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Course Objectives

As a result of completing this course, participants will:

e Understand how economic conditions have impacted the
industry;
e Learn the role industry associations play in improvi i housing
quality and professionalism;
e Learn how relationships and participation in association
strength and lines of business;

e Review property and comp

e Review timing, resources, an jions of an on-site community;

e Recognize business r ize Selling opportunities;

e Learn methods for i ervices based upon the goals of
an apartment commun

e Begin relati i ortunities with other participants.
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Apartment/ Multifamily Housing Overview

State of the Industry

The general state of the economy has an impact on all types of housing, including
both multifamily and single-family. The impact on the multi-housing industry has
generally been a positive one as people are delaying home purchases and renting
has become a housing choice rather than a housing circumstag@f. The increase in

industry. Housing has always been driven by jobs, demogr
formation and access to capital.

In its 2019 report, the Harvard Joint Center for Ho that from
2006 to 2018 renter households grew at a rg R . The years
2017-2018 brought declines, but growth idrojec ck to 400,000 per
year for the coming decade. Over the decag rations will

dominate the housing markets: Mi
their mid-70’s, but many still in the

8ir 30’s and Boomers mostly in
e generations will grow housing by

2.9 million and 11.1 million respecti : i omeownership rates are at
64+%. Prior to 2020, sup up in some markets, but demand
for multifamily housing sho ng over the coming decades.

The apartment ind roximately 17.5 million people indirectly and
in excess of 1.5 mill . The industry contributes $3.4 trillion to

the nation ouses approximately 39.7 million residents in 21.4
million



http://www.weareapartments.org/
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The apartment association assists members by providing educational
opportunities, networking opportunities, and business development
opportunities. This orientation is the first step toward numerous career
development opportunities. While apartment associations vary in size, staffing
and sophistication, all support industry careers. Your membership as a supplier
partner in the association provides direct access to owners and managers, as well
as growing your own career opportunities.
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The Industry Associations section of the course serves as an introduction to the National
Apartment Association, its state and local associations and their many benefits to the supplier
partner member. Within this section you will learn about how apartment associations work,
including information regarding the relationships between local, state, and national
associations. The National Supplier Council and other valuable resources will also be reviewed.
Additionally, we will explore the unique opportunities presented at state and local associations.
You will learn about the many ways to establish relationships with other members.

As a result of completing this section, you will be able to:

e Learn the inner workings of the National Apartment Associati

e Evaluate your role on national committees and task forces

e Maximize your membership through thoughtful pagticipation in loca
association events

e Learn how apartment associations can provi ing your
business

NATIONAL APARTMENT ASSOCIATION

—— We Lead the Way Home

The National Apartment AssociatiCgh it trade association organized as a 501(c)(6) as
defined by the Interng

rather over 92,000 trade and non-profit associations in the U.S.

The National Apartm ssociation (NAA) is America's leading advocate for quality rental
housing. NAA N is to serve as a trusted, preeminent resource for all stakeholders in
the rental housing industry through advocacy, education and collaboration.

As of December, 2020, NAA posted a membership totaling over 85,000 members,
approximately 81% Industry Members, 19% Associate Members; more than 10.1 million
apartment units and 152 local affiliates.
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NAA's PURPOSE is to support an industry that offers safe, affordable rental housing to
the public, equitably compensates its workforce, and provides investors with a fair
and reasonable rate of return.

How NAA Generates Revenues
17% Membership dues
40% Meetings, Expos, Donations
8% Communications and Advertising
32% Lease and Compliance Programs — Lease templates are s
and the District of Columbia

48 states

Federation Structure
A federation is an organization made up of smaller groups,
States is a federation; the states all fall under the same fe
its federated members are the local apartment associati
chartered with territorial rights and responsibilitieg
federation. NAA works together with state and
network in the apartment housing industry.
federation continues to grow by supportj

arties, or state
| government.

Regions and Delegates

NAA is organized into ten regio
its percentage of national due
delegates are chosen by the me
Region select Regionaldd

is aflocated delegates based upon
AA in the previous year. The

us states. The delegates within each
A’s Board of Directors.

The Fall Governance mé ) e Assembly of Delegates. The Assembly of
Delegates may also con er national meetings. All NAA members are

invited to . The Assembly of Delegates:
¢ Elec

¢ Ap g Budget

¢ Ame

meeting.

A second meeting regularly occurs in March. The Advocate meeting combines governance and
committee concerns with government affairs and representation of the issued affecting the
multihousing industry. The session concludes with a Lobby Day visit to Capitol Hill in
Washington DC.

A third meeting occurs in June and provides an Educational Conference and National
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Expo. Named Apartmentalize, it is the industry’s largest national gathering of
multihousing professionals and supplier partner partners.

The National Apartment Association (NAA) recognizes the need to form alliances with
global organizations that share our goal of providing quality rental housing. Since 2003,
NAA has been conducting outreach to rental housing operators in Canada, Europe, and
Asia Pacific. The outreach has included attending international real estate conferences
as well as direct contact with individuals involved in the rental housing industry.
Affiliations now include

e The European Property Federation
Secovi Rio in South America
The United Kingdom Apartment Association
Irish Institutional Property
The Canadian Federation of Apartment Association
The International Real Estate Federation represen

Volunteer Leadership
Volunteer Leadership is at the heart of the NA

recognized in several distinct programs: ame, the Lifetime

Achievement Award and Excellence Awa Fame and Lifetime awards are
bestowed only when extraordinary servic Sflllikcd. The Excellence Awards
are recognized annually.

NAA Hall of Fame
The NAA Hall of Fame g8 s from the rental housing industry for
their long-term historyis - | service and accomplishments to the

National Apartment As
Fame recipients include §i i order of presentation:

Robert Ross and Roland Freeman
Barbara MacManus

Robert L. Johnston

Julian (Perry) Hap Hunnicutt, IlI
Anthony V. Pusateri

Deane H. Dolben Phil H. Carlock

Ron Shelton Tom Shuler, CAPS and Jerry Warshaw
David B. Watkins Jerry Wilkinson

William (Bill) Wollinger Alexandra Jackiw

Brad Williams

NAA Lifetime Achievement Award
The NAA Lifetime Achievement Award recognizes the contributions of NAA Supplier
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Partners and Association Executives for their "long-term history of exemplary national
service and accomplishments to the National Apartment Association and the rental
housing industry.” Since 2013, Lifetime Achievement Award recipients include the
following in the order of their presentation:

Ernie Martin Supplier Partner Gerry Henigsman Affiliate Executive
Marcia Bollinger Supplier Partner George Allen Affiliate Executive
Anant Yardi Supplier Partner Gale Lively Affiliate Executive
Charles Stroud Supplier Partner Buddy Patrick

Joseph Marcino Supplier Partner Ken Szymanski
Kristan Arrona

NAA Excellence Awards

apartment associations that make unique contributions to t
categories include:

Affiliate Awards
e Advocacy
e Member Engagement
e Chris Christenson Association

ependent Rental Owner
ising Star

Executive AA Education Institute
e Qutstanding Service to an Awards
Affiliate Certified Apartment Manager

Certified Apartment
Maintenance Tech.

