





NAAEI Skill Standards

How Standards Work

The National Apartment Association Education Institute’s (NAAEI) mission
is to provide broad-based education, training and recruitment programs for
current and future apartment industry professionals. Consistent with this
mission, NAAEI facilitated the creation of skill standards for Maintenance
Technicians, Leasing Consultants, Portfolio Supervisors and Community
Managers. To support these skill standards, NAAEI conducted job-task
analysis studies in 2007 and 2008. The skill standards are based on the
validated definitions of essential tasks that can be applied to apartment
management careers.

The skill standards presented in this publication identify the knowledge
and skills needed by Maintenance Technicians, Leasing Consultants,
Portfolio Supervisors and Community Managers in high-performance
environments. The standards demonstrate to employees, job seekers
and students the performance capabilities they need to succeed in the
apartment industry.

The skill standards were developed with input from industry experts in
order to challenge and define the elements of work and skills that are
common among these industries. For workers, the standards increase
opportunities to transfer job skills and expand career opportunities
because the standards are applicable to companies of all sizes and
geographic locations. For employers, the standards provide a benchmark
for evaluating and improving their work process. NAAEI invites you to
integrate the skill standards into your own training, learning and employee
development programs.

The skill standards describe work in a best practice, high-performance
company at the level that means success for a worker in such a setting.
The standards were designed to capture the work commonly performed by
individuals. The skill standards address the work itself and the knowledge,
skills and abilities needed to perform successfully.

The skill standards emphasize the common elements shared by the job
within an area of work. The descriptions of the work have three parts:

* Critical Work Functions: The major responsibility of the work.

» Key Activities: The duties and tasks involved in carrying out a Critical
Work Function.

» Performance Indicators: Define a measureable means of determining
individual strengths and weaknesses on the job (key activities).
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Skill Standards for
Maintenance Technicians

Key Activities Performance Indicators

Key Activity 1.1 » Safety records show that the employee implements company policies
Performs maintenance and procedures concerning safety (e.qg., fire, emergency response, first-
activities in a safe and healthful aid, universal precautions, utility shutoffs, eye wash stations, safety
manner showers, Material Safety Data Sheets [MSDS]).

« Safety records indicate vendors are required to comply with regulations
and company safety requirements.

» Documentation indicates consistent compliance with regulations (e.qg.,
lock-out/tag-out, personal protective equipment, respiratory protection).

» Documentation indicates consistent compliance with regulations pertaining
to swimming pools and spas.

Key Activity 1.2 » Documentation indicates consistent compliance with regulations (e.g.,
Abides by company policies and  apartment modifications, accommodations, communication, service
Fair Housing regulations requests, vendor services).

» Observations indicate appropriate response to residents and prospects.

Key Activity 1.3 » Documentation indicates consistent compliance with permitting
Implements current local, requirements.

state, and national codes » Documentation indicates consistent compliance with applicable building
when performing codes (e.g., local, state, federal).

maintenance * Documentation indicates consistent compliance with regulations (e.qg.,

HVAC, plumbing, electrical, appliances) and requirements for licensure
or certification in trades.
* Safety records show periodic fire sprinkler inspections.

Key Activity 1.4 * Documentation indicates consistent compliance with environmental
Complies with local, state, and regulations (e.g., Environmental Protection Agency [EPA], waste
federal regulations concerning management, storm and waste water management).

environmental issues * Observations indicate regular and appropriate use of MSDS.

* Documentation indicates appropriate response when spills and other
problems occur.

* Documentation indicates essential precautions are taken for handling,
using, storing, and disposing of hazardous materials.

» Documentation indicates that residents are appropriately educated on
the requirements for disposing of hazardous materials and caring for
surfaces containing lead-based paint.




Key Activities Performance Indicators

Key Activity 1.5 » Documentation indicates consistent compliance with regulations, company
Identifies, recommends, and policy and procedure, and insurance requirements.

implements corrective measures ¢ Documentation indicates regular property inspections using established
that minimize personal and checklists and communication protocols.

property damage » Documentation indicates consistent compliance with the company key

control policy and procedures.

Key Activity 1.6 * Files contain sufficient documentation of inspections, incidents, service
Reports and documents requests and maintenance activities.

maintenance activities in » Files contain logs for pools, snow and ice removal, lights, vehicles, mold
adequate detail and refrigerants.

Key Activity 2.1 * Participates in daily meetings of the maintenance team to organize and
Actively participates in daily assign duties.
meetings of the maintenance » Meeting agendas indicate appropriate topics are addressed, adequate
team to organize and assign knowledge of facility needs, company policy and objectives, and effective
duties time management.

» Observation indicates leadership ability and knowledge of staff

capabilities.

Key Activity 2.2 » Appearance of the facility(ies) is consistent with company standards.
Maintains curb appeal » Documentation indicates that opening and closing procedures are

followed routinely.
* Documentation indicates that issues related to safety and hazards are
observed, noted and dealt with appropriately.

Key Activity 2.3 * Documentation indicates that recreational facilities are inspected and
Maintains recreational facilities maintained so they operate as intended.
» Documentation indicates consistent compliance with policies for operating
and maintaining lighting, locks, and other components of common areas.
* Documentation indicates that water in pools, spas and other
water features are treated appropriately.

* Service request records indicate that corrective measures are consistent

Key Activity 2.4 with the basic principles of electrical, plumbing, mechanical, irrigation,
Responds to maintenance HVAC, carpentry, painting and drywall, roofing, flooring, and appliance
requests competently systems.

* Observation of the facility(ies) indicates safe and effective pest control.

* Observation of the facility(ies) indicates that landscaping adheres to
company policy and requirements for the safe and effective use of
landscaping chemicals and equipment.

* Follow-up records with residents indicate satisfactory customer service.

* Documentation indicates consistent compliance with company policies
concerning locks and keys.




Key Activities Performance Indicators

Key Activity 2.5 » Manages vendors and vendor services.
Manages vendors and vendor * List of company-approved vendors is kept up to date with evaluation of
services quality and timeliness of vendor services.

» Documentation indicates compliance with company procedures for
specifying work to be performed by vendors.

» Documentation indicates inspection of vendor projects with appropriate
feedback to vendors.

Key Activity 2.6 * Brings apartment homes to ready-to-rent status.
Brings apartment homes to » Documentation indicates consistent compliance with company policy,
ready-to-rent status procedure, and standards related to ready-to-rent maintenance services.

» Records indicate that ready-to-rent services are consistent with the
basic principles of electrical, plumbing, mechanical, irrigation, HVAC,
carpentry, painting and drywall, roofing, flooring, pest control, landscaping,
appliance, electronic device, and locking systems.

* Documentation and observation indicate appropriate use of parts,
materials and tools.

» Documentation indicates appropriate management of timelines, vendors
and maintenance staff.

Key Activity 2.7 * Manages a program of preventive maintenance.
Manages a program of preventive ¢ Documentation indicates consistent compliance with the company’s
maintenance policy and procedure related to preventive maintenance.

» Documentation indicates consistent compliance with pertinent codes and
regulations and manufacturer guidelines.

* Records indicate that preventive maintenance services are consistent
with the basic principles of electrical, plumbing, mechanical, irrigation,
HVAC, carpentry, painting and drywall, roofing, flooring, pest control,
landscaping, appliance, electronic devices and locking systems.

Key Activity 3.1 » Documentation indicates training offered by competent sources addresses
Follows an ongoing program the needs of the individual and company.

that builds professional and » Observation indicates ethical dilemmas are resolved in accordance with
technical skills prevailing standards of conduct.

* Observation indicates patterns of behavior are appropriate within the
apartment community.

* Observation indicates that newly acquired knowledge and skill are
applied on the job.




Key Activities

Performance Indicators

Key Activity 3.2
Automates work when
possible

Key Activity 3.3
Serves as a positive role
model

Key Activity 3.4
Demonstrates appropriate
patterns of behavior,
communication, and
appearance

Key Activity 3.5
Communicates effectively with
various internal and external
customers

Key Activity 3.6

Cooperates with and
demonstrates respect for team
members

Key Activity 3.7
Provides targeted and
effective on-the-job training

» Observation indicates compliance with company policy and procedures
concerning the use of computers.

» Observation indicates facility with word processors, spreadsheets,
databases.

