
xi

Contents

Introduction xxiii

Getting Started xxiv

Three Housing Groupings xxiv

Location xxvii

Chapter 1 Ownership 1

Forms of Ownership 2

Partnerships 2

Joint Ventures 3

Corporate Ownership 4

Insurance Companies and Lending Institutions 4

Real Estate Investment Trusts 5

Common Interest Real Estate 6

Foreign Ownership 7

Ownership Goals 7

Periodic Income 8

Appreciation in Value 9

Control of Investment 9

Pride of Ownership 10

For Use by Owner 10

Financing Leverage 10

Income Tax Shelter 11

Hedge on Infl ation 11

Ownership Disadvantages 12

Chapter 2 Management 13

Types of Managers 15

Site Manager 15

Property Manager 15

I5037.indb   xiI5037.indb   xi 2/27/09   8:12:01 AM2/27/09   8:12:01 AM



xii  Practical Apartment Management

Executive Property Manager 16

Asset Manager 16

The Management Agreement 17

Powers 17

Independent Contractors 18

Obligations 19

Associated Risks 19

Compensation 20

Termination or Cancellation 21

Chapter 3 Rental Housing 23

Accessibility 24

Universal Design 25

Basic Needs 25

Unit Size, Area, and Layout 26

Unit Mix 27

Apartment Numbering 29

Nonyield Space 29

Rental Cycles 30

Design Aspects, Updating, and Variety 30

Architectural Design 31

Retrofi ts 32

Add-Ons 32

Chapter 4 Extra Features 33

Leisure and Recreational Facilities 33

Convenience Features 35

Hours of Operation 36

Security Precautions 37

Chapter 5 Staffi ng 38

Hiring 38

Screening Job Applicants 38

Matching the Individual to the Job 41

Finding Qualifi ed People 42

Job Descriptions 43

Employee Policies 43

Scheduling 43

Scheduling and Staffi ng Alternatives 44

Living On Site versus Off Site 45

Posting Notices, Keeping Records 47

Licensing 49

Compensation 49

I5037.indb   xiiI5037.indb   xii 2/27/09   8:12:01 AM2/27/09   8:12:01 AM



Contents  xiii

xiii

Salary and Wage Adjustments 52

Incentives and Bonuses 52

Wage and Hour Law 52

Reporting to Work and Breaks 55

Holidays 55

Vacations 56

Death of a Relative 56

Sick Days and Personal Days 57

Employee Health Insurance 57

Education and Tuition 57

Professional Memberships 58

Uniforms 58

Employee Identifi cation 58

Tools 59

Radios, Cell Phones, and Electronic Devices 59

Weapons 59

Personal Hygiene 59

Controlling Employee Purchases 60

Gifts, Kickbacks, and Commissions 60

Pilfering and Petty Theft 61

Managing Your Staff 62

Employee Turnover 62

Staff Communications 64

Building Morale 64

Employee Burnout 65

Employee Termination 66

Labor Unions 67

Chapter 6 Business Decisions and Requirements 68

Offi ce Considerations 68

Offi ce Location 68

One Offi ce versus Two 69

Offi ce Appearance 70

Offi ce Hours 70

Automated Telephones 71

Website 72

Security and Protection Issues 73

Locks and Keys 74

Entry Restriction 75

Other Devices and Equipment 75

Property Patrols 75

Video Surveillance 76

I5037.indb   xiiiI5037.indb   xiii 2/27/09   8:12:01 AM2/27/09   8:12:01 AM



xiv  Practical Apartment Management

Management Involvement 76

Police Involvement 76

Safety and Health Concerns 76

First Aid 77

Safety Equipment and Related Requirements 77

Laws, Rules, and Regulations 78

Chapter 7 Leasing Policies 79

Resident Selection 79

Fast In, Fast Out 80

Automobile Insurance 81

Shaping Resident Mix 81

The Application Process 86

The Application Form 86

The Application Deposit 91

The Credit Check 92

Checking Credit and Background Information 93

Security Deposits 95

Chapter 8 The Lease Agreement 97

Terms of Occupancy 98

Parties to the Agreement 98

Identifi cation of the Premises 99

Rent 99

Lease Term 102

Security Deposit Acknowledgment 102

Special Provisions 103

Other Common Lease Clauses 105

Chapter 9 Market Strategy 110

Market Identifi cation 111

Current Residents Tell a Story 111

Using a Marketing Map 112

Competition 116

Knowing the Market 117

Developing a Procedure and Evaluation Form 117

Time to Visit the Neighbors 119

Learn from the Pros 120

Chapter 10 Rental Tools 122

Identity 122

Signage 123

Billboards 124

I5037.indb   xivI5037.indb   xiv 2/27/09   8:12:01 AM2/27/09   8:12:01 AM



Contents  xv

Directional Signs 124

The American Flag 124

The Permanent Entry Sign 125

Other Identifi cation Signs 125

Informational Signs 128

The Rental Information Center 128

Brochures and Collateral Material 129

Newsletters 131

Model Apartments 131

Select the Number of Models 132

Use a Less-Desirable Unit 132

Stay Close to the Offi ce 133

Choose First-Floor Units 133

Use Quality Decor 133