Certified Apartment Portfolio
Supervisor

e National Apartment Leasing
Professional

Certified Apartment Supplier
Industry Practitioner
Industry Educator

Anthony Pusateri Career
Promotion

e Community Servic

Community Aw
Military Housing

Innovation
e Sustainable Living Supplier Awards

e Technology e NSC Achievement
e Supplier Sales Professional
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Board of Directors

NAA is governed by its Board of Directors. The Board receives and evaluates reports of
the Committees, Councils, Task Forces, the NAA staff, and the Executive Committee. It
sets the policies and approves the important initiatives for the National Apartment
Association.

The Board of Directors includes the NAA Officers, the Immediate Past NAA Chairpersons,
the Regional Vice Presidents appointed by NAA’s ten regions, two Board
large and the NSC Chairperson.

Conference, Education Institute, Independent Rental Owners, Legislative
Membership committees, along with various other Forumg, Advisory Boar
Force chairs. Committee and Task Force chairs are appoi
of the Board for a term of one year. The AEC and th

Like its local associations, much
conducted through Committees, i k Forces. These posted meetings are

All NAA me ed to join any committee or task force in which they
have int . place to start is with the local apartment association
commi i residents and current National Committee members can

at NAA include:

Apartmentalize Diversity & Inclusion
Global Outreach Governance Independent Rental Owners
NAA Budget & Finance NAA Gives NAA NextGen
NAA PAC Nominating Operations
PAC Ambassadors Technology Privatized Military Housing
Marketing & Communications Membership

NAA Education Institute Committees:
Careers Curriculum Development Program Administration
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Typically the meeting is run by a volunteer chair, assisted by a member of the NAA staff.
A list of the committee meetings is included on NAA’s Web site for each national
meeting. Committee members serve one year and are appointed/elected by the
Regional Vice President and are also appointed by the NAA Chairman according to NAA
Bylaws. Liaisons from various groups serve as non-voting members on
Committees/Councils/Task Forces. Committee meetings that are posted at the national
meetings are open to anyone interested in attending.

NATIONAL APARTMENT ASSOCIATION

NATIONAL SUPPLIERS COUNCIL (NSC)

The mission of the NSC is to be the voice for all apartment h&@8ing industry suppliers, providing

access to business opportunities, education and ag e National
Suppliers Council (NSC) was established for the ndustry supplier
partner partners through, education, advoca hose three pillars to

Members of the NSC pay dues to NAA as
membership is open to all supplj

Networking Op}

2 NSC Directory
C Executive Committee Member

NSC me ember of at least one Affiliated Local Association if one exists,
Affiliated State Associaf®n or Affiliated International Association if one exists. If there is no
affiliated asso€@ni their area, they must then join as a direct member. Membership to the
NSC is subject to the approval of the NAA Board of Directors.

In their roles as supplier partner partners, members of the NSC are appointed to serve as
Liaisons to the NAA Committees and Task Forces listed above.

Also available to all NAA supplier partner partners, NAA Open Door is a savings and discount
program available exclusively to NAA members, that helps members save time and money on
products and services they use every day.
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RATIONAL APARTMENT ASSOCIATION

NAAPAC

NAAPAC is the bi-partisan political action committee that supports Congressional candidates
who represent good government and understand the needs and concerns of the apartment
housing industry. From fair housing to flood insurance, energy to the envir ent, the 535

decision is made that will affect the industry, good or bad, until its voice | s the
collective power of the NAA and the work of individuals a e sure
we, as an industry, are at the table and not "on the menu' i decisions are

made. A host of issues currently face our industry.

Members of the NAA PAC enjoy:

a seat at the table is the vehicle to
artment industry's views on issues

e A Seat at the Table Rather than
support federal candidates who a
crucial to member business and th

willingness and capabili who help enact policies that will allow
nt homes across America.

shington, DC, does not happen easily. Itis an
nly succeeds as more and more NAA members
akes NAAPAC grow in strength.

of NAA i is the only vehicle through which NAA and its members may
participa itig@lfprocess. NAAPAC is permitted to accept only personal contributions
from membersof th A and its affiliates. Any funds collected are disbursed directly to the
campaign of a te or incumbent member of Congress. This “hard money” donation is
heavily regulated and monitored by the Federal Election Commission (FEC).

The graphic below reflects total PAC donations and the significant portion due to NSC
contributions. In 2019 the NSC contributed 42% of total PAC contributions while its members
made up just 19% of total membership — a startling level of commitment!
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NAAPAC & NSC Receipts

$1,000,000
$000,000 $880,000
$830,497
$800,000 $758,731
s700,000 - $758,731
$600,000
$500,000
$400,000 320,000
$300,000 80,000
20,000

$200,000
5100,000

2016 2017 2018

PAC Disclaimer:
Contributions to NAAPAC are not tax deductih rposes. Contributions
to NAAPAC are for political purposes. All contrl¥ YAAPAC are voluntary. You may
ribution amounts are merely

or not at all. NAA will not favor or

or the decision whether to

suggestions; you may choose to contribu
disadvantage anyone by reason of the am
contribute.

Federal law requires political com t the name, address, occupation and name of
employer for each indj ibutiofs aggregate in excess of $200 in a calendar
year.

is a key communication tool in alerting members to issues and
NAA’s Government Affairs department.

17
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NATIONAL APARTMENT ASSOCIATION

NAA EDUCATION INSTITUTE
Mission
The National Apartment Association Education Institute (NAAEI) is the education and research
arm of the National Apartment Association. NAAEI’s mission is to provide broad-based
education, training and recruitment programs that attract, nurture and retag
professionals and develop tomorrow’s industry leaders.

through online and classroom training.

Industry Careers Program Development
As housing stocks and household growth conti
NAAEI works to pool resources to address co
by developing industry-wide solutions.
outlet for diversified work forces and fill
Despite losses in employment due to the
the multifamily industry.

commun vernment jobs programs to provide other avenues for credentialing
and attracting much ed newcomers. NAAEI and its affiliates work in concert with High

the field of property management.
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Continuing Education via Online Learning

NAAEI plays a key role in providing continuing education for all multifamily housing
professionals. Programs include both specialized courses and structured curriculum designed to
result in industry certifications of proficiency. Industry supplier partners have partnered with
NAAEI to sponsor the development and maintenance of many of the programs.

