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We Need Your Help

The Operations Manual is designed to be an easy to use tool for Site Management and Maintenance
Staff. It should contain policy, procedures and advice on all daily activities at the site level. If you find
incorrect information, missing information, general errors, or would like to suggest new content,
please send your comments and suggestions to OpsManual@cambridgeres.com. Comments and
suggestions will be collected and incorporated into regular updates.

The Operations Manual is meant to supplement the tools and guides already at your disposal, such
as the Yardi Voyager Residential Procedures Guide, the eExchange, Tenant Tech, the Safety Manu-
al and the Employee Handbook.

The Operations Manual is not meant to supersede Section 8, Section 42 or RD guidelines and rules.
If you find any conflict, please let us know.

Available On eExchange!

This manual along with other helpful information and updates is available on the eExchange at:
www.cresapts.com/eexchange
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General Expectations

The following defines the basic expectations for all employees:

e Employees are to follow the guidelines of the Cambridge Real Estate Services Employee
Manual.

e Employees are to follow the policies in the Operations Manual.
e Employees are to represent Cambridge Real Estate Services in a professional manner.

e Employees are to treat all owners, residents, coworkers, agency officials and vendors with
respect and professionalism.

e Employees are to comply with Fair Housing Laws.
e Employees are expected to have a solid working knowledge of Landlord-Tenant laws.
e Employees are to maintain properties in the best possible condition.

e Employees are to report all information relevant to their job accurately, completely and in a
timely manner.

e Employees are to be conscientious and responsible in their fiscal management and business
practices.

Fair Housing

Cambridge Real Estate employees are expected to offer equal housing to all applicants and residents, in
compliance with Fair Housing laws, regardless of race, color, religion, sex, national origin, disability, fa-
milial status and other protected classes under federal, state and local laws. Fair Housing affects nearly
every aspect of property management, from advertising, to prospect tours, to the move-out process. As
such, Fair Housing compliance should guide every aspect of your job.

Discrimination against protected class members is illegal. Not only would the company be held liable for
Fair Housing violations, but the individual committing the offense could also be held personally liable.

Fair Housing Training

All Cambridge employees are required to successfully complete the Fair Housing course offered by
Grace Hill on an annual basis. Go to this page for login instructions and click on the Grace Hill link in the
left column. For questions about completing your training and the requirements, please contact your Ar-
ea Leader or Supervisor.

Fair Housing Practices

Consistency helps to ensure compliance with Fair Housing laws. The Operations Manual is designed to
provide guidelines and policies to standardize operations so that every individual we work with is treated
the same throughout Cambridge’s diverse portfolio of properties. Adhering to the practices in the Opera-
tions Manual helps Cambridge provide the best possible service to all its customers and protects its em-
ployees and the business from exposure to liabilities.

General Expectations and Fair Housing 8
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Effective Teams

The principles of teamwork should underpin how you operate and manage your staff and communi-
ty. Managing a staff doesn’t only mean acting as overseer, or simply making sure that staff get their
work done. It also means involving team members in a responsible, purposeful and creative role,
coaching and helping staff to develop their skills and be successful in their jobs to ensure that, to-
gether, you’re all able to succeed. Here are some benefits to managing an effective team:

Increased Productivity

Higher Quality of Work

Increased Creativity

Stronger Shared Morale & Camaraderie
Aid in Employee Retention

Improved Resident Experience
Enhanced Bottom Line
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Effective Teams 9
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Help make staff meetings the highlight of the
week. Bring treats.

Staff Meetings and Teambuilding

Weekly staff meetings are a central part of running an effective and successful property. Below
are suggested topics to cover during each meeting:

1. Review — Follow up on the previous week’s topics and events. Was the team successful in
meeting its goals? What could have been done better? What went exceptionally well?

2. Set Measurable Goals — Set goals for the following week and month. Having a committed
goal for the entire staff helps to build team purpose. Consider eliciting each week’s goal
from your staff. Allow them to help drive the ship, so to speak, and make space for them
to be creative in the workplace. Be ready with your own set of goals in case the room
stays quiet. Consider goals involving the following tasks:

e Applications

e Preventative Maintenance Inspections and Repairs
e Turnovers

e Work Orders / Maintenance Requests

e Exterior Projects

e Resident Issues

3. Communicate Status — Keep your staff up to date on the property’s most important mark-
ers — Number of notices, applications received, net to rent, average time to complete
maintenance requests, percentage of PMIs completed, etc. Help them feel a sense of
ownership for the tasks at hand.

4. Special Projects — Review ongoing and upcoming projects on your property. Ask for com-
ments on property condition and ideas on improvements. Instill a sense of long term re-
sponsibility to the property and its residents in your staff.

5. Collaborate — Discuss upcoming projects and issues and work together to find creative
and efficient solutions. Discuss the week’s schedule and set responsibilities and expecta-
tions.

6. Look Forward — Define long term goals for your staff. Consider quarterly and annual in-
come goals, project goals, maintenance goals, etc. There are endless possibilities. Con-
sider what would most benefit your property and help direct your staff’'s energies in that
direction.