Do a Complete Decorating Job 134

Be Willing to Rent the Model 135

Forget the Mood Music 135

Maintain the Model’s Condition 135

Be Prepared to Close Models 136

Public Relations 137

Rent-Up Specialists 138

Chapter 11 Internet Marketing 139

The Online Apartment Search 139

Pitfalls to Avoid 141

Benefi ts of Internet Advertising 142

Making Your Site a Success 142

Chapter 12 Attracting Prospects 144

Improving Curb Appeal 144

Establish the Property’s Boundaries 145

Vary the Topography 146

Clearly Defi ne the Entryway 146

Use Night Lighting 146

Marketing Aids 147

Newspaper Ads 147

Apartment Directories 148

Locator Services 148

Radio 149

Television 149

Event Programs 150

Direct Mail 151

The Yellow Pages 152

I5037.indb   xvI5037.indb   xv 2/27/09   8:12:02 AM2/27/09   8:12:02 AM



xvi  Practical Apartment Management

Handbills and Flyers 153

Airport Displays 153

Benches 153

Banners 153

Human Directionals 154

Transit Ads 154

Miscellaneous Advertising 155

Traffi c Builders 155

Premiums 155

Giveaways 155

Celebrity Appearances 155

Charitable and Public Service Activities 156

Trips and Contests 156

Chapter 13 Meet the Prospect, Rent the Apartment 158

The Prospect’s Search 158

Getting Started 158

Scouting 160

Commitment 161

Initial Contacts 161

Telephone or Internet Inquiries 162

Recording Prospect Information 164

Preparing for the Visit 165

Helping versus Selling 165

Product Knowledge 166

Planning Prospect Tours 166

Collateral Packages 169

Guest Cards 169

Renting the Apartment 170

The Leasing Presentation 170

Debriefi ng 174

Follow-Up Action 176

The Waiting List 177

Evaluating Results 177

Prospect Traffi c 177

Value for the Money 177

Persuasion 178

Prospect Conversion Ratio 178

Property “Shopping” 178

Setting Goals 179

Final Checks 180

I5037.indb   xviI5037.indb   xvi 2/27/09   8:12:02 AM2/27/09   8:12:02 AM



Contents  xvii

Chapter 14 Types of Residents 181

Renters by Choice 182

Empty-Nesters 183

Career Professionals 183

Senior Citizens 183

Renters by Circumstance 184

Sundowners 185

Families with Children 185

One- and Two-Person Households 185

Immigrants 186

Those Divorced and Divorcing 186

Students 186

Income Groups 187

Low-Income Group 187

Limited-Income Group 188

Adequate-Income Group 188

Ample-Income Group 189

Chapter 15 Setting and Adjusting Rents 191

Setting Rents for the First Time 191

Pattern Pricing 192

Square Feet Pricing 192

Comparison Analysis 193

Best-of-Type Pricing 194

Status and Rent 195

Views 196

Absorption Rate and Rent Level 197

Comparing Pattern Pricing with Best-of-Type 

Pricing 197

Making Adjustments 198

Upward Adjustments 198

Downward Adjustments 199

Concessions 200

Raising Rents in Established Properties 204

Vacancies 206

Concessions 206

Delinquencies 206

New Construction 207

Evaluating the Rent Increase Climate 207

Determining Rent Increases 208

First Increase 208

Income Group Infl uence 209

I5037.indb   xviiI5037.indb   xvii 2/27/09   8:12:02 AM2/27/09   8:12:02 AM



xviii  Practical Apartment Management

i

Amount of Last Increase 210

Typical Rent versus Street Rent 211

Chapter 16 Money Matters 217

Real Estate Economics 217

Property Valuation 217

Property Indebtedness 219

Annual Mortgage Loan Constant 222

Additional Investment Terminology 222

Street Rent 222

Gross Possible Income 223

Reference to Rent Amount 223

Vacancy and Collection Losses 223

Unscheduled, Sundry, or Ancillary Income 225

Effective Gross Income 225

Operating Expenses 225

Net Operating Income 226

Reserves and Capital Expenditures 226

Chapter 17 Rent Collections and Guidelines 227

Rent Collections 227

Fair Debt Collection Practices Act (FDCPA) Recap 229

Rent Payment Guidelines 230

A Matter of Habit 230

Making the Policy Known 230

Rent Bills 231

Paying at the Site Offi ce 231

Lock Boxes 231

Forms of Payment 231

Advance Payments 233

Penalty Charges 233

Discounts 234

Contests 234

Excuses 234

Payment Plans 234

Damage Deductions 235

Settling in Court 235

Gauging Delinquencies 235

Chapter 18 Resident Relations 237

Resident Satisfaction 237

Transactions 237

Events 238

Life Experiences 238

I5037.indb   xviiiI5037.indb   xviii 2/27/09   8:12:02 AM2/27/09   8:12:02 AM



Contents  xix

Resident Services 243

The Resident Guidebook 243

Neighborhood Information 250

Resident Policies 251

Auto Repairs 251

Pets 251

Stereos and Musical Instruments 251

Waterbeds 251

Guests 251

Resident Abuse and Damage 252

