251
Resident referrals, 246—47
Resident rights, resident policies on,
256-57
Residents, 234
listening to current, 111
reasons for leaving, 266—-68
socializing with, 47
types of, 181-90
Resident satisfaction, 237-42
events, 238
life experiences, 238-42
transactions, 237-38
Resident selection in leasing policies,
79-86
Resident services, 243-51
guidebook, 243-50
Response rates for direct mail cam-
paign, 152
Restoration contractor, 337
Retrofits, 32
Return on investment (ROI), 342
Right of re-entry, 106
Risk management, 337-38
Roofing, 278
Rubbish and recycling in maintenance
inspection, 283-84
Rules, 78, 108

S

Safety and health concerns, business
decisions and requirements in,
76-78

Safety equipment and related require-
ments, 77
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Salary, 50
commission versus, 50-51
wage adjustments and, 52
Sales taxes on rents, 363
Satellite dishes, 85-86
Satellite receivers, 304
Scheduled income, 358-59
Scheduled receipts, 223
Scheduling, 43—-44
employee policies on, 43—44
employee policies on alternatives,
44-45
S-Corporation, 4
Scouting, 160-61
Screening of job applicants, 38—41
Seal coating, 281-82
Seasonal Energy Efficiency Rating
(SEER) ratings, 277
Seasonality, budgeting and, 347-49
Seasonal occupancies, 82
Seasonal rent, 101
Security alarm systems, 37
Security and protection issues, 73-76
business decisions and requirements
in, 73-76
Security deposit funds, 359
Security deposits, 95-96, 244
acknowledgment of, 102-3
reductions in, 270
resident policies on return of,
255-56
return of, 255-56
Security precautions, 37
Senior citizens, 183—-84
Service contracts, 305
Settling in court, 235
Sewer lines, 277
Sewer rodding, 305
Should-do improvements, 312-13
Shower caulking, 296
Sick days and personal days, employee
policies on, 57
Signage in rental tools, 123-28
Signature block, 108
Signatures, 108-9
Signs
command, 128
directional, 124

identification, 125
informational, 128
keystone-entry, 125
monument, 125
permanent entry, 125
reassurance, 124
Site manager, 15
living on site, 45-47
Site office, paying rent at, 231
Small properties, managing, ix-x
Smart card technology, 37
Smoke alarms, 76
Smoke detectors, 297
Snow and ice control, 277, 301-3
Socializing with residents, 47
Social Security number, appli-
cant’s, 87
Special places, 250
Special provisions in lease agreement,
103—-4
Spray painting, 298
Squares, 23
Staff communications, 64
Staffing, 38-67
employee policies on, 43-61
employee policies on alternatives,
44-45
hiring in, 38-43
managing your staff, 62-68
Stair carpeting, 287
Status in setting rent, 195-96
Stereos and musical instruments, resi-
dent policies on, 251
Storage compartments, 36
Storm, damaged caused by, 249
Street rent, 211, 222-23
Students
housing for, 82, 101
as renters, 186-87
Studios, 27
Subordination, 108
Sundays
opening office on, 70-71
working on, 43-44
Sundecks, 34
Sundowners, 185
Sundry income, 225
Supplies, 350



Surveillance cameras, 37
Swimming pools, 33-34, 304
opening and closing of, 277-78

T
Taxes and reporting forms, 363
Telephone number on identification
signs, 125
Telephone or Internet inquiries,
162-64
Telephones, automated, 71
Television advertising, 149-50
Tenant discrimination liability, 330
Tenant organizations, resident policies
on, 257-58
Tenants, holdover, 102
Tenants in common (TIC), 1
Tennis courts, 34
Termination
of employee, 66-67
of management agreement, 21-22
Testing of website, 143
Thank you cards, 130
Thank you note, 176
Theft, petty, 61
Third-party checks, 233
Tickler files, 369, 370
Timer, 282-83
Timing, 163
of direct mail, 152
watching, in rent increases, 215
Tools, employee policies on, 59
Topography, varying, 146
Total square feet in setting rents,
192-93
Townhouses, 6
Traffic builders as marketing aids,
155-57
Trailblazer, 124
Transactions, resident satisfaction and,
237-38
Transfer clauses, 103
Transit ads, 154-55
Trips, 156-57
Tub caulking, 296
Tuition, employee policies on, 57-58
Turnover
calculating, 261-63

Index 415

costs of, 263-66
employee, 62-63
24-hour emergency telephone-answer-
ing service, 248
Typical rent, 211

U
Umbirella protection, 330
Underground utilities, 277
Unfurnished apartments, 81-82
Uniforms, employee policies on, 58
Unit densities, x
Unit mix in rental housing, 27-28
Unit months, 260
Universal design of rental housing, 25
Unscheduled income, 225, 358-59
Upgrades, 313-14

overall, 320
Upward adjustments in rent, 198-99
Urgency factor, 215
Usability of website, 142
Use, 105
Utilities

free, 50

underground, 277

A%
Vacancies, 350
collection losses and, 223-24
economic, 206, 224
physical, 206, 224
in raising rents in established prop-
erties, 200
testing rent increases on, 213
Vacations, employee policies on, 56
Value, appreciation in, 9
Vandalism, 76
Vanilla boxes, 23
Variances, acceptable, 346
Variety in increasing property appeal,
316-18
Vending machines, 36
Vendors
bill payment to, 361
paying with petty cash, 362
Video surveillance, 76
Views in setting rents, 196-97
Villas, 24
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Visit, preparing, for prospect, 165-70
Volume purchases, 329

Volunteer, opportunities, 334-35
Voting precinct, 249-50

W
Wage and hour law, 52-55
Waiting list, 177
Waivers, 107-8
Walk-in closets, 27
Walking trails, 35
Warranties, 294
owner’s manuals and, 367-68
Water, use of, 280
Waterbeds, 85
insurance for, 85
resident policies on, 251
Water leaks, 296
Water supply and sewer lines, 277

Weapons, employee policies on, 59

Wearing it out, 313-14

Website, 72-73

Wide-angle viewers, 75

Wind, damaged caused by, 249

Window coverings in apartments,
291-92

Window washing, 305

Wireless systems, 35, 304

Workers” compensation, 332-33

Working drawings, 368

Y
Year-by-year comparisons, 352
Yellow pages, 152

z

Zero-lot-line developments, 6