Brought you by NAAEI and Grace Hill, Visto is an online le g platform
\V} | S t OA offering an assortment of online courses and recorded inars that can be
taken anytime, anywhere. Most of these courses co @fing education
credits (CECs) needed for credential renewals.

Pandemic and Terrorism Response. These programs are and made ava e for affiliate

delivery across the nation.

Leadership Lyceum
NAA Leadership Lyceum is an exclusive year-lo g@"p development program for both
ppointed by NAA leaders or selected
through a competitive application proces is designed to identify, inform and

empower successive waves of NAA volunt

the NAA, from governance to the work
es. They also learn the key responsibilities of

Lyceum candidates receive ext
of each department to programs

Earning a cred emonstrates a member’s commitment to an industry career and offers
valuable insights and real-world skills useful on the job. Credentials also validate knowledge and
skills, enhance credibility, boost confidence levels and earn respect among clients and peers.
Certification programs target proficiency in specific aspects of multifamily housing
management. Each course undergoes annual review and update so the material remains
accurate and timely. NAA affiliates are equipped to deliver these programs locally. Credentials
are earned after completion of coursework and experience requirements are met. The
certification programs include:


https://www.naahq.org/education-careers/naaei-leadership-training#scholarships
https://www.naahq.org/education-careers/naaei-leadership-training#scholarships
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CAMT &=

GERTIFICATE FOR APARTMENT @

o o onoas = ANSI Certified Apartment Maintenance Technician (CAMT)

CAME

CERTIFIED APARTIVIENT

®  MANAGER® Certified Apartment Manager (CAM)
. EQEMF Certified Apartment Supplier (CAS)
. CAPS Certified Apartment Po
CALPIE
o |HASNGPROFESSONAT  Certifie t L§&sing MPofessional (CALP)

RrOP

The Independent Rental .
Owner Prcgessional Course In nt Re al OWner PrOfeSS|0na| (IROP)

s @nd Organizations

National M Housing Council (NMHC)

Based in Washington, D.C., the National Multifamily Housing Council (NMHC) is the leader of
the trillion-dollar apartment industry. NMHC brings together the prominent apartment owners,
managers and developers who help create thriving communities by providing apartment homes
for 40 million Americans. NMHC provides a forum for insight, advocacy and action that enables
both members and the communities they help build to thrive. For more information,

visit nmhc.org.

20


http://www.nmhc.org/
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NMHC/NAA Joint Legislative Committee

In a unique relationship, the NAA and the National Multifamily Housing Council (NMHC) have
worked together for 20 years on a joint Legislative Committee. The partnership creates a clear
and consistent voice for the Apartment Industry on Capitol Hill. The joint committee ensures
that apartment firms are able to engage government officials in constructive ongoing dialogues
and participate in policy decisions affecting their ability to provide housing to millions of
Americans.

Additionally, the Joint Legislative Program, in concert with 12 other nag
organizations, is actively involved with the Congressional Real Estat
Hill. The Joint Legislative Program will remain in the vanguard of brin
legislators and regulators in the ongoing debate over federal governmen
apartment living.

The National Center for Housing Manageme

The National Association of Residé

The National Association of Residential Pr :

single family/small multifamily residential dgement professionals. NARPM® is the
anals who know first-hand the unique

g on behalf of multifamily property managers and owners whose
ordable housing. Founded in 1990, as an advocate for
affordable housing providers, NAHMA holds a unique position in the
a.org to learn more.

industry. Visit www.ng

The Institute of Real Estate Management (IREMO)

The Institute of Real Estate Management (IREM®©) is an international membership community
of real estate managers across all property sectors who are dedicated to ethical business
practices and maximizing the value of investment real estate. An affiliate of the NATIONAL
ASSOCIATION OF REALTORS®, IREM is a trusted source for knowledge, advocacy and
networking for the real estate community, both commercial and residential. It offers variety of
accreditations and membership levels. For more information, visit www.irem.org.



http://www.narpm.org/
http://www.nahma.org/
http://www.irem.org/
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LOCAL AND STATE ASSOCIATIONS

NAA and its state and local affiliates work together to create the strongest network in the
apartment housing industry. Through these partnerships, NAA continues to grow by supporting
each other and the industry as a whole.

NAA is committed to providing affiliates with a variety of resources and best practices to help
them succeed. These range from the Affiliate Exchange (AEX) to the NAA C anding program
to the AE Brainstorming Conference.

The local and state apartment associations are set up to support th ocal and
state apartment communities and management firms. They have a fu i
committees devoted to supporting the local and state industry.

Additionally, the associations support and host a variety o i on courses as
well as other educational programs that support theg tement, bed
bug, and other remediation courses. Check the Ig increase
participation.

Local Committees — Councils — Tas

Much of the local apartment a ducted through its Committees, Councils,
and Task Forces. Programs, e itiatives provide a multiple range of
opportunities to match member s with partners’ business needs. Larger

The relationships betw8 ” efs and affiliates are mutually beneficial. This was
indicated clearl

Affiliate sizes as well as supplier partner products and services was
rvey reveal how important these relationships are.

partners:
Annua

Food Drive or Other Community Service
Golf Outing

Business Exchange

Committee and Board Service
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When supplier partners were asked what events brought the most opportunity to build
relationships and business, the following were indicated:

Committee Service

Membership Directory Listing

Sponsorship of events and meetings

Sponsorship of education programs

23



SUPPLIER
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ng Opportunities
sorships

thics and Etiquette
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ENGAGE, EDUCATE, EXECUTE

The first step to maximizing your membership with the Apartment Association is to participate.
It’s just that simple. Some associations have welcoming committees, one such group is referred
to as the “M” Team: Members Supporting Members. Membership committees and supplier
partner councils often include mentor programs for new members. The goal is to help with the
onboarding process of new members. Another great way to get started is togask for a mentor,
someone who has participated in the association and knows the ropes. Fj , contact your
local apartment association to find out more about getting started.

1. Member Guide/Directory— Supplier partng isting in the local
association directory. Previously in prig
“Yellow Pages” to seek new supplier p upplier parttner member, this can

2. Websites — As a supplier partner o
association website. Usj

website also offers adver rship opportunities at varying levels. Supplier
sections like Vendor of the Month may be

nder-utilized opportunity. If your company chooses to be a
onal event, for example, it is important that you are present

Ime with other members. Choose to sponsor an event that is tied to
ilosophy, not just your product or service. We’ll talk more about that

Opportunities exist in education programs, community service projects, legislative
meetings, monthly or quarterly meetings and meals. Many supplier partners participate
as sponsors for golf tournaments. There are a variety of opportunities to participate
including sponsoring a hole, a team, an award, and so. There are a variety of investment
levels and opportunities.
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6.