* Observation indicates facility with the Internet, including search engines,
accessing credible Web sites, common procedures for ordering equipment
and supplies online, and online training.

* Observation indicates facility with electronic mail systems.

* Observation indicates facility with common computer hardware.

» Observation indicates support for the company’s mission, vision, culture
and core values.

* Team member comments indicate appropriate leadership and sound,
mature judgment.

» Observation indicates support for the company’s mission, vision, policies,
procedures, and prevailing standards for behavior and appearance.

» Observation indicates a positive attitude about compliance with Fair
Housing, EEOC, and other employment laws and regulations.

* Clothing, behavior, and communication are appropriate for job
responsibilities, including supervisory duties.

» Observation indicates communication is appropriate for different situations
and individuals.

» Feedback from various individuals (residents, co-workers, supervisors)
indicates clear understanding and productive relationships are achieved.

» Observation indicates that company standards for communication are
met consistently.

» Observation indicates behavior is consistent with company policy,
procedure, culture and core values.

» Observation indicates behavior is consistent with owner’s objectives.

» Feedback from team members indicates effective team building, motivation,
coaching and mentoring.

* Observation indicates effective leadership.

* Documentation indicates that on-the-job training meets the skill deficits
of team members.

* Feedback indicates on-the-job training is individualized to team members’
learning styles.

» Observation indicates effective use of a variety of teaching styles (e.qg.,
learning by doing, hands-on learning).

* Observation indicates effective coaching and mentoring.

* Observation indicates effective assessment of team member needs and
learning through on-the-job training.



Key Activities

Performance Indicators

Key Activity 3.8

Builds effective team by
participating in the hiring
process

Key Activity 4.1
Coordinates capital projects
effectively

Key Activity 4.2
Estimates time and material
effectively

Key Activity 4.3
Manages the bidding process
fairly and effectively

Key Activity 4.4
Displays permits as required

» Observation indicates that employment recommendations are consistent
with the owner’s goals and objectives, company policy, procedure,
culture and core values.

» Documentation indicates consistent compliance with the company’s
established hiring and interviewing process.

» Documentation indicates consistent compliance with applicable
employment laws and regulations.

» Observation indicates that hiring recommendations meet the skill needs
of the team.

* Project documentation indicates knowledgeable analysis of existing
assets, materials and systems.

 Specifications indicate understanding of materials and methods that are
appropriate to capital needs and objectives.

» Observation indicates competent reading of blueprints and other project
documents.

» Observation indicates effective communication of project elements to
owner.

* Project documentation indicates consistent verification of measurements
and materials specified by contractors and team members.

* Observation indicates knowledge of market conditions as they affect the
availability and pricing of goods and services.

» Documentation indicates knowledge of specialized equipment and
regulations.

» Documentation indicates consistent compliance with budget limitations.

* Documentation indicates consistent compliance with prevailing business
ethics, bidding process and bidding procedures.

* Observation indicates familiarity with qualified and experienced contractors
in the community.

» Documentation indicates correct implementation of prequalification
procedures.

» Observation indicates the evaluation of bids relative to the expressed
scope of work and selection criteria.

» Observation indicates effective use of negotiation strategies.

* Observation indicates reasonable understanding of common terms of
contracts.

» Documentation indicates permits are displayed in compliance with codes
and regulations.

* Documentation indicates appropriate pre-inspections to ensure projects
meet codes and regulations.



Key Activities Performance Indicators

Key Activity 4.5 « Documentation indicates compliance with procedures for confirming and
Checks material specifications accepting deliveries.
to confirm deliveries » Observation indicates deliveries are communicated appropriately.

» Documentation indicates essential knowledge of project specifications,
material needs and schedules.

Key Activity 4.6 » Observation indicates frequent inspection of projects relative to the
Supervises projects and planned scope of work, quality requirements and deadlines.
contractors effectively » Documentation indicates communication with contractors is sufficiently

frequent and focused on issues and concerns.
» Documentation indicates appropriate response when safety violations occur.
» Observation indicates skill in managing contractors, vendors and team

members.
Key Activity 4.7 » Communication indicates thorough knowledge of project components.
Communicates with project » Observation indicates communication is appropriate for different
stakeholders to ensure individuals, purposes and settings.
understanding and resolve  Observation indicates thorough understanding of company objectives,
issues requirements, risks and standards.
» Documentation indicates concern for appropriate management of risk
and liability.
» Observation indicates a desire to solve problems.
Key Activity 4.8 » Documentation indicates thorough inspection of completed projects,
Approves final payments after using project specifications and contract documents, before authorizing
inspection of completed payment.
project » Observation indicates a desire to solve problems.

* Observation indicates ability to communicate effectively with various
individuals in a variety of settings.

» Documentation indicates consistent compliance with established approval
procedures.

Key Activity 5.1 » Observation indicates facility with computers.

Identifies trends, researches  Observation indicates understanding of the components of a budget,
new technologies and makes construction practices, current technologies, property history and trends,
informed recommendations and owner’s goals and objectives.

» Documentation indicates consistent compliance with established
procedures for recommending projects.

» Documentation indicates ability to extract meaningful information from
property history and trends and make realistic forecasts about economic
trends and the needs of the property and company.

» Documentation indicates accuracy in performing typical budget calculations.




Key Activities

Performance Indicators

Key Activity 5.2
Manages the maintenance
budget effectively

Key Activity 5.3
Makes cost effective
repair/replace decisions

» Documentation indicates accuracy in tracking expenditures.

* Observation indicates accurate interpretation of common financial
reports.

» Documentation indicates careful monitoring, accurate forecasting, and
reasonable decision making as adjustments are required.

» Observation indicates consistent application of the owner’s goals and
objectives.

» Observation indicates reasonable control over expenses and inventory.

* Observation indicates thorough understanding of company policy and
procedure, quality standards and the needs of residents.

» Documentation indicates well reasoned analysis of the cost of parts,
repairs, scheduling options and labor relative to the life expectancy of
various options and products.

» Documentation indicates reasonable decision making that balances the
needs and concerns of stakeholders.



Skill Standards for
Leasing Consultants

Key Activities Performance Indicators

* Internal assessment reports indicate understanding of the purpose of an
internal assessment and relevant principles (e.g., supply and demand).

* Internal assessment reports indicate the use of appropriate resources
and tools.

* Internal assessment reports indicate the use of appropriate strategies
for gathering and analyzing data and drawing conclusions.

* Internal reports indicate the use of appropriate technology.

Key Activity 1.2  External assessment reports indicate understanding of the purpose of
Conduct an external assessment an external assessment and relevant principles (e.g., supply and demand).
of competitive products, prices, < External assessment reports indicate the use of appropriate resources
people and promotions and tools.
» External assessment reports indicate the use of appropriate strategies
for gathering and analyzing data and drawing conclusions.
 External reports indicate the use of appropriate technology.

» Marketing tools indicate understanding of factors that impact financial
performance.

» Marketing tools indicate the use of appropriate market data and strategies
for its interpretation.

Key Activity 1.4 * Resource tool(s) include floor plans, prices, availability and other
Compile a personalized and appropriate information.

comprehensive community * Resource tool(s) are effective and efficient.

resource tool * Resource tool(s) are maintained on an ongoing basis to ensure accuracy.

* Resource tool(s) indicate use of appropriate technology.

* Networking indicates the use of interpersonal communication and
networking strategies.

* Networking indicates understanding of confidentiality obligations.

» Calendars indicate participation in networking opportunities (e.g.,
apartment association events, attending open houses).
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Key Activities Performance Indicators

» Marketing strategy indicates understanding of strategic analysis and use
of appropriate sources of data (e.g., SWOT [Strengths, Weaknesses,
Opportunities and Threats], marketing surveys).

» Marketing strategy indicates use of appropriate marketing and industry
terminology.

» Marketing strategy includes an accurate understanding of the competition.

» Marketing strategy indicates the use of appropriate technology.

Key Activity 2.2 * Activity logs indicate understanding of the marketing goals and strategies
Work to achieve marketing goals  of the community.

» Observation indicates commitment to goals.

» Marketing strategies are consistent with available resources and budget.

» Observation indicates knowledge of the surrounding area (e.qg., preferred
employers, current and targeted resident demographics, amenities,
resources of the region, regional economic development plans and
materials).

» Observation indicates effective networking with organizations in the
region.