One of the most effective ways to lead is by example. Always demonstrate the kind of attitude,
work ethic and productivity you’d like to see from your staff.

Want to provide a little extra motivation for a specific goal? Consider contacting your Supervisor
about staff incentive opportunities.

Staff Meetings : ' 10
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Customer Service

When residents sign a lease agreement and take possession of their apartment they’re expect-
ing more than just the walls and ceiling that define their living space. They also expect quality
customer service and timely professional maintenance. Part of our job is to provide consistent
quality service from the moment a prospect first contacts the property to the last time a former
resident uses the property for a rental reference.

o Listen to What your Prospects and Residents are Saying to You
Residents aren’t all the same. Find the time to ask a few thoughtful questions and customize
your response. Not only will you learn something new, your residents will feel more connect-
ed and loyal.

o Find Opportunities to Connect Personally and Authentically
That can be difficult when you have a lot of residents, but you can do it. Think of your com-
munication style, remember and acknowledge an important event, send a handwritten thank-
you note, be sure your office staff recognizes a resident when he or she calls the office.

o Be Surprisingly Responsible
Of course we all know to respond to issues, questions and complaints — but this is what eve-
ryone (i.e. your competitors) does, too. When your residents have to wait, they get cranky
and frustrated. Respond within hours — even if it is simply to acknowledge that you received
their call and will be getting back to them shortly.

« Set Expectations and Always Follow Through
When a resident makes a request, whether it's a request for maintenance service or a ques-
tion about their lease — set the expectation of when they can expect a response and then de-
liver to them exactly on that day. Do what you say you’ll do, when you say you'll do it, and
you'll build trust and loyalty.

« Identify Unique Ways to Deliver Stand-Out Service
Rise above your competition. The best place to start is by asking your residents. Conduct
a health check with a few residents every month and ask them the one thing you should be
doing to keep their business, then (and most importantly) find a way to do it!

Customer Service 11
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A~ Consistent enforcement of lease policies

demonstrates your commitment
i — | S to the Community.

Resident Retention

Consistent quality customer service has numerous benefits, but resident retention may affect the
bottom line more than any other.

The real cost of re-renting an apartment versus renewing a lease varies from community to com-
munity, but keeping an existing resident is typically far less expensive than replacing that resident
with a new one.

Providing consistent quality customer service is a team effort. Discuss ways you and your team
can provide better service to your residents. There’s always room to improve.

Meet and exceed your residents’ expectations:

e Friendly, professional, communicative office staff. Greet Residents by name and with a
smile. Respond to calls the same day and keep residents updated about ongoing issues.
Treat residents with respect and courtesy, and listen carefully to what they have to say.

¢ Responsive maintenance that gets the job done right the first time. Aim to respond to all
maintenance requests within 48 hours, preferably within 24 hours. Keep the maintenance
shop stocked with needed repair and replacement parts for quick response times. Always
double check your work and communicate with your manager if time is required to know if
a repair is functioning properly.

¢ Consistent enforcement of the lease. Residents want to know they’re living in a safe, fair
and predictable community. Consistent enforcement of lease policies demonstrates your
commitment to the community, and it's your job.

Resident Retention J 12



How Much Does it Cost to Lose a Resident?

Fill out the costs for your most recent turns. What’s the real cost of a losing a resident at
your property?

Let’s take a look at an example: Fill in your costs:
Lost revenue* $1,050

Repair to walls $100

Paint $925

Carpet Clean and Repair $150

Cleaning $175

Change door locks $ 35

Change mailbox locks $ 15
Miscellaneous repair $150

Advertising $100

Total $2,700 $

*Here’s how we arrived at the lost revenue figure: Let’say the apartment sits vacant for 21
days between residents. Calculate lost rent by taking $1500 (monthly rent) divided by 30
(days of the month) times 21 (days vacant).

How much does it cost to keep a resident?
Now let’s look at the costs involved in retaining a resident. Admittedly, these costs are sig-

nificantly less than those involved in preparing an apartment home for a new resident, mar-
keting and leasing that home.

Let’s take a look at an example: Fill in your costs:
Discount off Premium Rent for Renewal $480
(full year)
Touch up paint $250
Total S730 $

How Much Does It Cost to Lose a Resident?

13



[

i

Always have documents ready before residents or
prospective residents arrive.
-

Site Office Appearance

Appearances make a powerful impression. Maintaining a neat, attractive and organized office
projects a professional image to everyone from the prospective residents meeting you for the
first time, to the long-term resident looking for a solution to a stubborn problem, to the vendors
you work with daily—even your supervisor. Implement the following standards to maintain a
neat, organized and attractive office space.

o Keep leasing areas and desks neat, orga-
nized and free from clutter.