8.

Ethical Considerations: Recognize when it is and is not appropriate to promote your
business. For example, if you are participating in an event that is sponsored by
another vendor, it would be inappropriate to pass out your cards and/or promotional
items to the group. It is, however, appropriate to participate in one-to-one
conversations with other participants and provide business cards to individuals.

Newsletters — In addition to advertising, newsletters are a great place to contribute
up-to-date information on industry-related happenings. Offer to write an article or to
serve as a Subject Matter Expert. Most affiliates will welcome co articles for
newsletters as well as advertising spots. More and more affili are issuing weekly
email blasts — which provide more opportunities to be see

Board, Committee, and Special Interest meetings — Participati
board, or special interest meeting is an excellent opportunity to
with fellow members. Often participation is a any of the
same people together to work on a common goal.
service to the association, participation i ersto get to
know one another on a more persona
Trade Shows — The association tigade s he supplier partner members a
prospective buyers. Many members,
both apartment personnel and s consider these events to be the top
business opportunity of the year. nt is hosted annually. It may or
may not be combine i dngs. A trade show floor is filled with

representati ~ epartments to property managers and maintenance
supervisors.
attendees are

xchanges — Associations across the country are now using a “reverse” trade
show event in which management companies buy booths and send their decision-
making personnel. Product supply partners “book” time in generally 15-minute
increments to visit with leadership to sell their products or services. These have
become very successful events, with proceeds often funding PAC or community
agencies.

Virtual Meetings and Activities — Associations are adding virtual platforms to their
business models. Committee and task force meetings are happening remotely, as are
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network and social events. Supplier partner partners are always welcomed to join
these sessions, even sponsor them if offered by the local affiliate. In 2020 and
beyond, your presence in a virtual environment is almost a necessity in order to
continue to contribute.

A CLOSER LOOK AT SPONSORSHIP

Sponsorships vary widely and a better understanding of how they work is e tial for fitting
this relationship-building opportunity into your game plan.

Companies sponsor associations for a variety of reasons. Some of t
may not align with your product or service; others will open up more a
your product and service. In a 2018 national survey, 68% of associations for an
increase in partnership revenue from sponsorships. NAA

A lesser known term is activation. Activati al of the marketing activities you will
use to promote your sponsors i

are additional and are unique t i ou customize the ways in which you will
inform your customers and the pu sponsorship. While the association will also

an area t closely aligns with your organization’s critical advantage. Then
rms of business build — but also in terms of exposure. Sponsorship is
repeated and sible presence.

You will now be introduced to some of the critical guidelines that, based on local, state and
federal law guide the day-to-day policies and procedures of the apartment industry. Supplier

partners will learn how their business practices, behaviors and contracts can have a positive or
negative impact on the community or apartment company.
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ETHICAL GUIDELINES AND CONSIDERATIONS

As a result of completing this section, you will be able to:

e Recognize ethical and legal issues;
e Support a wholesome and productive work environment;
e Comply with laws and governmental rules and regulations
o Weapon-free
o Drug-free
o Fair housing compliant;
o Make the right decisions while doing business with the a
e Avoid conflicts of interest; and
e Practice non-discriminatory business interactions.

Basic industry event etiquette carries with it a host of reco ade Shows
and Expos are often accompanied by many networkig

you respect your competitors.

The apartment industry is guided in par S and federal laws. These laws direct
companies to establish policies and proc S@le the ethics and business conduct of
employees. In addition, supplier partners

1. Conflicts of Interest — A co may exist when an individual’s personal
interest interf i ts of a company. This may include an employee who
receives improf s a result of his or her position in the company. An
example of a co ould be an employee who hires a vendor to complete

ape e employee’s home at a discounted rate. However, if all
can participate in the same discount, then it would not be a

ould be an employee who receives a substantial gift from a supplier
business with the company. There are two key factors to consider

tial conflict of interest exists. (1) Is there an industry standard or practice
in your market? For example, is it common practice to pay a bonus or commission to an
apartment employee? (2) How does the company view the situation? Is there a
guideline established by a policy or procedure? In this example it is important to really
know your customer.

2. Gifts and Entertainment - Because gifts may be misunderstood as an attempt to
influence business decisions, supplier partners should give careful consideration to the
value of the gift and the circumstances under which a gift is given. Gifts of insubstantial
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value given as a gesture of professional friendship are generally acceptable. There
should be no expectation of a commitment to a business transaction as a result of the
gift. Usually gifts that are acceptable would include a meal, or a gift that can be enjoyed
by the entire staff, such as breakfast, ice cream, or a cookie tray. Again, the gift should
not be excessive or unusual.

Harassment - Harassment can include intimidation, threats, and can be sexual or non-
sexual. Harassment can occur between peers, boss/subordinate, employee and

resident, customer and service providers, and so on. Most compani@®have policies that
specifically outline what is and what is not acceptable behavior g employees and

liability is just too high. " key/code control” is a top priority
for apartment person iti e a log in/out method of key distribution

application process. Apartment files that contain confidential
locked files or in digital, encrypted files and are only accessible
ersonnel. Supplier partners who interact with residents should not

ans, budget information and the like. This information should not be
revealed to competing properties and companies. During a contract bidding process,
competing supplier partners should not reveal their bids to one another.

Fair Housing — Fair housing laws are designed to provide protection from discrimination
in housing for certain protected classes. The federally protected classes include race,
color, religion, familial status, sex, handicap, national origin. In addition, there are state
and local fair housing laws that extend protection to others, such as income, military
status, employment, and so on. Fair housing laws also dictate how communities
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advertise, select residents, and the number of occupants allowed in a specific size
apartment.

Furthermore, apartment communities must make reasonable modifications and/or
accommodations in order to provide for residents who have disabilities. This important
topic is covered in much greater detail during the Fair Housing course offered by the
Apartment Association. Most companies require that Supplier partner partners observe
all applicable fair housing laws while on the property.