* Activity logs indicate effective planning (e.g., use of marketing collateral,
organization and documentation of marketing calls).

Key Activity 2.4 * Periodic reports indicate understanding of marketing goals and strategies.
Evaluate the marketing plan’s * Observation and periodic reports indicate effective use of an appropriate
effectiveness prospect management system.

* Periodic reports indicate understanding of statistical data related to site
traffic trends, existing marketing campaigns and tools.
* Periodic reports indicate the use of appropriate technology.

» Marketing goals are consistent with ongoing analysis and trends.

» Observation indicates effective brainstorming and testing of new
strategies.

» Marketing strategies are consistent with current goals and trends.

» Marketing strategies are consistent with available resources and budget.

Key Activity 3.1 » Work orders filed with the maintenance department indicate daily
Inspect tour routes, vacant and monitoring.

leased homes, and common » Work orders indicate understanding of curb appeal, company policy and
areas daily procedure, community standards and the importance of details.
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Key Activities Performance Indicators

* Observation indicates effective knowledge of the product, confidentiality
requirements and Fair Housing regulations.

» Observation indicates effective use of interpersonal communication
(e.g., personal appearance and demeanor, techniques for gathering
information, cultural competence, effective listening).

* Sales logs indicate effective use of documentation strategies.

Key Activity 3.3 » Documentation indicates understanding of qualifying criteria, company
Qualify prospective residents in policy, and relevant laws and regulations (e.g., Fair Credit Reporting Act
accordance with rental policy [FCRA], Fair Employment and Housing Act [FEHA]).

* Documentation indicates use of appropriate sources of information
(e.g., credit reports, criminal history, tax records).

» Documentation indicates appropriate communication.

» Documentation indicates the use of appropriate technology.

* Observation indicates the use of appropriate demonstration techniques
and product knowledge.
* Observation indicates reference to known needs of the customer.

Key Activity 3.5 » Observation indicates a request for feedback from the customer.
Evaluate customers’ commitment ¢ Observation indicates effective interpretation of customers’ verbal and
level nonverbal cues.

» Observation indicates recognition of typical buying signals.

» Observation indicates understanding of typical stalls and objections as
well as the difference between stalls and objections.

* Observation indicates the use of problem solving techniques and other
strategies for overcoming stalls and objections.

* Observation indicates appropriate empathy with customers.

Key Activity 3.7 * Observation indicates appropriate timing and strategy in closing sales.
Ask customers to hold an » Observation indicates appropriate timing and strategy in managing
apartment rejection.

» Documents and financial records indicate understanding of policies
related to handling various forms of payment.

» Documentation indicates understanding of company policy, process for
preparing apartment for move in, and follow-up activities.

* Documentation indicates communication of a realistic and appropriate
timeline for essential events and move in.

* Documentation indicates effective coordination of move-in resources, as
well as information packets.
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Key Activities Performance Indicators

» Documentation indicates understanding of company policy, process for
preparing apartment for move in, and follow-up activities.

« Documentation indicates communication of a realistic and appropriate
timeline for essential events and move in.

» Documentation indicates effective coordination of move-in resources, as
well as essential forms and information packets.

Key Activity 3.9 » Documentation indicates measurement of closing ratios and/or
Evaluate personal sales conversion ratios.
performance » Documentation indicates the use of feedback from prospects, company
expectations, and experience with customers in evaluating personal
performance.
» Documentation includes appropriate goals for improvement and action
plans.
» Observation indicates implementation of appropriate change in sales
strategy.

« Documentation of interaction with current and prospective residents
indicates knowledge and consistent application of the law.

» Observation of interaction with current and prospective residents
indicates consistent application of the law.

Key Activity 4.2 » Documentation indicates compliance with Fair Housing and consistent

Ensure potential residents’ qualifying standards as well as company policy and procedure.

understanding of rental criteria  « Observation indicates clear and consistent communication about qualifying
standards, the rental process, and company policy and procedure.

» Documentation indicates implementation of company credit screening
policy and procedure.

» Documentation indicates understanding and application of community
standards and FCRA requirements.

» Documentation indicates the use of established screening models

» Documentation and observation indicate appropriate communication of
approval or denial decisions.

» Documentation and observation indicate the use of appropriate hardware
and software.

Key Activity 4.4 » Lease agreements comply with laws pertaining to the execution of

Prepare lease agreements in contracts.

accordance with established * Lease agreements include essential components.

policy and procedure » Lease agreements comply with standards and company policy and
procedure.

» Observation indicates clear and accurate communication about the
components of lease agreements.
 Lease agreements indicate the use of appropriate technology.
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Key Activities Performance Indicators

» Documentation indicates that appointments are made with customers for
the execution of lease agreements.

» Observation indicates understanding of the components of lease
agreements and laws related to their execution.

» Observation indicates clear and consistent communication with
customers about lease agreements.

Key Activity 4.6 * Documentation and observation indicate recognition of potential liability
Report incidents, maintain exposure (e.g., risk events, privacy).

documentation, and take » Documentation indicates compliance with reporting requirements.
corrective action in compliance ¢ Documentation indicates cooperation with others as required to address
with applicable law, regulation, exposure and resolve identified issues.

and company policy » Documentation indicates clear and consistent communication related to

the exposure.
» Documentation indicates the use of appropriate hardware and software.

» Documentation indicates compliance with company fiscal policy and
procedure and recognition of the financial impact of actions.

* Documentation and observation indicate commitment to community
standards, personal and team goals, and financial expectations.

* Observation indicates personal initiative in maximizing revenue and
efficiency.

Key Activity 5.1 » Documentation indicates the ongoing assessment of resident concerns
Offer personalized service to as well as an appropriate response.
residents » Observation indicates appropriate customer service that complies with

community standards and company policy and procedure.

» Observation indicates that interpersonal verbal and nonverbal
communication is accurate and appropriate, and accounts for cultural
differences appropriately.

» Observation indicates appropriate customer service that complies with
community standards and company policy and procedure.

» Observation indicates that interpersonal verbal and nonverbal
communication is accurate and appropriate, and accounts for cultural
differences appropriately.

* Activity logs indicate appropriate follow through on commitments to
residents.

» Observation indicates creation of “win-win” situations with residents.

14



Key Activities

Performance Indicators

Key Activity 5.3
Respond to issues that affect
resident satisfaction

Key Activity 5.5
Create an ongoing sense of
community

» Observation indicates appropriate customer service that complies with
community standards and company policy and procedure.

* Activity logs indicate appropriate communication with the maintenance
department and vendors as required to resolve residents’ concerns.

* Activity logs and observation indicate the use of appropriate strategies
for resolving conflict.

* Observation indicates appropriate and empathic communication with
residents.

* Activity logs and work orders indicate knowledge of company policy and
procedure, community standards and maintenance terminology.

* Activity logs and work orders indicate follow through on service requests
and commitments to residents.

* Activity logs indicate promotion of amenities and activities that are
meaningful to residents and increase interaction among residents.

* Activity logs and observation indicate understanding of resources of the
property and region, company policy (e.g., alcohol) and budget, and
legal requirements.

* Activity logs and observation indicate understanding of resident
preferences.

* Activity logs and observation indicate clear and effective communication
with residents to promote an ongoing sense of community.

» Documentation indicates compliance with company policy and procedure
related to the renewal process.

» Documentation indicates understanding of renewal options and market
conditions.

» Observation indicates clear and effective communication with residents
about renewal.
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Skill Standards for

Key Activities

Key Activity 1.1

Recruits candidates by
implementing hiring strategies
that will result in the selection of
high-performing employees

Key Activity 1.2

Improves employee performance
through team building, career
development, coaching and
feedback in order to foster
employee engagement and
longevity and to meet operational
goals

Key Activity 1.3

Addresses employees’
performance and behavior
deficiencies by reinforcing job
standards with counseling in
order to improve organizational
effectiveness

Performance Indicators

* Hiring records indicate the use of appropriate recruitment sources and
methods, employee screening processes, and interviews, as well as
consistent compliance with laws pertaining to the selection of employees
(e.g., EEO, ADA, FCRA, FACTA).

» Documentation indicates consistent compliance with the creation and
implementation of well-defined job descriptions, job performance
standards and orientation materials.

« Hiring records indicate reasonable decision making about employee
compensation.