¢ Clean the site office and bathrooms every
day.

e Store resident files in their proper place un-
less they’re currently being worked on, and
put resident files away while working with
residents, prospective residents and ven-
dors to protect confidentiality.

e Keep brochures, floor plans, blank applica-
tions and any other rental materials on hand and available for prospective residents at all
times.

e Have leasing forms readily available.
e Keep the required signs and postings up to date and posted in the appropriate locations.

o Keep make-ready boards and other operational items out of sight of residents and pro-
spective residents.

¢ Post emergency contact numbers in a location easily and clearly accessible to all on-site
staff members.

e Smoking is not permitted in any office or outside the front door. On Non-Smoking proper-
ties, no smoking is permitted anywhere on the property.

e Keep the office looking up to date. Have the walls painted and the carpet cleaned as
needed to keep the office looking fresh. Contact you Supervisor if the office furniture is in
need of replacement.

Site Office Appearance J 14



Required Signs and Posters

It’s important to ensure that signs required by state and federal law, agencies (RD, TC, etc.) and
as required by Cambridge Real Estate Services are posted correctly in your office. The following
list describes guidelines for the posters at your site. (See below for a list of the required posters.)

e All posters must be displayed in a manner and location to allow viewing by the affected
persons, whether they are employees, residents, or prospective residents.

e Federal and state employment law posters — Such notice or notices shall be posted by
the employer in each establishment in a conspicuous place or places where notices to
employees are customarily posted. Each employer shall take steps to ensure that such
notices are not altered, defaced, or covered by other material.

e Federal and state laws from agencies governing resident/property subsidy programs re-
quire posters to be in plain view for all resident and prospective residents.

e The Federal and state government supply all required posters at no cost. Please contact
HR@cambridgeres.com to receive/replace posters. Please request and post any addi-
tional languages if applicable. As posters are revised/updated, HR will provide new ver-
sions to replace or add to current posters.

e The Federal and state government will enforce fines to properties not in compliance with
their required postings.

e Many properties receive “junk” mail or email regarding federal and state posters. Do not
order forms from these vendors. Request the posters directly from Cambridge Human
Resources.

List of Required Signs and Posters

Review the following list to confirm your property has the appropriate and complete signage for
your property; federally mandated posters; posters for your state; Cambridge required office
posters; and agency posters as applicable to your property (RD, TC, etc.).

For All Properties - to be posted in the management office clearly visible to residents, and
prospective residents.

O Sign - “Thank you for providing photo ID prior to fouring our community.”
O Criteria for Residency (specific to your property)
O Equal Opportunity in Housing poster

O An office sign clearly visible even when the office is closed showing business hours, the
office phone number, and emergency number(s). Handmade signs are not allowed.

Required Signs and Posters

15



Federally Required Posters — Required for all offices. To be posted in each establishment in
a conspicuous place or places where notices to employees are customarily posted.

Fair Labor Standards Act — Minimum Wage

Job Safety and Health

Family Medical Leave Act

Equal Employment Opportunity

Notice to Workers-FLSA, SCA and Walsh-Healy Act

Employee Polygraph Protection Act

Uniformed Services Employment Act and Reemployment Rights Act-USERRA

0 I i I 0

State Employment Posters

All State Employee Posters appropriate to your state are to be posted in an easily accessible
location and visible to all site employees.

B et e ()

State of Oregon

O State Minimum Wage

O Oregon Family Leave Act

O Job Safety and Health Poster “It's the Law”

O No Smoking

O Workers Compensation Notice of Compliance

O Employment Insurance Notice

O City of Portland Only: FAIR Required Posting

State of Washington

O State Minimum Wage

O Notice to Employees

O Job Safety and Health Protection

O Your Rights as a Non-Agricultural Worker
O Notice to Employees-Unemployment

State of Idaho

O State Minimum Wage
O Notice to Employees-Unemployment
O Workers Compensation

Required Signs and Posters

16



Post Posters in a way that is professional looking

and appealing to the eye.

State of California

O

OO0O000000

IWC Order
Minimum Wage Order
Pad Day notice

Cal/OSHA form 200 (required to be posed annually during the month of February)

Workers’ Compensation Insurance

Harassment or Discrimination in Employment is Prohibited (DFEH-162)
Notice to Employees concerning Disability Benefit and Unemployment Insurance

Voting Notice
Whistleblower Protections

Program Posters

For Rural Development and Tax Credit Properties.

Rural Development Properties (RD) - To be posted
in the management office as well as any common areas
such as laundry room and/or common area mail center.

O

O

O0O00o0oa0o

Approved Affirmative Fair Marketing Housing Plan
(AFMHP) with attachments

Current Rent Schedule, Basic and note Rent along
with Utility Allowances

Tenant Selection Criteria

Grievance Policy (Spanish/English/Other)

“And Justice for All” poster

Equal Housing Opportunity (Spanish/English/Other)

TTY Phone number on any/all documents/signage
where property phone number is listed

Tax Credit Properties (TC) - To be posted in the man-
agement office.