Damage Caused by Residents 253

Illegal and Immoral Uses 253

Resident Additions and Modifi cations 254

Door-to-Door Sales and Canvassing 254

The Move-Out Inspection and Security Deposit 

Return 255

Resident Rights 256

Tenant Organizations 257

Arbitration 258

Chapter 19 Length of Stay 259

Tracking the Details 259

Calculating Turnover 261

Turnover Costs 263

What Makes Residents Leave? 266

Relocation 266

Home Purchase 266

Lifestyle Changes / Health Issues 267

Management- and Property-Related Issues 267

Improving Occupancy Durations 268

Lease Renewals 269

Renewal Rewards 269

Security Deposit Reductions 270

Chapter 20 Maintenance 271

New versus Existing Buildings 271

Curb Appeal 272

Getting Acquainted with the Property 273

Documenting Property Assets 274

Conducting a Maintenance Inspection 278

Landscaping 278

Paved Areas 281

Outdoor Lighting 282

I5037.indb   xixI5037.indb   xix 2/27/09   8:12:02 AM2/27/09   8:12:02 AM



xx  Practical Apartment Management

Rubbish and Recycling 283

Garbage Chutes 284

Directories, Intercoms, and Mailboxes 284

Entryways, Lobbies, and Corridors 285

Furnishings, Plants, and Artwork 285

Elevator Cabs 285

Floor Mats 286

Floor Coverings 286

Indoor Lighting 287

Exits and Exit Signs 288

Fire Extinguishers and Fire Hoses 288

Odors 288

The Apartment 289

Market-Ready Units 290

Window Coverings 291

Floor Coverings 292

Ongoing Maintenance of the Property 293

Maintenance and Equipment Rooms 294

Warranties 294

Purchasing and Job Specifi cations 294

Periodic Maintenance 296

Accessing Apartments 297

Painting 298

Mold and Mildew Control 300

Pest Control 301

Snow and Ice Control 301

Inspection Checklists 303

Property Staff versus Outside Personnel 303

Service Contracts 305

Deferred Maintenance 305

Supplies and Equipment 306

Getting the Right Start 308

Chapter 21 Upgrading and Renovations 310

Planning Ahead 311

Categories of Improvements 311

Wear It Out or Upgrade 313

Remodel or Demolish 314

Changes in Housing Styles 315

Variety and Change 316

Testing Your Rents 318

Boosting Morale 318

Four Levels of Rehab 319

One Unit at a Time 319

I5037.indb   xxI5037.indb   xx 2/27/09   8:12:02 AM2/27/09   8:12:02 AM



Contents  xxi

The Facelift 319

The Overall Upgrade 320

The Major Renewal 320

Rehab Examples 321

Quick and Simple 321

Daring, Expensive, and Long-Lasting 322

An Enlightened Developer 322

Chapter 22 Insurance 324

All-Risk Coverage 326

Insuring Against Property Loss 326

Optional Coverage 327

Deductibles 328

Volume Purchases 329

Insuring Against Other Claims 329

Liability Coverage 329

Workers’ Compensation 332

Handling Insured Losses 333

Report All Incidents 333

Do Not Volunteer 334

Do Not Admit Liability 335

Know Your Public Adjuster 335

Protect the Property 336

Insurance Adjustment and Restoration 336

Risk Management 337

Chapter 23 Budgeting and Planning 339

Budgeting 339

Types of Budgets 340

Replacement Reserves 344

Contingency 344

Preparing a Budget 345

Realistic Figures 345

Acceptable Variances 346

Budget Categories 346

Seasonality 347

Property Size 349

Property Age and the Budget 351

Budget Analysis 352

Budget Slippage 352

Year-by-Year Comparisons 352

Percentage of Income 352

Cents (or Dollars) per Square Foot 353

I5037.indb   xxiI5037.indb   xxi 2/27/09   8:12:03 AM2/27/09   8:12:03 AM



xxii  Practical Apartment Management

Cost per Apartment 354

Cost per Plumbing Fixture 354

The Business Plan 355

Local Area Trends 355

Property Description, Condition, and Status 355

Comprehensive Resident Profi le 356

Exploration of Alternatives 356

Financial Consequences 356

Summary, Conclusion, Recommendation, 

and Implementation 356

The Management Plan 357

Chapter 24 Accounting and Recordkeeping 358

Accounting 358

Types of Income 358

Security Deposit Funds 359

Owner’s Custodial Account 360

Accrual versus Cash Accounting 360

Purchase Orders 360

Bill Payments 361

Form 1099 363

Taxes and Reporting Forms 363

The Management Statement 364

Records 366

Leases 367

Warranties and Owners’ Manuals 367

Plans and Occupancy Certifi cates 368

Contracts 368

Correspondence and Memos to the File 368

Insurance Policies 369

Property Taxes 369

Employee Time Records 370

Canceled Checks, Deposit Receipts, and Copies 

of Paid Invoices 370

Backing Up Computer Records 371

A Final Word 371

Glossary 373

Index 399

I5037.indb   xxiiI5037.indb   xxii 2/27/09   8:12:03 AM2/27/09   8:12:03 AM