* Hiring documents include thorough and appropriate tools (e.g., interview
guides, referral programs, job descriptions, sample offer letters,
reference checking procedures).

» Training records indicate the consistent use of appropriate methods of
employee training, development, and retention taking different learning
styles and individual differences into account.

» Documentation indicates that appropriate needs and gap analyses are
performed to identify appropriate performance and development
interventions.

» Human resources records indicate the use of an appropriate performance
management process that incorporates continuous feedback while setting
performance standards and goals.

* Documentation indicates the appropriate use of coaching and mentoring
for staff's development of both technical and interpersonal/leadership
skills (e.g., time management, team building, delegation techniques,
communication, diversity).

* Human resources documentation (e.g., forms, policies, procedures)
indicates a performance improvement plan to address performance issues.

* Human resources documentation indicates compliance with legal
requirements, company policies and best practices concerning the
discipline and/or termination of staff.
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Key Activities

Key Activity 1.4

Maintains positive stakeholder
relationships by communicating

effectively (both in writing and
verbally) in order to minimize

conflict and misunderstandings

Key Activity 1.5

Demonstrates ethical behavior by
identifying and avoiding situations

that challenge standards of
conduct in order to mitigate
conflicts of interest and other
inappropriate actions

Key Activity 2.1

Identifies sources of data and
research needed to prepare
the annual operating budget
in order to meet established
owner objectives for financial
performance

Key Activity 2.2

Analyzes financial statements
in order to prepare reports for
stakeholders and make
appropriate operational
adjustments

Performance Indicators

» Documentation indicates the use of effective conflict management
techniques, including written and oral communication.

» Email records indicate the employee’s use of proper etiquette during
communication about information with which the employee may not
agree and when enforcing company policy.

» Documentation indicates compliance with company problem solving
techniques by adjusting communication style, thinking strategically and
representing the interests of stakeholders.

* Documentation indicates that the employee understands the difference
between law, ethics and morals.

* Records demonstrate that the employee recognizes the types of ethics in
vendor relationships and workplace harassment, and ways of treating
people appropriately and consistently.

» Documentation indicates the employee’s effective response to harassment
complaints (e.g., documentation, taking action immediately).

» Documentation indicates that the employee understands the important
components of a budget as well as the tools and software for constructing
budgets, operating statements and variance explanation reports.

» Work products and reports indicate that the employee uses appropriate
resources for research (e.g., Web searches, industry data) when exploring
current market conditions and economic indicators and when future
financial performance.

» Documentation indicates that the employee performs financial calculations
(e.g., turn-over percentage, operating expense ratio, bad debt percentage,
effective rent) in order to create a budget, present assumptions and
eventually explain variances.

» Documentation indicates that the employee understands accounting
methods, bookkeeping practices, general ledger reporting and the use of
property management software.

* Documentation indicates that the employee uses apartment valuation
methodologies correctly and understands the risks and motivations
associated with apartment investment.

« Documentation indicates that the employee is proficient in maximizing
revenues and controlling expenses to improve property Net Operating
Income (NOI).
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Key Activities

Key Activity 2.3

Interprets property results by
preparing required reports for
senior management company
personnel, lenders and
owners in order to track
progress toward property and
portfolio objectives

Key Activity 3.1

Manages due diligence
process by collecting data
and preparing a report in
order to make an acquisition,
disposition, or refinancing
recommendation to the
owner

Key Activity 3.2

Performance Indicators

» Documentation indicates that the employee is proficient in preparing
report contents and presents operating results with appropriate variance
explanation and proactive corrective measures as required.

» Observation indicates that the employee uses appropriate tools and
software to analyze property performance measurements, financial
operating statements, and other data sources, including historical operating
data.

* Observation and documentation indicate that the employee proactively
provides alternatives to improve performance, reforecast future financial
performance and improve staff performance.

» Documentation shows the employee references appropriate sources of
data for evaluation reports (including outside professionals), prepares
reports using materials gathered during the inspection process and
adheres to confidentiality requirements.

» Documentation indicates that the employee makes recommendations to
the property buyer or seller regarding future courses of action after
analyzing results.

» Documentation and observation indicate that the employee understands
multifamily ownership structures.

* Reports illustrate that market conditions as well as compliance
requirements (e.g., environmental, workplace safety, accessibility,
landlord-tenant) were examined and evaluated, identifying potential
liabilities, asset preservation issues, exit strategies and existing staff.

* Records show that retained employees are trained in the policies and

Establish a process for property practices of the new management company and residents are informed
takeover by developing schedules of the changeover in a timely manner.
and checklists in order to ensure ¢ Records indicate that the employee establishes priorities and delegates

a smooth and timely transition

takeover responsibilities to staff when managing a property takeover, all
while complying with local, state and national requirements, and the
terms and conditions of the takeover.

» Records illustrate that the employee effectively managed the process by
following documented procedures.
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Key Activities

Key Activity 3.3

Develops a capital improvements
plan in order to maintain market
position and meet ownership
objectives

Performance Indicators

Records indicate that the employee can differentiate between minor
rehabilitation and deferred maintenance needs and major capital
improvement needs by analyzing the real estate market and weighing
both functional and economic obsolescence conditions and property
needs.

Contract management documentation shows that the employee manages
time effectively when developing scopes and work and bid specifications,
analyzing bids, selecting appropriate vendors and negotiating contracts.
Documentation indicates that the employee is proficient in complying
with federal requirements and all applicable building codes and local
permit requirements when implementing physical improvements to an
establishment.

Key Activity 4.1

Identifies the potential areas of
risk on a property by ensuring
inspections are conducted and
action taken to minimize property
loss or personal injury

Key Activity 4.2

Minimizes legal risk and liability
by studying applicable laws,
regulations and company policies

Records indicate that property inspections to identify and mitigate risk
take place, and that necessary follow up procedures for controlling and
preventing loss are practiced, in order to ensure that sound risk
management practices and incident reporting procedures are in
compliance.

Documentation and observation indicate that the employee understands
responsibilities for communication with staff, residents and outside
parties.

Documentation indicates that the employee ensures the preparation of
an emergency response plan.

Documentation indicates that the employee ensures staff training needs
are identified and met concerning laws and applicable policy related to
Fair Housing and other legal or regulatory requirements.

Documentation indicates that the employee provides counseling and
coaching as necessary to improve performance.

Documentation indicates that the employee complies with and properly
references legislation regarding Fair Housing rights, equal employment
opportunity laws, workplace health and safety (e.g., OSHA, MSDS, EPA,
lockout/tagout), labor relations laws, proper occupancy standards,
regulatory compliance on local, state and federal levels.

Contract management documentation shows that the employee effectively
determines the scope of work and contract requirements and manages
the bid process and negotiations as required.

Documentation indicates that the employee is aware of all legal
commitments and ramifications of the American with Disabilities Act
(ADA), understands the concept of accessibility, and is effective when
addressing reasonable accommodation/ modification requests.
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Key Activities Performance Indicators

Key Activity 4.3 » Documentation indicates that the employee is knowledgeable of the
Prepares for regulatory agency types of assisted housing and the national and state requirements of
oversight of assisted housing each.

property operations by reviewing ¢ Documentation indicates that the employee identifies regulatory agency
applicable physical inspections, oversights appropriately and passes agency inspections and audits (e.g.,
financial reviews, and occupancy management reviews, physical inspections, file audits, occupancy
audits to ensure compliance with  audits) when responding to and remedying findings from agencies’
regulatory requirements inspections and audits.

Key Activity 5.1 « Documentation indicates that the employee has illustrated an
Identifies the reasons for property  understanding of operational and financial best practices through the
performance by analyzing process of accessing historical trends and benchmarks in the industry

operational and financial data in  as well as market conditions and other performance indicators.

order to implement either best » Documentation indicates that the employee evaluates the property

practices or corrective measures effectively by using site visit checklists, performing property audits,
establishing and comparing audited properties to performance benchmarks,
and identifying practices impacting overall property performance.

» Reports indicate that the employee understands forecasting methods
when evaluating future financial performance of properties, using occupancy
and the “Ps” of property (i.e., People, Product, Price, Promotion, Place).