O
O
O

Tenant Selection Criteria
Tax Credit Housing Addendum
Equal Housing Opportunity (Spanish/English/Other)

Required Signs and Posters

EQUAL HOUSING
OPPORTUNITY
We Do Business in Accordance With the Federal Fair
Housing Law
The Fair Housing Amendimens Actof 1935)

It is illegal to Discriminate Against Any Person
Because of Race, Color, Religion, Sex,
Handicap, Familial Status, or National Origin

le or rental of housing or ] In the provision of real estate

In the sale S
residential lots brokerage services

[l [n advertising the sale or rental Il In the appraisal of housing
f housi

of housing

| | Blockbusting is alsoillegal

U.S. Department of Housing and
Urban p
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. . . Remember the 3 day wait period before accepting
Site Office Operations ‘ applications!
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FAIR Ordinance Road Map

D R I I I R I N I R R R N N R N A A R NI A B R N I RN S R RE SR RN )

® Must be at least one Financially ® Charge $0 app fee
Responsible applicant per household ® Screen for credit, criminal and
® Charge $45 application fee rental history (not screened

® Monthly income must be 2 times for income)

amount of rent

® Screen for income, credit, criminal
and rental history

v

e s

Manager to notify applicant and Applicant has 48 hours to decide
collect security deposit equal whether to pay an additional half
to one month'’s rent. month'’s rent, get a co-signer, get
............................................ RSETRATE SrwitHeRER
their application.

Email supplemental information to ia@cresapts.com No further action from sites.
SERC to review and provide a response
within 5-7 calendar days to applicant,
with a cc to property.

1

SERC to review and make
final decision if applicant is
approved or denied.

Manager to notify applicant and Applicant has 30 days to appeal
collect security deposit equal denial; see Criteria for Residency.

to one month’s rent. Follow path of Individualized
Acsessmentabove

City of Portland: FAIR Ordinance J 18
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FAIR allows for up to three payments of the secu- - E =
rity deposit ‘ Site Office Operations

FAIR Ordinance
Guidelines for Current Residents

LI I I O I T I I R R I A N A I I S R T O S N I A N NI B ]

No changes to security deposits at any

time throughout tenancy

No changesinregards to FAIR to
current lease term, rent, etc.

No change: Send renewal letters
with amounts| terms per your Property
Supervisor and use form CM o6z Renewal Offer |
RentlIncrease Notice

Send appropriate notice of termination (30-day, 72-
hour, Etc.) Mo2o 72-Hour Notice of Termination
packetandinclude

copy of resjident ledger

For all residents, regardless of move-in
date, uponrequest by resident andfor when resident
gives notice to vacate, provide resident completed PHB
Rental History Request form and copy of resident ledger

from Yardi

No changes to move out process:

@ Use Unit Condition Report from file
wheninspecting atmove out

» Use Move Out Inspection Worksheet ID,
WA, CA, and OR tenancies

2/29/2020 or earlier

» Charge applicable move out charges as

PAGE you have been

City of Portland: FAIR Ordinance J 19
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The rental history will automatically print with
your forms. You still need to complete.

Site Office Operations

...............................................

FAIR Ordinance Guidelines
for All Move-Ins,
Regardless of Move-In Date

------------------------------------------------------------------------------

For all residents, regardless of move-in date,
include all attachments and be
sure to complete PHB Rental History Request
form and copy of resident
ledger from Yardi

l

For all residents, regardiess of move-in date, upon
request by resident and/or when resident gives
notice to vacate, provide resident completed PHB
Rental History Request form and copy of
resident ledger from Yardi

l

For all residents, regardless of move-in
date, process Security Deposit
accounting within 20 days

PAGE

City of Portland: FAIR Ordinance J 20
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Cambridge strongly encourages an interactive = 2 =
walk-through Site Office Operations

FAIR Ordinance Guidelines
Now Applicable to All Move-Ins

Charge one month’s rent for deposit unless
Conditional Approval exception applies, have
applicant sign M0O03 Agreement to Execute a

Rental Agreement and M516-PK Security
Deposit + Notice of Rights

|‘_

Inspect unit before move in and complete
REPORT-001-PK Unit Inventory Report +
Depreciation Schedule

|‘_

Walk unit with new resident, take photos and
complete M524 Condition at Move-In

I‘_

Correct any repairs and or replacements
noted and update M524 Condition
at Move-In form

I‘_

/
O

|‘/

No change: Send renewal letters with amounts | When resident gives notice to vacate,
terms per your Property Supervisor and use form provide resident completed PHB Rental
CMO065 Renewal Offer | Rent Increase Notice History Request form and copy of resident
ledger from Yardi

I‘_

Walk unit with resident before vacating, take
photos and complete M526 Condition at Move
Out (Portland)

I‘_

Charge for damages only (can only charge for
carpet inspection if damages exist); use
PAGE Portland Housing Bureau Depreciation
4 Schedule. Use move-out inspection worksheet
for Portland only.

City of Portland: FAIR Ordinance J 21



Key Management

Proper key management protects keys from being lost, stolen and the associated liabilities. No one
wants to force a vendor to wait while you track down a key or explain to a resident that the key to
their apartment has been lost.