8. Drugs — Most companies require that their employees complete ug screening prior

to hire. In addition, most companies require employees to s test if there
is an accident or injury that occurs while working at the com plier
partner is injured while performing a job on a property, they wi ittoa

Always respect what the property or " i i ecessity. For example,
reserved parking spaces, usually dgsi
parking business vehicles.
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TYPES OF HOUSING

The apartment industry is made up of numerous types of housing. Some of those
types include:

Condominiums, Duplexes, and Townhouses
Conventional Market-Rate Apartments
Military Housing

Affordable Housing

Student Housing

Senior Housing

Workforce Housing

New Construction

Rehab and Renovation Projects

LWoONOULAWNPE

1. Condominiums, Duplexes, and T
Independent Rental Owners (IRO).
owners own a “share” of the prope
within the Apartment ion th
group. Many IROs own r

ate Apartments are multiple apartment units that share certain
pntional market-rate housing rental rates are market-driven and
of apartment rental housing. Typically, these communities are
owners and/or management companies, but vary greatly. Learning
relationships will enhance your ability to sell your product or service

3. Military Housing - In 1996 Congress established the Military Housing Privatization
Initiative to improve quality of life for service members. They entered into agreements
with private companies to maintain and operate the housing on 50-year contracts. The
result is a more mainstream living experience for residents including amenities while
incorporating the supporting programs required for our service people and their
families. All of the service branches participate and thousands of military homes and
apartments are now operated by industry management professionals.
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Single family homes, historical homes, bachelors’ quarters and executive homes are just
samples of the variety of housing available to service members and their families.
Military housing now often competes openly with private sector housing. As of late
2011, virtually all installations have been privatized so future changes will come in
development shifts and management agent changes. Challenges include the
government Basic Allowance for Housing (BAH) which can impede rental rate increases
and competition between off-base and on-base housing options.

charged back to residents.

5. Student Housing may include conventi@iis : nt housing that is
marketed to students of local coll Bities. The seasonality of this housing
will impact the manner in which Bted and turned (cleaned and prepared
for new residents). Student housi ’ “as-built’ product on campus and in

, erating rules are geared toward enhancing
the student’s . Most of the newer construction provides individual
bedrooms with t. Additional amenities are typically provided that

as being positioned for easy access to educational facilities
le transportation).

essive housing; individual apartments and graduating to full-service
ousing. Senior housing is generally purpose-built with deed
applying to ages and services. Senior housing amenities may include such
things as sight- and hearing-assisted features and features that are designed for people
with other disabilities. Often communities provide extensive social programs, and may
also include meal services and other specialized amenities.

7. Workforce Housing is a subset of affordable housing designed to provide housing for
people who earn between 60% and 100% of the area’s median income. Workforce
housing gaps typically exist in high-cost areas that are major centers of employments,
such as Boston, San Francisco, or New York.
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8. Construction and New Development are rapidly growing areas of the multifamily
industry as the economy firms. Typically, construction periods range from just under a
year to twenty months — based on the size and scope of the community. Supplier
partners who support this type of housing may deal with IROs, institutional investor
owners or individual owners. The units may be affordable, conventional, student,
workforce, seniors or others. Products and services range from major building and land
development components to marketing and leasing expertise, includipg technology.

9. Rehab and Renovation Projects have become increasingly evide the last several

primary, secondary and even tertiary markets. Many of these p edin
good locations and merit the investment in future gsset proceeds.
well-positioned B and C properties are outperfor ies i owth and
occupancy.

tinstruments. As with any
d fall with the markets in general. The
t your business results as it affects

Apartment housing is typically financed wijth lo
investment, the cost and availability of j
rise and fall in the cost and availability of
your clients.

The cost of financing is factore s, inflation, default risk, interest rate risk
and ongoing regulatory and legisla anges in economic conditions have impacted
the amount of equity d. For example, in past years financial institutions
would require 5% do mic times, a financial institution may require as
much as 25% down.

eri€an Express is a huge real estate investor. There are also banks,
ate sources. GSEs (government-sponsored enterprises) such as
Freddie Mac a Mae have been very active in the industry; unrest about futures of
both organizati as caused uncertainty in many markets. If either organization goes away, it
could have potentially disastrous effects on the industry.

mortgage

As an industry supplier partner, you may find your business impacted by the financing aspects
of your owner clients. If the portfolio or community is being refinanced, or is faced with missed
occupancy thresholds and loss of short-term funding, you may find a reluctance to make
purchases, slow payments of invoices, downgrading of activity or the reverse — additional
purchases, urgency for completion of capital projects, etc. It is important to have an
understanding with the owner and/or his/her supervising agent. You may become aware of
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these changes through business activity rather than being told. It is important to ask for further
information.

To learn more about finance, sign up to attend one of the finance courses or enroll in the CAS
program made available through your local apartment association.
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TYPES OF OWNERS AND MANAGEMENT FIRMS

There are a variety of types of owners and management firms in the apartment industry. The
differences impact how financial decisions are made. In addition, each company has its own
culture that determines how decisions are made. Learning more about these ownership entities
will assist the supplier partner in his/her methods of making sales and obtgif#hg contracts.”

2.
ors in LLC or TIC structures. In many
instances, there are Asset Managers ¥ capital expenditures. In many
cases a local or regiona g ¢ ull o purchases supplies and services
based upon a pre-establi
3. REITS are Real ts; publicly held companies with numerous

ave departments that specialize in different aspects of real
Dften times, REITS will have a procurement department that

quired to participate by using only those items that have been
he procurement department. However, some items may still be

of proceeds, unless shareholders vote to reinvest dividends into growing
property value.

4. Third-Party Management - Also known as “fee” management. In this setting,
management is provided by an entity with no ownership interest in the property.
Typically contracted one year at a time, the management company acts as agent for the
owner and under terms and conditions outlined in a management agreement.
Management “fees” are based generally on a percentage of gross income and may also




NAA EHE%LEIEE SUPPLIER SUCCESS | PARTICIPANT GUIDE

Education |nstltute

include specific reimbursements for specialized services such as IT, risk management
and payroll. Furthermore, the management company is responsible for maximizing cash
flow to owner, insuring housing practices are in compliance, and making
recommendations to owners for capital improvements, investments, budgets, and all
financial issues. Ultimately, owners-investors have the final decision and in some cases
fee managers must prioritize investment recommendations. Third-party management
companies may develop programs for properties they oversee but cannot always
demand compliance by owners.

5. Limited Liability Companies (LLCs) — combine the aspects of cor ions (protection
from personal liability for business debts) and partnerships o i ers (a pass-
through tax structure). Most LLCs consist of two or more me
allow a single-member LLC. This structure is often used for inve ot to
be involved in day-to-day operations of the asset

6. Independent Rental Owners (IRO) — Owns small inve e goal for the
IRO is to maintain the asset and increase it wner may take a
very active role in daily management or ent firm to manage

7. Others - Apartment communitie Wwned by individuals or sole proprietors,
joint ventures created solely for t ning a particular asset or by tenants-
in-common. Limited liabjlity partneRghi other avenues that allow individuals
to own real estate. In i

active in owning real est anagers generally supervise these assets.
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MEASUREMENTS OF SUCCESS

A community’s success may be measured in several different ways. The most common
methods for determining success include: occupancy, income, ROI, and NOI. As a supplier
partner, it is critical that you understand how the owner is structured AND how the company
measures success.