» Documentation indicates that the employee evaluates and controls
expense categories and identify options for optimizing property

performance.
Key Activity 5.2 » Documentation indicates that the management company complies with
Ensures compliance with owner management agreement terms and conditions (e.g., Fair Housing,
and managing agent insurance, habitability, collections and disbursements, reporting).
responsibilities by reviewing * Records indicate that the employee adheres to owner objectives, owner
management agreements in representation as required in all negotiations, and communication

order to ensure legal compliance, requirements with all interested parties when evaluating property

maximum service and profitability — performance.

of the property » Documentation reflects outside party involvement as necessary and
appropriate.

Key Activity 5.3 * Reports indicates that the employee uses essential tools and software
Identifies significant key property  reporting capabilities and reports, such measures as occupancy
performance indicators to evaluate performance, a resident satisfaction, and property maintenance
and report property performance performance standards, in the owner’s required report format.
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Skill Standards for
Community Managers

Key Activities Performance Indicators

» The marketing plan describes the surrounding market (e.g., neighborhood,
demographics, economic data, competition) and attributes of the property
(e.g., strengths, drawbacks).

» The marketing plan details a well reasoned marketing strategy, including
techniques (e.g., outreach, promotions), media (e.g., Apartment Guide,
the Internet, newspaper), and production measurement tools.

* Regional and local markets, and strategies for positioning the property in
relation to them.

Key Activity 1.2 » The marketing plan links findings to the owner’s goals.
Update the marketing plan by » The marketing plan includes statistics describing sources of traffic, traffic
evaluating progress and making  achieved, and closing ratios, methods, and reporting to quantify plan
adjustments as necessary results and identify critical performance thresholds.

» The marketing plan specifies alternative and/or additional strategies.

* Interactions with sales team indicate knowledge of the leasing process.

* Interactions with sales team demonstrate knowledge of coaching and
motivation.

» Sales team performance indicates positive results from coaching,
motivation and leadership.

Key Activity 1.4 * Inspections of the marketing path indicate its cleanliness and good
Maintain continuing product condition.
readiness » Components of the marketing path illustrate the desirable features of the
property.
* Inspection records indicate the marketing path is inspected on a daily
basis.

* Inspections of property collateral and print media indicate accuracy,
timeliness and professional appearance.

* Documentation indicates compliance with applicable local, state and
federal regulations that impact sales and marketing.

» Documentation indicates compliance with regulations that pertain to the
disabled.

» Documentation indicates compliance with occupancy standards.

» Supervisory records indicate the use of professional judgment in
interactions with and decisions concerning potential residents.
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Key Activities Performance Indicators

Key Activity 2.1 » Documentation indicates compliance with company standards, policies
Present the company image to and procedures.

establish a positive reputation » Documentation and inspection indicate compliance with prevailing

and encourage retention standards for personal appearance and behavior.

« Documentation indicates that the community manager monitors the
compliance of property staff with company standards, policies, and
procedures and with prevailing standards for personal appearance and
behavior.

Key Activity 2.2 » Records of communication indicate that the community manager
Maintain consistent and ongoing adheres to applicable standards for business communication.
communication with residents » Documentation indicates the use of appropriate and effective strategies
for communicating with residents and other audiences.
» Documentation indicates that the Community Manager aligns the
medium for communication to the message and its audience.

Key Activity 2.3 * Feedback from residents indicates that appropriate customer service
Create a positive resident service principles prevail among all staff in communication, attitude and
atmosphere relationships with residents.

» Feedback from staff and other audiences indicates the community
manager models positive resident service.

* Observation and documentation indicate the use of effective customer
service principles and techniques.

* Observation and documentation indicate an understanding of resident
expectations for service.

* Feedback from pertinent audiences indicates the Community Manager
demonstrates emotional maturity and appropriate autonomy in decision

making.
Key Activity 2.4 » Observation and documentation indicate the use of effective conflict
Resolve issues effectively resolution techniques.

» Documentation indicates that the Community Manager makes decisions
independently within the bounds of his/her established authority.

* Feedback from residents indicates a satisfactory level of resident
satisfaction and issue resolution.

* Records of communication indicate that vehicles for feedback have been
regularly used to measure customer satisfaction levels.

» Documentation indicates that appropriate action on feedback has been taken.

Key Activity 2.5 * Documentation indicates compliance with local, state and federal Fair
Provide fair and equitable Housing laws and regulations.

treatment for applicants and * Documentation indicates compliance with the Americans with Disabilities
residents Act (ADA).

» Documentation indicates the monitoring of complaints to identify potential
trends or areas of concern.
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Key Activities Performance Indicators

» Documentation indicates compliance with landlord/tenant laws and
regulations.

* Contracts and related documents indicate compliance with laws pertaining
to contracts.

Key Activity 3.1 * Documentation shows that the Community Manager inspects the property
Conduct frequent and systematic  on a frequent and systematic basis in order to identify issues related to
inspections of the property regulatory compliance, risk and curb appeal.

» Documentation indicates understanding of lender and agency expectations
for property condition.

» Documentation indicates understanding of factors related to risk
management.

» Documentation indicates the application of effective loss prevention
techniques.

» The preventive maintenance program is reasonable, given the overall
condition of building components and the owner’s objectives for the
property.

» Documentation indicates that the community manager monitors
implementation of the preventive maintenance program.

» Documentation indicates appropriate decision making concerning repair
and replacement.

* Documentation indicates prudent use of natural resources and energy.

Key Activity 3.3 * Service request processes are documented and comprehensive, and in
Monitor the service request daily use.
process » Documentation indicates that service requests are managed in accordance

with the stated process with timely completion and follow up.

* Documentation indicates the effective tracking of employee productivity.
Inventory management procedures include input from service request
completion records.

» Documentation indicates the tracking of repeat calls and repair trends to
identify potential component failures or employee performance issues.

* Apartment turnover processes are documented, comprehensive and
consistent with industry standards.

* Apartment turnover processes are consistent with owner objectives and
market demand for time and quality.

* Documentation indicates that apartment downtime is minimal.
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Key Activities Performance Indicators

Key Activity 3.5 » Documentation indicates that necessary repairs and improvements are
Manage the use of contractors evaluated on a cost-benefit basis and that vendors and contractors are
and vendors selected appropriately.

« Documentation indicates that the Community Manager effectively
determines the scope of work and contract requirements and manages
the bid process and negotiations as required.

« Contracts with contractors meet the owner’s requirements and are
consistent with legal requirements.

» Documentation indicates that the Community Manager monitors the
performance of contractors effectively and maintains an appropriate
professional relationship with contractors and vendors.

Key Activity 4.1 » Documentation indicates compliance with pre-employment laws and

Comply with employment regulations.

regulations » Documentation indicates compliance with employment laws and regulations.

» Documentation indicates compliance with post-employment laws and

regulations.

Key Activity 4.2 « Job descriptions for all positions within the Community Manager’s purview

Recruit appropriately qualified are documented and communicate appropriate expectations.

applicants » Documentation indicates the use of appropriate recruiting methods that

are targeted toward appropriate sources of talent.

» Documentation indicates that interviews are conducted in a standardized
fashion and consistent with applicable law and regulations.

» Documentation indicates that essential information about wages, benefits,
and company requirements is communicated clearly and accurately in
the recruitment process.

» Records indicate that interview guides focus on job skills and are related
directly to criteria based on the job description.

Key Activity 4.3 » Employment offer letters include all pertinent components.

Hire high-caliber employees » Documentation indicates that pre-employment requirements and regulations
concerning such issues as drug testing, credit and background checks,
and employment testing are satisfied.

* Documentation indicates appropriate and effective negotiation of wages
and benefits.
* New hire paperwork is complete.

Key Activity 4.4 * Orientation materials and processes communicate job descriptions
Orient new employees expectations and company benefits clearly and accurately.
effectively * Orientation materials and processes communicate the culture and

requirements of the company and key attributes of the community.

* The employee handbook is current, clear, and compliant with employment
law and regulation.

» Documents indicate that new employees are oriented to their positions
in an ordered and consistent fashion.
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Key Activities Performance Indicators

* Training materials teach to job descriptions and expectations effectively.

* Training materials communicate company policies and procedures clearly.

» Documentation indicates that training is appropriately individualized to
employees.

* Observation indicates that informal training and daily skill building occur
with staff.