Apartment Keys must not be mastered.

All apartment keys must be kept in a key box that is locked at all times

Apartment key tags must be coded in a manner not reflecting the building or unit number and
listed on the Key Log.

The decoding system for the key tags must be kept separate from the key box and in a se-
cure location.

All apartment door locks must be changed or rekeyed between each move-out and move-in.
Residents will be charged $30 for a replacement key.

Afterhours lockouts are not a maintenance emergency. Residents should contact a locksmith
to regain entry to their apartment.

Issuing of Keys

Keys may only be issued by the site office staff.

Before keys are issued to residents, staff members must verify they are on the lease and
may require photo ID for identification.

Keys are never to be issued to a resident who is not on the lease.

Before issuing a key to a minor, obtain approval from the lease holding parent or guardian—
give Mom or Dad a call.

All maintenance staff, office staff, vendors and contractors must sign for key(s) issued to
them on the Key Sign Out Sheet.

Nofte: If an office copy of a resident key goes missing, management should contact the resident, re-
place their lock or rekey their lock, and issue new keys to the resident.
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Reporting to SERC

All Cambridge properties are required to report specific information to their Supervisor, the Accounting
Department, and the Human Resources Department. This chapter will provide information on the spe-
cific types of reporting and deadlines.

The Marketing Scorecard

Properties required to use the Marketing Scorecard are selected by the Property Supervisor.

The Marketing Scorecard, an Excel spreadsheet, is a tool used to track the property’s rental traffic, ap-
plications, notices and net-to-rent. When filled out daily and correctly, this report will show the heaviest
traffic days, sources generating the most traffic, whether sources are generating qualified renters, how
many prospects are interested in renting, and if not, why. It will also show notices received and the rea-
son.

New Marketing Scorecards are distributed via email from the Central Office at the beginning of the year
and include the months January through December on tabs at the base of the form.

If your property has been selected to use the Marketing Scorecard, fill out the fields daily and email the
Scorecard to marketing@cambridgeres.com. The Subject Line of the email should report the following:

Vacancies / Apps on Vacancies (Application Rent) / Notices-to-Vacate (Move-out Notice Rent) / Apps
on notices (Application Rent) / Net Available

Example: 4/12($2550)/1($1225)/1($1350)/3 — Reads as: 4 vacancies with 2 aps for vacant units totaling
$2550, with 1 notices-to-vacate from an apartment rented at $1225, and one application for that apart-
ment on notice rented at $1350, and 3 net available.

(Mote: Except for rent prices, this is the same information in the same order as the last 5 columns in the
Marketing Scorecard)

If an application is withdrawn, note the rent amount for the withdrawn application like this <$1275>
Example: 4/1($1275;<$1275>)/2($1225)/1($1350)/3

Filling out the Marketing Scorecard

Personalize the scorecard at the top by adding the Property Name and Supervisor Name. Notice the
orange columns? These columns have pre-calculated formulas in them.

MARKETING SCORECARD | ~HATPY VILLAGE APARTMENTS October 2012 SUSIE
PROPERTY NAME MONTH PERVISOR D4
ADVERTISING TRAFFIC ACTIVITY & INFORMATION [ APPLICATION AC TIVITY NOTICES & s
R — 7 — ’_',T_‘T

{_ & | & | f 0

1/ 23] fad B g:‘j;’ i3 |

sEEF¥ [ &/ )_3 | 2/ & ‘! y 5%/ e

Dmyol =10 gf (&/F/&/$ / $f/ H
Datel Week | = < |Other | | Calls Source Shows Source Decision c | £} ; | Source & /|  Reason S >
A MoN| 3 | 2cL 2 CLR 1 L TA 0o/ofo] o |No 2 TS | o &
BEMTuE| fscL| f] 3 | 2R | 4 | ocuRo8 | akTsm 1/0]0 /0 N8 I ) 2 |0 .
3| WED [cL] B 2 208 2T 0o lo 1 Nm 0 [0 P&
4| THU | 2CL | 1| cL 2 1A 1/]0/0 o0 =% 0 | | 0 |
T [ 3cL | 2 | 201 1 08 TA 0]0]1]0 [ R o_| |1 .
6 | SAT | e | 0| 0 0olofo]3 [N o | | o &
A E o | 0 0/o]o]l o [Na 1o [ 4 [

WEEKLY TOTALS 3 ' 10 | A B ESE 2 | s
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V4.3 October 2024
At the start of the year, transfer the prior month’s end- C 2 C
ing stats from December to January. ’ Site Office Operatlons

Prior Month’s Ending Stats

The “Prior Month’s Ending Stats” will be blank at the start of each month. After double checking
the numbers for accuracy, use the month ending stats from previous month to fill in the “Prior
Month’s Ending Stats”. For January, use December’s numbers from the Scorecard from the pre-
vious year. The previous month’s ending stats will be found on the last day of the previous
month in the same columns.