All owners want to further their investment goals, but those goals can be different. For

increased value over time or pride of ownership. Let’s tak
measurements:

Occupancy - Many companies use physical occi§e ermining the overall
success of a community. Occupancy rates can 0 with those of similar communities
in a given market. Other companies ma Dccupancy to determine community
success. Economic occupancy measures af a property collected against potential
rental income.

ROR — Simply stated, the rate e of return — or yield — on the total
amount invested for a given perio i asures the financial performance of the
investment. Investme i t or simply cash.

ROI — Return on Invest gdetermine the amount of time required for a financial
investment in ocesses to recover the initial investment cost from
savings o ovement. Generally expressed in time (days, weeks, months,
years)

Income = income as a method for measuring success. Because apartments
are income-producin estments, the value of the investment is directly related to its ability
to create inco value of the property is based on income from rents, fees, and services —

the higher the income the greater the value of the property. This is particularly true when
expenses are properly managed and net income grows.
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NOI — Net Operating Income is the profit realized after expenses have been deducted from total
income. This measurement vehicle is a widely used calculation in conventional rental housing.
In many cases, employees’ bonuses are directly tied to NOI. Capital, replacement, and
extraordinary expenses are examples of line items that are typically NOT calculated in NOI.
Capital expenditures must meet certain Federal tax requirements in order to be considered as

such.
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The Apartment Company Organizational Structures section of the course is designed to assist
supplier partners in identifying the best sources of contact decision-makers based upon the
product/service being sold. You will be introduced to “typical” owner/management operating
platforms and property organizational charts with examples of various authority levels for
making purchasing decisions. In addition, you will further explore the role of procurement
departments within larger organizations, and dotted line responsibilities between owners and
asset management representatives.

III

The charts represent “typical” employment charts based upon the siz

the office and one in the field for every 50 or so apartme its; culation can
range from 1 to 35 to 1 to 75, depending upon the co

uence in decision-making or supervision. Conversely, a strong,
be just the ticket for a small, but remote location. It is always

what the community owner wants and expects from even the smaller
y to add value to the bottom line may be even more critical!

important to ugders
properties. YO

Tips for calling on a community of this size
e Be sensitive to the time of day that you visit such a community. Avoid times when
residents may be in the office such as early morning and late afternoons. Late
morning through mid-afternoon is a good range of time for visiting the site. If you
are able to set up an appointment in advance, that will also increase your chances of
actually having a few minutes to visit with staff members.
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e Taking lunch or a snack to the employees of a smaller community will likely put you
in good favor as these folks typically do not have time to close down the office or
leave the property for lunch.

Manager

I " £nance
rviso”r

Ass "t
Mainte,. <e

Organizational Chart Il Notes:

A large community such as this is staffed very differently than the previous
example. The Manager and Maint or are both business directors. On the larger
communities the Mar{@Eeimga budget, and operations, however in many cases the
Maintenance Supervisg y of making purchases for maintenance- related
items. Both may be par® program for positive budget performance. On a

In som e Supervisor reports to the Manager and in other cases the
Manag Supervisor have a peer relationship. It will be important to have a
good relationship with®th parties if you are a supplier partner of maintenance-related goods

or services.
In this textbook example, the Maintenance Supervisor reports to the Manager. You will notice
that the maintenance staff reports up through the Maintenance Supervisor. Company cultures

vary greatly and decision making follows suit.

This community has an Assistant Manager and two Leasing Consultants. There could be a
Leasing Director, and/or Administrator as well.

44



LNCLN EHE%LEIEE SUPPLIER SUCCESS | PARTICIPANT GUIDE

Education |nstltute

You can expect that communities this size will keep a large supply of maintenance-related items
on-hand. If annual turnover is 50% (nationally in 2019 it was 51%), there will be at least 225
apartment units that will turn. In addition, many services may be performed in-house while
others will be performed by outside vendors.

Leasing
Consultant

Maintena.
Director

Maintenance
“>chnician

Leasing
Consultant

Make Ready

Organizational Chart Ill Notes:

. Often, the Regional or District Manager will negotiate contracts and
select supplier partners. They work closely with the Service department on
maintenance related programs. A Regional/District Manager may have the ability to
make financial decisions ranging from $1500 to $5000. This position may also handle
capital improvements if no service group exists.

The Accounting department oversees rent collections (receivables) and accounts
payable. There are financial reports produced that reflect the financial status of a given
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community or set of communities. A property management software program is likely
used.

The Service or Technical department consists of one or more individuals who oversee
maintenance. This person usually conducts maintenance audits, establishes
preventative maintenance programs, and creates specs for bid letting processes. This
person may also negotiate large maintenance contracts.

The Marketing/Education department provides training to on-site a
marketing arm conducts market surveys and works with commu s to position them
to maximize rents and occupancy. They may work with adver;
furniture companies and the like. They will often recommen
fixtures to better position a community to maximize the comm

Presidep?

Accounting . Ed/Mrktng
Director e < Director

A
. Regional

\  ‘tenance
uirector

“ts Payab,

Acc.
Receiva

Organizational Chart IV Notes:

This 20,000-unit company is led by a President or CEQ. The subsequent four departments are
designed to provide greater support to the field. The very large companies may provide
departments and services that might otherwise be contracted out to others by small to mid-
sized companies.
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The VP of Operations would typically oversee the Senior and Area Regional staff
members. It is likely that this individual would have regular contact with the entire
regional staff as well.

The Finance Director would typically oversee the accounts receivable and accounts
payable groups. This person would keep an active “pulse” on what is happening with
the company’s finances and would produce daily, weekly, monthly reports. The Director
would analyze trends, identify gaps in budgets and provide direct f ack to the
President or CEO. This executive may work with asset manager erve as the asset
manager in portfolio financial decisions such as refinancing, rinitiajd®s and exit
strategies.

frequently with corporate department g, risk, legd®and human resources —
and property supervisors and on-sid Fometimes an adversarial relationship
may exist between Asset Managéd &rations. The Asset Manager is revenue
and bottom-line oriented.

The Vice President of b0 ould oversee the sales and marketing
efforts of the communitiSgac o ertising contracts and the like. This person

often oversees the training 8
provides train raining

port materials.
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CEO/
President

VP Senior Reg. V.P. Finance V.P. Asset
Operations Manager o Management

Regional Regional Capital V.P Technical
Controller ) .
Managers WEGETLES Projects Services
1

Account Project I Regi.

Payable Manager Technic.

Account
Receivable

Note the characteristics of this size organi levels, responsibilities and structure.
It is similar to the previous orgagizational s owe¥er, it demonstrates additional

supporting personnel for eac In this scenario, there is more
opportunity for delayed decision ultiple approval levels and institutional
standards. Technology,may be mo t purchasing may be more structured and

A purchasi establish and, often times, administer the bulk purchasing of
goods a i i jonal vendor selection, administer vendor registration, and

heavily integrated functions since it impacts so many aspects of the management operation.
Purchasing Departments are led by a Manager or Director with significant contractual authority
— although he/she will work with Operations and Asset Management to obtain approvals on
large contracts or loss/renovation projects. If there is a Project Management function (large
companies) — this will be a key relationship as well.