Key Activity 4.6 » Performance evaluation processes and tools are documented, linked
Evaluate employee performance  appropriately to job descriptions and expectations, and compliant with
systematically pertinent laws and regulations.
» Performance evaluations are performed in an objective and consistent
manner.

» Documentation of performance evaluations is complete, consistent with
stated requirements, and informative for future performance evaluations.

» Observation indicates that the community manager coaches employees
effectively in order to improve their job performance.

» Documentation indicates that coaching is consistent with the learning
requirements of employees.

Key Activity 4.8 » Documentation indicates that constructive criticism, motivation strategies,
Counsel employees with and corrective actions are appropriate to identified performance
performance deficiencies to deficiencies and are timely and consistent with pertinent laws and
improve their performance regulations.

» Documentation indicates that identified performance deficiencies are
addressed related to job descriptions and expectations.

* The termination process is documented and consistent with pertinent
laws and regulations.

* Records show that each termination is documented fully.

» Documentation indicates that information about unemployment insurance
and benefits continuation options is communicated clearly and in writing.

Key Activity 4.10 * Requirements for the maintenance of employment records as described
Maintain complete employment in company documents are followed and consistent with pertinent laws
records and regulations.

* Employment records are well-organized, secure, and compliant with
company and legal requirements.
» Documentation of health records is separate from non-health records.
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Key Activities

Performance Indicators

Key Activity 5.2

Use strategies defined in the
business plan to achieve the
owner’s investment goals

* Reporting indicates that the appropriate application and interpretation of
financial formulas and ratios (e.g., return on investment, gross potential
rent, basic percent calculations, physical occupancy versus economic
occupancy, capitalization rate).

» Reporting indicates ongoing attention to cash flow.

* Records indicate that the community manager monitors the impact of
daily operations on the financial health of the property (e.g., traffic,
turnover, purchasing, retention).

* Records indicate the regular comparison of financial performance to
industry standards and company expectations as stated in the business
plan.

» Documentation indicates that corrective action is taken for underperforming
aspects of the property and that the corrective action is appropriate,
monitored and timely.

* Reporting indicates the Community Manager’s commitment to the owner’s
objectives and the established business plan.

* Records indicate ongoing monitoring of performance relative to the
budget and business plan.

» Documentation indicates the Community Manager’s understanding of
key variables: types of ownership, characteristics of investments, financing
options and return on investment.

» Documentation indicates the use of appropriate operational software in
making essential calculations, analyzing reports, forecasting and
analyzing the effect of operational decisions on the financial health of
the property.

* Records indicate clear and actionable variance descriptions along with
suggested corrective actions.

* Financial records are consistent with generally accepted accounting
principles.

* Financial records are consistent with the typical structure of financial
statements, sensitive to the factors that influence financial statements
(e.g., rent roll, general ledger, aged open receivables), and support
decision making about operations.

* Financial records indicate adherence to accrual and/or cash accounting
methods.

* Financial records indicate use of appropriate cash management
techniques.
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Key Activities Performance Indicators

Key Activity 5.4 » Documents indicate appropriate decision making to maintain a desirable
Maximize net operating income level of net operating income (e.g., timing of changes in rent, steps to
minimize expenses and losses) using available financial reporting.
« Financial records and observation indicate understanding of the key
elements of net operating income and attention to their component
value.

* Audits indicate the Community Manager’s adherence to prevailing
ethical standards related to financial management and reporting.

* Audits indicate the Community Manager’s adherence to generally
accepted accounting principles.

* Financial records support analysis using key industry success metrics
(e.g., economic occupancy, closing ratios, exposure).
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Introduction to a Career in Property Management

When it comes to seeking a career in Property Management, there are many transferable skills that will be
beneficial to your success. Both recruiters and hiring managers look at skill sets when making hiring

decisions.

In recent years, employers have looked beyond the traditional Property Management background to fill
their vacancies, while expanding the diversity of their associate pool. In this packet, we will discuss the
various transferable skill sets that are desired for a variety of Property Management positions.



Property Management Jobs: Sample Job Descriptions

Concierge

A Concierge is the first point of contact for both residents and visitors. They assist residents with
retrieving packages, dry cleaning and other deliveries. In addition, the Concierge is responsible for taking
resident complaints and/or service requests, as well as following-up with residents to make sure they are
satisfied. This role is also responsible for maintaining the safety of the property by monitoring security
cameras and preventing solicitors from entering the building.

SKILL SET

* Excellent phone etiquette (Speaks clearly and concisely)

* Organized (Maintains package log, elevator scheduling, etc.)

* Proficient Computer Skills (E-mail correspondence, ability to search the Internet, etc.)
* Ability to multitask (Handle and prioritize various projects)

PERSONALITY TRAITS

* Friendly (Greeting residents and visitors)

» Calm Demeanor (Able to handle difficult situations)

* Good Judgment (Able to respond promptly to resident needs)
» Self-Motivated (Ability to work independently)

PRrREVIOUS JOB EXPERIENCE

* Retall

* Receptionist

» Office Administrator
* Hospitality/Tourism

EDUCATION

* Associate’s degree desirable
* High school diploma required




Property Management Jobs: Sample Job Descriptions

Leasing Consultant

A Leasing Consultant is the point of contact for all potential customers. When prospects visit, in person,
their focus is to greet them and highlight the advantages of living at that property. This includes touring,
explaining amenities, reviewing price options and completing lease paperwork. Follow up on customer
leads from phone calls and online is also imperative in assisting with marketing efforts. Leasing
Consultants will also generate qualified traffic by becoming involved in the local community as well as
participating in outreach programs.

SKILL SET

» Adaptability (Able to understand and meet the needs of clientele with different backgrounds)
* Organization (Manage property rental availability and organize lease files)

* Proficient Computer Skills (Run applications, print leases, etc.)

* Ability to multitask (Handle and prioritize various projects)

PERSONALITY TRAITS
* Friendly (Welcomes prospects and new residents)
* Energetic (Ability to remain active within the sales process)
* Engaging (Ability to draw attention and interest to the Property/Product)
» Self-Motivated (Ability to be resourceful and creative to drive traffic during slow periods)
PREVIOUS JOB EXPERIENCE
* Restaurant Wait Staff/Servers
* Retail Sales
* Auto Sales

EDUCATION

* Associate’s of Bachelor’s degree desirable
* High school diploma required




Property Management Jobs: Sample Job Descriptions

Maintenance Technician

A Maintenance Technician is responsible for keeping the appearance of the property in excellent condition,
both inside and out. There are no typical days, as change is a constant. Daily responsibilities could
include running work orders (electrical, plumbing, HVAC, etc.), appliance repairs and exterior
maintenance. In addition, maintenance technicians often have to respond to after hour emergencies.
Therefore, being on-call is part of the job responsibilities.

SKILL SET

* Ability to use power tools

« Communication (Written follow-up, ability to explain solutions to resident issues, etc.)
* Organization (Keeping track of work orders and keys)

* Ability to multitask (Handle and prioritize everyday work orders and emergencies)

PERSONALITY TRAITS
* Friendly (Willing to assist residents in need)
» Caring (Empathetic to resident problems)

* Ownership (Takes responsibility and pride in their work)
« Self-Motivated (Able to work/troubleshoot independently)

PREVIOUS JOB EXPERIENCE

» Contractors (Plumbing, electrical, HVAC, general, painters, etc.)
« Construction workers
* Mechanics

EDUCATION

* Associate’s degree from technical college desirable
* Trade certifications desirable
» High school diploma required




Property Management Jobs: Sample Job Descriptions

Much like a Maintenance Technician, the Service Manager is also responsible for the physical operations
of the building and maintaining curb appeal. The service manager also leads the maintenance team by
being a mentor and a leader. He/she will have the responsibility of managing the maintenance budget in
coordination with the Property Manager. Additionally, the Service Manager is responsible for maintaining
inventory and coordinating with vendors.

SKILL SET

* Excellent Communication (Ability to conduct follow-up with residents and explain emergency
situations to management team)

* Organization (Manage work orders and team effectively)

* Proficient Computer Skills (Manage budget, e-mail correspondence, etc.)