SUSIE =" Prior Month's Ending Sta
4 3 20
g
2 @ AL
§ 8 3 55| 8 (52| Bl55%|3
5 8 4 asg 2= ESS|o
2§ 3 e 2% 58%|®
<@ Reason = <> < Z Z< 5|0
2 LATS 0 4 3 20
0 0 4 4 21
0 0 3 4 22
0 0 3 5 23
0 1 3 4 23
0 0 0 4 23
0 4 4 0 25
2 5
Advertising

Each day, input the advertising posted for your
property. Most communities will use Craigslist, but
some more rural locations may be placing ads in
newspapers. You can see in the example that on
Tuesday there were 3 Craigslist Ads posted, and,
on Saturday, 1 Craigslist Ad was posted.
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V4.3 October 2024
. . You can use the Marketing Scorecard to evaluate
Site mt DN where your traffic is coming from, what’s working and
where you might need to focus more attention.

Traffic Activity and Information

At the conclusion of each day, enter the day’s traffic information into your Marketing Scorecard.
In the example below you’ll see that the property received 2 calls on Monday. One was from
Craigslist Ad and the other was a Referral. That same day 1 apartment tour was given to a per-
son who heard about the community through Craigslist and they decided to Take an Application.

e Calls — Phone calls you received from people interested in learning more
about your community

e Source of Calls — Remember to ask each caller how they heard about your
community (Nofe: there are “source codes” at bottom of spreadsheet)

e Shows — How many tours you gave

e Source of Shows — How did the people you gave tours to find out about the
community?

e Decision — Did they take an application, decide to think about it, decide it
wasn’t a good fit for them?

TRAFFIC ACTIVITY & INFORMATION
alls Source Shows Source
2 CLUR 1 CL TA
2GR el 4
WED| 0 2 20B 2TA
THU 1 CL 2 2CL 2TA
FRI 2 2CL 1 DB TA
SAT 0 0
SUN 0 0
8 10

CODES FOR DECISIONS

RENTAL ACTIVITY CODES FOR SOURCES

AG(i) =APT. GUIDE (internet) F = FUTURE TA = TOOK APP
CL =CRAIG'S LIST LF = LOOK FURTHER |TI = THINK ABOUT
DB =DRIVE BY NQ = NOT QUALIFIED |TS=TOO SMALL

FR(i) = FOR RENT (internet) PD = PAID APP FEE $$$ = TOO MUCH

N = NEWSPAPER

PB =PHONE BOOK
R = REFERRAL
RC =RENT.COM
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V4.3 October 2024
Having trouble with the numbers in the Marketing " . "
Scorecard? Contact your Site Office Operatlons
Supervisor for assistance.

Application Activity

Track your applications received, withdrawn, denied and move-ins in these columns. You will
also want to record the source of the applicant. It can tell you which types of advertising are de-
livering qualified applicants and which are not.

The example below shows that on Tuesday 1 application was received and the application was
a referral. On Friday a referral application was denied.

n
“Ins

Day of
Week

MON
TUE
WED
THU
FRI
SAT
SUN

Source

ol|lo|o Dem'ed

of-~
\

!

\

of -
‘\

<R>

ithy,
raw
-hOO)OO—‘OOMOV

e

N[OO|O|—
= o

1 [

Take time toward the end of every month to evaluate the information gathered in your Marketing
Scorecard. Which forms of advertising garnered the most attention? Are you converting as many
phone calls into tours as you’d like? Are those tours being converted into leases?

If you think there’s room for improvement consider strategizing with your staff, getting input from
your Supervisor and/or Supervisor.
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Site Office Operations ‘

V4.3 October 2024

Double check your numbers daily. It’s much easi-
er to fix a mistake the day it occurs than it is to
search back through the weeks to find it.

Notice, Move-outs and Status Summary

Notices Received - If a current resident gives you a 30-day notice it should be recorded in the
“Notices Received” column on the day it’s received and the reason noted for easy reference.

Move-Outs — In the Move-Outs column, note if you had any move-outs occur that day.

Apps on Vacancies & Apps on Notices — As you accept applications, use this form to keep track
of the number of applications you have taken for your vacant apartments, as well as applications
you’ve accepted for any apartments on notice. If an application is denied or canceled, subtract it
from the appropriate column.

Number of Applicants on Wait List — If you have a waiting list for your community, note how
many people are on the list.

On Monday, in the example below, two move-out notices were received from cur-
rent residents. One resident is leaving the area and the other resident is moving to
a larger home. That same day the community has four applications for vacant
apartments, three applications on soon to be vacant apartments and twenty people

on the waiting list.