Purchasing function will be heavily influenced by Risk Management, Legal and IT; will work
closely with Accounting if sophisticated electronic billing models are used.
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Purchasing |
Functions

Vendor Bulk Insurance Natio” 2l
Registration Purchasing Compliance Ve’ .ors
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TYPICAL ANNUAL ON-SITE OPERATIONS

First Quarter — In most parts of the country, seasonality plays a large role in how budgets
are allocated and where spending is focused. What are some of the seasonality
considerations?
o Weather —snow and ice removal, freeze alerts, burst pipes, readying building and
grounds for spring, etc.
o Budget — some budgets may be approved during the first qu
therefore, many communities are working from previous
o Residents - typically low turnover except in “snow bird”
Florida, and student properties. January is a recovery mont

o Maintenance — capital projects are slow, preventative mainten
are steady

of the year;

Second Quarter — Spring means properties are ¥
effects of the busiest half of the year. Expen
process.
o Weather — summer preparations su S ing pool prep, A/C preventative
maintenance, landscaping, e

o Budget — capital projects are li
leasing and turnover season.

inning to feel the
is an on-going

Fourth Quarter — Property activity begins to slow as budget performance by year-end and
financial wrap-up looms large.
o Weather — In some areas, winter begins in intensity, “winterizing,” pools and
landscaping shut down.
o Budget —budget preparations are long underway; budget review and approvals are
taking place. Last-minute spending is taking place.
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o Residents —resident turnover is low, most move-ins occur before October 31,
renewals and leasing slow

o Maintenance — capital projects under completion, service requests, initial heating
calls, wind down exterior work, preventive maintenance

30 DAY CALENDAR EVENTS

Week 1 — During the first week of the month, an apartment communit
interacting with existing residents, demonstrating apartments, turni nits, and
conducting move-ins. Operations activities are at their height. The c
typically not busy.

Week 2 — During the second week of the month, late noti
activities are wrapping up. Apartments that were va

being walked and insp . es are being prepared and delivered. Month-
sing. Operations activities are at their height.

ndays and Fridays are not good days to call —on

Fridays, u d for move-in, staff is conducting final walk-throughs and some
new resj iNBMease-signing appointments. On Mondays, office and
mainte up from weekend activity and frequently have weekly
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How YOUR PRODUCT ADDS VALUE TO THE OWNER

Products and services should be positioned based upon the goals of the apartment

communities. We will explore a variety of community-driven success factors that will provide
supplier partners with a variety of venues for promoting their goods and services. During this
section, you will:

e |dentify methods to position your product or service to match
communities;

e Learn the hot buttons for promoting a community and how to eting
opportunities;

e Align your products and services to a community’

that create a positive Net Operating Inco ermore, managing the timing of lease
expirations to minimize vacancies and re important role in NOIl. Apartments are
income-producing assets so their value is ed to their ability to produce net
revenue, both today and in the

Keeping a handle on the pulse o i uge guide in the process of pricing and lease
management. In additj i rom the time an existing resident moves out

management compani&§8as g revenue management systems. This is a product
ize rental increases and minimize vacancy and

icipate in the turn-key process must consider planning and timing in
performed. For example, if a painting or carpet vendor misses a

vacant will increase; creating a financial loss for the community.

Increasing rent is a great opportunity for supplier partners who provide items that add value to
the community. It is critical for supplier partners to investigate the ROI on replacement items
that will add value to a particular unit. For example, a new appliance, such as a refrigerator
may be a necessary replacement item but it is wise to recognize that the value of the item may
make the unit more “marketable” to future residents, or perhaps allow the community to
position itself as a hearty competitor with other communities within its given market.
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On the slide is a real-world example of how a product or service fits into the math of
demonstrating value as we just discussed.

This example uses a standard 6.5% cap rate. Across the country, apartment properties are
experiencing cap rates that range from 4% to 12% based largely on supply and demand. A cap
rate is the expected rate of return that an investor wants for a particular property type and
location. It varies by market much like an interest rate.

Awareness of pricing and lease management puts the supplier partner i
other competitors who lack the knowledge to adequately market theg

uperior role to

are changes. How can your product or
service reduce days vacant and vacan QW can you close the gap in the length

of time it takes to turn a unit?

appear more attra Y product or service cost would have to be offset
by added — and ne ’ ould also include marketing, lead generation, and
virtually i fi¥0 and direct residents to the site.

i€, window coverings, updated appliances, are just a few upgrades
apartment to encourage resident to renew their leases. What are

Ig business!

4. Increase “market”-ability — Increasing a community’s marketability with your product or
service creates a win/win for both you and the customer. One such example would be to
provide a feature that other competitors have and this community does not, such as
gourmet kitchen features—or offer a new service or technology that creates a “buzz” of
anticipation among customers. Describe how your product or service could serve as a
method for increasing this community’s marketability and market share.
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Conservation and Sustainability — “Green” businesses are on the rise. Customers are eco-
conscience and prefer to spend their money in ways that are meaningful. Recycling,
reducing consumption, re-using or re-purposing products, zero-scaping, all contribute to
conservation. Energy savings—your ability to provide energy savings ideas for both owner
and resident—are especially attractive. From “blankets” for hot water heaters to low-flow
aerators or window caulking or light bulb retrofits, smart meters and timers, these items are
extremely attractive in today’s market. How does your product or service contribute to
conservation?

Long-term savings —Long range savings may be included as part of a
maintenance plan. An example may include replacement of co
the life of an item, such as an air conditioner or hot water heater?

appreciate and have the time for value compounding over a longer you
understand the owner’s exit strategy for the property.

Multiple site bundling — Often companies will seek nego

services for multiple sites. Landscaping service ultiple sites as
are carpeting and painting contracts. How e benefit multiple
site bundling?