* Mastery of appliances, electrical, HVAC and plumbing

* Universal CFC Certification

PERSONALITY TRAITS

* Friendly (Able to engage in conversations with residents)
* Pro-Active (Ability to determine potential building issues and complete work as necessary)
* Trouble Shooter (Ability to analyze and resolve complex problems)

PREVIOUS JOB EXPERIENCE

* Building Engineer
« Contractor
* Foreman

EDUCATION
* Associate’s or Bachelor’s degree desirable

* Trade certifications desirable
* High school diploma required




Property Management Jobs: Sample Job Descriptions

Bookkeeper

A Bookkeeper is responsible for posting and collecting rent payments. This includes sending out balance
letters, meeting with residents regarding payment, as well as determining who needs to be sent to
collections. The Bookkeeper often is also responsible for the timely payment of invoices.

SKILL SET

* Detail Oriented

* Analytical (Able to review and decipher information; must be able to understand what to look for
and how it impacts the property)

* Time Management (Allows time to focus on problems and their solutions along with day-to-day
activities)

* Proficient Computer Skills (Run applications, property management reports, banking systems,
etc.)

* Ability to multitask (Handle and prioritize various projects)

PERSONALITY TRAITS
* Independent
* Assertive (Ability to deal with rent collection and vendor invoicing)
* Well Spoken (Ability to communicate effectively with residents/vendors)
« Confident (Ability to handle confrontation, knock on doors, etc.)
PREVIOUS JOB EXPERIENCE
* Accountant
* Sales Manager
* Bank Teller

EDUCATION

* Associate’s or Bachelor’s degree desirable
* High school diploma required




Property Management Jobs: Sample Job Descriptions
Assistant Property Manager

The Assistant Property Manager, under the guidance of the Property Manager, is responsible for all
aspects of property operations. This role includes assisting in financial operations, monitoring leasing
performance, and managing the renewal process. The Assistant Property Manager often takes on or
shares the role of bookkeeper as well. Another important aspect of this position is customer service, as
Assistant Property Managers often meet with residents to discuss and resolve challenges as well take
suggestions for improving the community.

SKILL SET

* Excellent Written Communication (Creates resident notices, memos, etc.)

* Organization (Paying invoices, scheduling move-ins/outs, etc.)

« Financial Understanding (Ability to manage pricing, rent increases, etc.)

* Proficient Computer Skills (Run applications, print leases, use property management software,
etc.)

* Ability to multitask (Handle and prioritize various projects)

PERSONALITY TRAITS
* Attentive (Being helpful to both team members and residents)
« Self-Motivated (Able to trouble shoot and come up with ideas that assist residents and team
members)

PREVIOUS JOB EXPERIENCE
* Restaurant Management
* Retail/Auto Sales
* Hospitality/Tourism

EDUCATION

» Associate’s or Bachelor’s degree desirable
* High school diploma required




Property Management Jobs: Sample Job Descriptions
Property Manager

Under the direction of the Regional Manager, the Property Manager is responsible for day-to-day
operations and maximizing the performance of the property. This role provides exceptional customer
service to both residents and prospects in order to increase renewals, revenue and overall satisfaction.
The Property Manager supervises on-site staff and is responsible for leading, developing and engaging
them, in order to be successful while minimizing employee turnover. This individual will be strategic in
their efforts to increase revenue and provide a Return on Investment (ROI) for the company.

SKILL SET

« Communication (Good written and verbal skills in order to effectively correspond with residents,
employees and vendors)

» Organization (Maintaining resident records, employee files, etc.)

* Proficient Computer Skills (Microsoft Word & Excel, comfortable learning property management
software)

* Training/Development (Ability to lead by example, motivate a team and mentor employees)

» Financial Understanding (Able to maintain and analyze budgets, P & L, Accounts
Receivable/Accounts Payable)

PERSONALITY TRAITS
* Forward-Looking (Sets goals and envisions the future)
* Energetic (Ability to remain active and motivate the team)
* Engaging (Cross-training and keeping open communication between departments/associates)
PREVIOUS JOB EXPERIENCE
* Hotel/Hospitality Management
* Retail Management
* Restaurant Management

EDUCATION

* Associate’s or Bachelor’s degree desirable
* High school diploma required
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Career Paths: In Closing

Apartment management offers a variety of career tracks with unlimited opportunities to grow your career. If
you have a great attitude, perform your job well and are willing to participate in company training and
training offered by your local apartment association, you have excellent potential to move into positions of
increasing responsibility and pay. Besides the variety of apartment management positions, there are
opportunities to specialize in different apartment management segments:

« Affordable Housing

» Seniors Housing

« Student Housing

* Privatized Military Housing

* Real Estate Investment Trusts (REITs)
* Non-profit Housing

Apartment management is a career you can take anywhere. Wherever you move, you should be able to
find a job in apartment management. To learn more about careers in apartment management, go to:
www.ApartmentCareerHQ.org.
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Introduction

Purpose

The National Apartment Association Education Institute (NAAEI), in conjunction with industry
professionals, realize the importance of participating in and creating programs that add value to college
students’ learning experiences. This support will impact the long-term success of the apartment industry.

The purpose of this guide is to provide Property Management companies, NAA affiliates, and colleges and
universities with the necessary information regarding an internship program in the apartment industry.

Please be mindful of the following:
* The “Guide to Developing Successful Apartment Industry Internship Programs” has been
designed as a tool to assist in the creation of your company’s personalized internship program.

Therefore, you will determine which practices work best for your organization and modify accordingly.

* |t is encouraged that you partner with fellow apartment industry professionals to share best
practices and learning experiences.

» College faculty and NAAEI are excellent resources for asking questions, seeking guidance and, above
all, making sure the collegiate requirements for the internship programs are fulfilled.



Corporate Communication

This section will help you think about and determine what resources you will need to have in place in order
to create a successful internship program.

The key elements to consider are:
Intern Coordinator

Once you have decided to proceed with an internship program, you will need to dedicate someone as your
Intern Coordinator.

This individual will have the following responsibilities:

* Developing relationships with colleges/universities. This will include participation in career fairs and
other student activities. If you have a relationship with a college/university that offers Residential
Property Management (RPM) courses, you will want to be a part of the RPM Advisory Board at that
college. This will give you access and exposure to students and activities that a non-participating
company won't have.

* Putting together a team to attend career fairs where they will interview and select students for the
internship program. This group can consist of a VP of Operations, Regional Managers, former alumni
and human resource professionals.

» Setting up housing for an intern when applicable, recruiting mentors, creating schedules, administering
final evaluations and providing feedback to professors regarding student participation.

« Communicating with the intern(s) throughout the program. Serving as a liaison between the mentors
and the interns to ensure the program is running smoothly and on course.

The successful Internship Coordinator needs to be prepared to dedicate a majority of their work day to the
above responsibilities. This usually will begin around February/March (when career fairs begin) and
continue through the entire internship. Organization, dedication and patience are imperative to being
successful.

College/University Communication
The intern coordinator must communicate with colleges/university faculty who supervise internships to
develop a complete understanding of the college's internship requirements.

* Required number of hours
« What students are required to submit to earn credit for internships (weekly or daily reports, blogs, etc.)



» What the company must submit on behalf of the student for internship credit.
* Will faculty visit the intern during the duration of the internship?
* Who to contact at the college/university if there are issues with the student and the internship must end.

Dedicated Mentors

Mentors are the company representatives who will spend the most time with the interns. They will be the
face of the organization and help bring the interns’ studies and textbook to life. Needless to say, these
individuals will be your top achievers who know their jobs inside and out.

It is important to remember that just because someone is a star performer, it does not necessarily make
him/her a star mentor and teacher. What this means is that some people are great at their jobs, but may
not be the best or most patient when it comes to training. Furthermore, some individuals may find it
difficult to show interns how to process their work and then allow the intern to take over these
responsibilities — this is key for interns to learn the business.

When selecting your mentors, you will need to get supervisor recommendations and make sure that the
chosen individuals will be available throughout the internship to fulfill the commitment. NAAEI strongly
recommends holding a mentor meeting prior to the beginning of the internship to outline expectations for
the mentors along with their responsibilities.

Internship Requirements

Do you treat interns the same as other employers?

* Ask them to complete a job application

* Ask them to undergo the same screening as other employees (drug, criminal background, etc.)