Safety —Safety is often a motivator f Lesidents. It is frequently rated a top
priority among renters. While the ap pity will never guarantee the safety or
security of a resident, there gre certain idents and prospects desire that
make them feel safe. On ilding and parking areas. What are
some other items that woul

Guarantees — Ma ntee resident satisfaction or the resident may
terminate hisor h ertains to products and services within the
individual apartmen product or service support an apartment community’s
guaran

Go gislation - The apartment industry is widely impacted by court

ctTaw. Areas of concern include safety and health codes, nuisance
housing rights, design restrictions, rent controls and sustainable
product or service provide the owner a “leg up” or advance notice and
ming rules? Will you provide this type of ombudsman service?

laws, fair housing
housing.
awareness 0

Regulatory Requirements —The industry also bears the impact of changing municipal and
other regulations in addition to laws. These regulations often result in new operating
policies and new products. They can affect repair, replacement, and general maintenance as
well. Does your membership in your own product or service trade association provide you
with insight and heads-up for changes coming to your industry? Will this affect multifamily
clients? Will you offer assurance that you have checked and ensured regulations are being
met?
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12. Ancillary and Supplemental Income — Do you offer a product or service that would benefit
the resident and increase the income stream through additional scheduled or non-
scheduled income? Consider billable resident concierge services, amenities or member
advantages.
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TERMS, ACRONYMS, AND DEFINITIONS

Amenities — Features of an apartment community such as swimming pool, tennis court,
covered parking, etc.

Americans with Disabilities ACT (ADA) — Federal law designed to allow equ
facilities to people who have disabilities.

ccess to public

Appreciation — Increase in the value of an asset.

operating income.

Cash Flow — The amo
expenses and mortga

cement item or project that is outside of a normal operating
expense. ay include stairwell replacement, porch replacement, landscape

renovations, a

Capital Expenditure — A major one-time expense representing the purchase price of a capital
asset.

Collateral Materials — Commonly refers to print advertisement, brochures, floor plans, and
business cards.
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Competitive Community — Apartment communities who share similar features, pricing, and
geographic location. Typically, these communities appeal to a similar demographic of potential
and existing residents.

Competitive Community Survey — A survey conducted among competitive apartment
communities. The survey is designed to obtain up-to-date rental rates, square footages, and
deposits. The surveys are utilized to establish rental rates and concessions in order to actively
compete with similar apartment communities in a given market.

Concession — A designated incentive designed to assist Leasing Profe al in the process of
closing sales. Usually this consists of reduced rates on such things as its, fi srents,
or reduced rental rates.

Corporate Out Reach — Contact made between an apartment communit
The goal is to establish a relationship in order to pr te the apartm
employees of the employer.

CREC- Congressional Real Estate Caucus
Curb Appeal — The first impression that is
to the “drive-up” appeal and may
community. Signage, parking lots, landsc
community.
Debt Service - The mortgage, in

Default — Failure to ions of a lease.

Deferred Maintenance maintenance is not performed on a building or unit, it
is generall rred maintenance.

Department of Housi
mortgage lendj

nd Urban Development (HUD) — Government agency oversees home

Deposits — A variety of deposits may be charged to a potential resident. The most common is a
Security Deposit which is designed to reserve an apartment until the resident moves in and is
furthermore used to ensure that the terms of the lease are adhered to. Examples include
damages beyond normal wear and tear, the lease term is met, and so on. There are a number of
deposits that may be charged including such deposits as pet deposits, keys and garage door
opener deposits, and so on. Deposits and fees differ as fees are usually considered non-
refundable.
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Depreciation — The loss of value, including physical deterioration, functional depreciation, and
economic obsolescence.

Down time — Usually refers to the period of time that transpires between the time a unit is
vacated until it is reoccupied and rent is being collected.

Economic Obsolescence — A loss of value due to factors outside of the apartment community.
For example, if a neighborhood is in economic decline, the apartment community may lose its
ability to generate satisfactory financial results.

Economic Vacancy — the number of apartment units that are not p
include models, vacancies, down units, staff-occupied, units and so

Equity — The interest or value of an asset that is over or above the mortga

Eviction — The legal process for reclaiming a real estate asse a residentwho is in default of

a lease agreement.

Federal Fair Housing Law — A federal law
protected classes. Those classes includer,
and sex. State and local laws may also ha
status, marital status, credit history, sour

Floorplan — A scaled d
areas, dining, kitchen, &

Gross i monthly total income from all sources, including rent, utilities,
vendor income, etc.

Hold Over —
expired.

a resident retains occupancy of dwelling after the lease agreement has

Interest — A share in the ownership of a property; a payment for the use of money borrowed.

Late Fee — Fee charged for late payment of rent.
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Landlord-Tenant Law — Laws enacted by various jurisdictions that regulate the relationship
between landlord and tenant.

Lease — A contract for the possession of a property for a stipulated period of time in consideration
of payment of rent.

Lease Conditions — The provisions or covenants setting forth the agreed privileges, obligations,
and restrictions under which a lease is made; also called lease terms.

Lessee — The tenant in a lease agreement.
Lessor — The landlord or owner in a lease agreement.

Liability — In insurance, a legal responsibility for injury or damage.

Net Operating InCOme (NOI) — Total collected monies less operating expenses.
NMHC - National Multi-housing Council

Notice to Vacate — A legal notice requiring a tenant to vacate the dwelling within a stated period
of time.

Occupancy Rate — The ratio of rented and occupied space to the total number of rentable spaces.
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Occupational Safety and Health Act (OSHA) — A law requiring employers to comply with job
safety and health standards issued by the U.S. Department of Labor.

Operations Manual — A manual designed to establish policies and procedures to adhere to.

Operating Expenses — The expenditures used to operate a community. These expenditures
include such items as: salaries, taxes, insurance, utilities, and so forth.

PHMA — Professional Housing Management Association

Possession — Occupancy or control of the property; the right to use

Preventative Maintenance — A planned maintenance program design life of
certain items such as air conditioners, boilers, and other mechanical comp

Pro-rated rent — The monies charged for actual days occ . This occugs when a resident

moves in or out before or after the first day of the g

Prospect — A prospective resident or potenti

Referral Fee — Afee p
and occupancy ofad

Renewal — at occurs at the expiration of the previous lease agreement.

) covering the modernization, rehabilitation, or remodeling of

Rentloss— T
the result of vac

ce between projected rental income and actual income. This is usually
y, vacant down time, and bad debt or unpaid rent.

Resident Profile — A compilation of data regarding the profile of residents living in an apartment
community. The data may include such things as income, types of jobs held, and other common
factors.

Resident Handbook — A guide for residents containing policies and procedures of the community.
Such items as office hours, emergency telephone numbers, swimming pool guidelines and other
helpful information would be included.
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Service Request — A written request for services to be performed in an apartment unit or
common area.

Site Plan — A plan or drawing of an apartment community showing locations of buildings, parking
areas, amenities, and roadways.

Square Footage Cost - Also referred to as, price per square foot, is the amount of rent divided
by the square footage of the dwelling.

Sublet — The act of renting a dwelling to a third party.

Turnover — The number of apartment units vacated during a specifie d of ti

calculated monthly and annually.

sually

Term — Duration of a resident’s lease.

Traffic — A term used to describe the number
community during a given period of time.

Unit Mix — Refers to the breakdown of

For example, there may be 20 — one-be
bedroom units.
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