Housing

While housing is an added benefit for many interns, it is not a requirement. Housing is often the bulk of
your internship program budget. For example, rent alone for a 2-bedroom apartment in some markets can
cost anywhere between $1,900 and $2,500 per month, depending on the location. When determining
whether or not you will offer housing, you need to keep in mind that “housing” not only includes the
monthly rent for the 8-12 week period, but also:

* Furniture rental

* Housewares (Pots and pans, dishes, linens, etc.)
« Utilities

« Cable and Phone



Once you have decided to offer housing, the gender make-up of your intern group will determine how
many apartments you will need to rent. For example, if you have an intern group of five students, ideally
you would want to have three of one sex and two of the other. This scenario allows you to only rent two
apartments. Whereas, if you had four of one sex and one of the other, you would need at least three
apartments, depending on the apartment sizes available.

Should you decide that providing housing is too costly of an expense, you should shift your focus to
students who live within close proximity to the locations where you will host the internship program. Either
avenue will still enable you to recruit and hire successful interns.

Paid versus Unpaid

In today’s economy, many companies have foregone giving students an hourly stipend. Although being
paid is a great benefit for an intern, the primary purpose of the internship is to learn and fulfill college
internship requirements. However, if you do decide to offer compensation, hourly rates will vary depending
on the market where the internship is being held. Check with legal counsel and your insurance provider
about liability issues that may arise with paid or unpaid interns.

Scheduling: One Property versus Rotation

When determining how you will plan your internship program, you will need to decide whether your interns
will spend the duration of the summer at one property or rotate between different locations. There are
pros and cons to each format.

ONE PROPERTY ROTATION

* Have the opportunity to experiance a variety of properties
(small/larger, new/old, affordable) as well as experience
different sub-markets.

* Get to experience different management styles and how
associates take on different roles.

* Exposed to a broader variety of issues/challenges (i.e.
rent control, maintenance issues, etc.)

* Build relationships with property staff and residents
over duration of internship.

+ Can see projects/processes through full cycles (i.e.
rent collection, move-ins, turn process)

* Have more time to familiarize themselves with the
property and the competition.

* Only experience staff dynamics of one location (.e.
at a smaller property, the Manager can take on many
roles, whereas, there are more specialized functions
for a larger property)

* May get an idealized version of working onsite as they
move to a new location every couple of weeks and are not
present for follow-through on issues/challenges.

Another major advantage to having a rotation program is that the intern can learn from the company's best
Property Manager, Assistant Manager, Leasing and Maintenance staff. In a One Property Program, you
may have a strong Property Manager, but the Leasing and Maintenance staff may be newer to the
industry.



Mentor Checklists

In order to ensure that all aspects of the mentor’s job functions are reviewed and explained during the
rotation, you should develop lists containing the main job responsibilities for each position.

Below, you will find a sampling of core job functions for onsite positions.

PROPERTY MANAGER
Monthly budgeting and financials
Payment of invoices
Renewal Process
Employee relations/staff meetings
Pricing/Revenue Management

AsSISTANT PROPERTY MANAGER
Collecting/Posting rents
Scheduling Move-outs/Turn Process
Resident Relations/Follow-up

LEASING CONSULTANT
Rental Processes (Application/Approval/Move-In)
Marketing
Competitor Shopping
Walking Apartments

MAINTENANCE
Work Orders
Turning/Punching Apartments
Vendor Relations
Grounds Maintenance

FRONT DESK
Answering Phones
Accepting/Delivering Packages
Resident Issues/Follow-up

These are basic functions of each Property Management role. As you know, different
properties/companies may require more or fewer responsibilities based on their needs.



ONE PROPTERTY

Sample Schedules

The internship schedule is the framework for the program. Creating the schedule can be quite time
consuming depending on whether or not you decide to format the program at one property or as a
rotation. Keep in mind that the more properties you have an intern visit, the more complicated the

schedules can be as you have to monitor all of the mentors’ schedules, as well.

Below you will find an example of both a One Property and Rotation Schedule.

JUNE
SunDAY  MONDAY TUESDAY  \WEDNESDAY  THURSDAY FRIDAY SATURDAY
First Day - Tour Property & Assistant Assistant Assistant
Orientation, New Introductions Manager Manager Manager
Hire paperwork
1 2 3 4 5 6
Property Manager | Property Manager | Property Property Property
Manager Manager Manager
7 8 9 10 11 12 13
Leasing Leasing Leasing Leasing Leasing
Consultant Consultant Consultant Consultant Consultant
14 15 16 17 18 19 20
Front Desk Front Desk Front Desk Front Desk Front Desk
21 22 23 24 25 26 27
Maintenance Maintenance
28 29 30




ROTATION

Sample Schedules

JUNE
SUNDAY  MONDAY TUESDAY ~ WEDNESDAY  THURSDAY FRIDAY SATURDAY
First Day - Tour Property & Assistant Assistant Assistant
Orientation, New Introductions Manager Manager Manager
Hire paperwork
1 2 3 4 5 6
Property Manager | Property Manager | Property Property Property
Manager Manager Manager
7 8 9 10 11 12 13
Leasing Leasing Leasing Leasing Leasing
Consultant Consultant Consultant Consultant Consultant
14 15 16 17 18 19 20
Front Desk Front Desk Front Desk Front Desk Front Desk
21 22 23 24 25 26 27
Maintenance Maintenance
28 29 30

Each color indicates a different property in the rotation.

Please note that the interns’ schedules are based on the property cycle and what positions are in control
of what functions (i.e. schedule the intern with the Manager/Assistant Manager the first week of the month
for rent collection).



Internship Evaluation

To help us continually improve our internship program, please give us your opinion about your internship
experience. Please indicate your level of agreement or disagreement by circling the number that best
represents your feeling toward the statement.

ABOUT THE MENTOR(S)

My mentors explained the business/their
individual roles.

STRONGLY STRONGLY
DISAGREE  NEUTRAL  AGREE
DISAGREE AGREE

My mentors allowed me to assume
responsibilities.

My mentors treated me as a true
employee.

My mentors encouraged me to provide
feedback and ask for assistance.

My mentors were well prepared and a
schedule was in place for me.

My mentors were seasoned and
knowledgeable about their positions.

ABOUT THE PROGRAM

At the beginning of the internship | was
given the necessary information | needed
to be successful.

STRONGLY STRONGLY
DiISAGREE  NEUTRAL AGREE
DISAGREE AGREE

The tasks | was given were challenging
and rewarding.

This experience gave me a realistic view
of a career in apartment management.

| will seek employment from this company
after graduation.




Internship Evaluation

Overall, how satisfied are you with your internship program?

Very Dissatisfied
Dissatisfied
Neutral

Satisfied

Very Satisfied

O oO0ooad

Overall, how would your rate our company as a place to work?

Excellent
Good

Fair

Poor
Very Poor

O oO0ooad

What was your favorite internship experience?

What was your least favorite internship experience?

What would you suggest we do to improve our internship program?

Other Comments:



Additional Information

One last piece of advice is to be aware and considerate of your current associates. Many times in an effort
to “wow” the interns, companies will go above and beyond to expose students to things that a “regular”
associate may not yet have experienced. This includes luncheons with CEO/President, visits to corporate
headquarters and participation in upper management meetings, to name a few. While the intentions are
good and well received by the interns, it can disrupt and interfere with company morale long after the
internship.

Associates (especially those that are tenured) are often looking to have that exposure to company
leaders. Therefore, we recommend that you think about these opportunities in their entirety before
deciding how to involve upper management in an internship. Involving both interns and their mentors in
activities with upper management may encourage future mentors and demonstrate the value that
corporate puts on internships.

NAAEI’s goal is that these guidelines will help your organization create a thorough and successful
internship program. The key to success is preparation, qualified mentors and dedication to the long-term
benefits. When you meet these energetic and talented students, it is easy to get excited about the
potential new hires you will have join your company. However, you must remember it will take a few years
to start to see the fruits of your labor. Most interns are sophomores or juniors in college, so you may not
see them enter the workforce for another year or two. Don’t be discouraged, you will soon see how a good
internship program will result in successful hires and future company leaders.

10






About NAA Education Institute

The National Apartment Association Education Institute (NAAEI) is the education
arm of the National Apartment Association.

The mission of the NAA Education Institute is to provide broad-based education,
training and recruitment programs that attract, nurture and retain high-quality
professionals and develop tomorrow’s apartment industry leaders.

4300 Wilson Blvd., Suite 400
Arlington, VA 22203
703/518-6141 FAX 703/248-8370
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