The Marketing Scorecard

SUSIE Prior Month's Ending Stats

+ T 20

& 2 @ 528

g 3 §¢ Sel Bl55%

Dayof { § & g as a2 ES=

Week /| € lf" Reason Eo .8 z3 é z g
MONKC 2 )  1aTs 0 - ) T 20
TUE| 0 | ¥ \ [o 4 vl vy
WED| o 2 Alo 3 4 22
THU| o \ N\ o 3 5 23
FRI| o \ 1 3 4 23
saT| o \ [N 0 4 23
SUN| 0 4 4 0 25

2 5 [

CODES FOR&OVE-OUT NOTICE SOURCE

= Health Reasons
LA = Leave Area

BH = Bought Home\
R = Deceased
= Eviction

LJ = Lost Job

RI = Rent Increase
M = Roomate Issues
= Skip
TS = Too Small
XFR = Transfer

** Rescinded notice--use initial reason and show in <>.




Regular Yardi Reporting

If someone in the central office needs to know what is going on at your property, they should be
able to get a very good idea simply by looking at Yardi. If you're out sick or on vacation and a
substitute Manager is at your property, that person should be able to open Yardi and know ex-
actly which units are vacant, if there are any tours scheduled, etc.

Data for properties should be added in real time during all office hours maintained at each prop-
erty.

What to enter:

o Enter new guests—even the ones who do not apply
« Notices received

e Move-ins

e Move-outs

e Ready apartments

o Ledger corrections

o Changes in Rent or other Charges

« Add photos or notes on specific units

o FEtc.

Weekly Occupancy Tracker

On Friday, check that all the week’s data has been entered into Yardi. Then select Weekly Oc-
cupancy Tracker from the Reports menu, select the appropriate date and click on submit. The
report will show the vital statistics for your property: Total Units, Current Occupancy, Projected
Occupancy %, Vacancies, Apps on Vacancies, Notices, Apps on Notices, and Net Available.
This is the same information required to complete the Weekly Manager Report.

Name Units Current Projected Vacancies Apps on Notices Apps on MNet Available
Physical Ocoupancy Vacancies Notices Units
Occupancy
Pleasant Hills 220 B1% 1% 1 U

(8] (5]
[FE ]
(8] (5]

i

Total 220 B4.1% 94.1%

Yardi Reporting



Reviewing Aged Receivables

Increase revenue, lower bad debt and improve your NOI by running the Aged Receivables report
and following up on past due balances. Use this report to help determine which residents have
balances due and follow up with Balance Due Notices found in Tenant Tech. You will find bal-
ances owed under the Current Owed Column. Use this report on the 5th after all on-time rent
payments have been entered into Yardi and apply late fees to all residents who have not paid
rent for that month. Use this report on the 8th to determine who should receive a non-payment of
rent notice.

In Yardi:
Click End of the Month Procedures at the top of the page

Select “Review Aged Receivables”
Report type is “Receivable Aging Detail”
Enter your Property and Month/Year
Click “Display”

Tenant Code Currently Owed

and

Affordable Aging Detail
Property:
Age as of: 09/01/2018

Tenant

(t0009809)
- 005 - Current
Total

(tooo9224)
- 005 - Current
- 003 - Current
Total

(t0017725) _ .,

- 013 - Current

Total

(t0013824)
- 015 - Current
- 015 - Current
Total

(t0001767)

: - 021 - Current
- 021 - Current
- 021 - Current
- 021 - Current
- 021 - Current
- 021 - Current
- 021 - Current
- 021 - Current
- 021 - Current

Total

(t0002033) .
- 034 - Current
- 034 - Current
- 034 - Current
Total

Name
Charge Type

Post To{MM/YY): 09/2018 1

Charge Charge Current| 0-30
e 2 — Gt Code Amount Owed Owed
C-772644 09/01/2018 09/2018 rub 60.00 60.00 60.00
60.00 60.00 60.00

v
C-772846 09/01/2018 052018 parking 35.00 35.00 35.00
C-785714 09/05/2018 092018 late 7640 16.40 1640
11140 51.40 51.40
C-767453 08/14/2018 08f2018 secdep 2,020.00 737.67 757.67
2,090.00 757.67 757.67
C-753386 08/01/2018 082018 rub 60.00 11.30 0.00
C-772653 09/01/2018 092018 rub 60.00 60.00 60.00
120.00 71.30 60.00
01/10/2018 01/2018 ather 50.00 50.00 0.00
04/05/2018 042018 late 102.50 82.50 0.00
06/05/2018 06/2018 late 102.50 102,50 0.00
07/06{2018 07/2018 late 102.50 102.50 0.00
08/01/2018 08f2018 rub 60.00 60.00 0.00
08/05/2018 082018 lat 102.50 102.50 102.50
07/24/2018 052018 ather 50.00 50.00 0.00
09/01/2018 092018 rub 60.00 60.00 60.00
09/05/2018 09/2018 late 102.50 102.50 102.50
732.50 722.50 265.00
07/01/2018 082018 premium 100.00 100.00 0.00
08/01/2018 082018 premium 100.00 100.00 0.00
09/01/2018 092018 premium 100.00 55.00 95.00

v 300.00 295.00 95.00

Date and
Month Posted

Yardi Reporting

61-90
Owed

0.00
0.00

0.00
0.00
0.00

0.00
0.00

0.00
0.00
0.00

0.00
0.00
102,50
0.00

oo oo
)
BEEEs

102.50
100.00
0.00

0.00
100.00

Over 90 Pre:

Owed payments

0.00 0.00
0.00 0.00
0.00 0.00
0.00 0.00
0.00 0.00
0.00 0.00
0.00 0.00
.00 0.00
.00 0.00
0.00 0.00
50.00 0.00
92.50 0.00
0.00 0.00
0.00 0.00
0.00 0.00
0.00 0.00
0.00 0.00
0.00 0.00
0.00 0.00
142.50 0.00
0.00 0.00
0.00 0.00
0.00 0.00
0.00 0.00

Charge Notes

l

0.00 Utility Reimbursement (09/2018)
0.00

Suspense | Remarks

0,00 Parking/Garage/Carport (05/2018)
0.00 Late Fee
0.00

0.00 Security Deposit
0.00

0,00 Utility Reimbursement (08/2018)
0,00 Utility Reimbursement (09/2018)
0.00

0.00 Smoking viclation fee

0.00 April late fee

0.00 late fee

0.00 Latz Fes

0.00 Utility Reimbursement (08/2018)
0.00 late fee

0,00 Smoking viclation

0,00 Utility Reimbursement (09/2018)
0.00 Latz Fes

0.00

0.00 month to month fee
0,00 Premium Rent (08/2018)
0.00 Premium Rent (09/2018)
0.00

Available Prepays
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Review Security Deposit Activity

Use this report to ensure all residents have paid their Security Deposit. You can see who still
owes a deposit by checking the Deposits Owed Column (Prpd/Deling Deposits). Collecting all
deposit amounts due will help to improve recovery of move-out damages, lower accounts receiv-
able, lower bad debt and improve NOI.

Security deposits must be paid in full with cashiers checks, money orders, or paid online before
keys are given to the new resident.

Exception for Portland: FAIR allows for three payments on the deposit. For questions on this
please contact your area leader or supervisor.

In Yardi:

e Click End of Month Procedures at the top of the page
o Select “Review Security Deposit Activity”

e Report type is “Security Deposit Activity”

« Enter your Property and Month/Year

e Click “Display”
Tenant Name Received Deposits
Security Deposit Activity 1
Period = 09/2018-05/2018

. Resident - Prior Deposit| Prior| Current| Current Deposits| (Pr Deln: Deposits
T [ LT Code TR B?I?ed Receipts Dep.Billed Receipts On lI:'-|and ( pg)e‘;ositsq Forfpeited
£ 455.00 495.00 -455.00 -455.00 0.00 0.00 125.00
1,095.00 545.50 0.00 0.00 549.50 549.50 0.00
625.00 625.00 0.00 0.00 625,00 0.00 0.00
550.00 550,00 0.00 0.00 550.00 0.00 0.00
1,100.00 1,100.00 0.00 0.00 1,100.00 0.00 0.00
1,395.00 1,395.00 0.00 0.00 1,359.00 0.00 0.00
1,095.00 1,095.00 0.00 0.00 1,055.00 0.00 0.00
0.00 0.00 1,355.00 1,395.00 1,359.00 0.00 0.00
357.00 357.00 0.00 0.00 357.00 0.00 0.00
625.00 625.00 0.00 0.00 625.00 0.00 0.00
1,400.00 1,400.00 0.00 0.00 1,400.00 0.00 0.00
995,00 995.00 0.00 0.00 999,00 ,00 0.00
1,095.00 1,095.00 0.00 0.00 1,095.00 .00 0.00
1,095.00 1,095.00 0.00 0.00 1,095.00 00 0.00
1,338.00 1,338.00 0.00 0.00 1,338.00 0.00 0.00
312.50 312.50 0.00 0.00 312.50 0.00 0.00
1,395.00 1,395.00 0.00 0.00 1,359.00 0.00 0.00
1,798.00 1,798.00 0.00 0.00 1,758.00 0.00 0.00
1,145.00 1,145.00 0.00 0.00 1,145.00 0.00 0.00
1,445.00 1,445.00 0.00 0.00 1,445.00 0.00 0.00
1,295.00 1,255.00 0,00 0,00 1,295.00 0.00 0.00
455.50 495.50 0.00 0.00 459.50 0.00 0.00
545.00 545,00 0.00 0.00 545.00 0.00 0.00
1,445.00 1,445.00 0.00 0.00 1,445.00 0.00 0.00
2,458.00 2,158.00 0.00 300.00 2,458.00 0.00 0.00
26,090.00 25,240.50 900.00 1,200.00 26,440.50 549.50 125.00

Unit and Tenant
Code
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Review Rent Roll with Lease Charges

Use this report to ensure we are charging the correct rents before Monthly Posting. You can find
their current charges under Type of Monthly Charge (Charge Code) and Amount. Timely Rent
Roll corrections improves vacancy loss accuracy, eliminates complicated corrections after month
end, and helps avoid embarrassing mistakes with residents.

In Yardi:

o Click End of Month Procedures

o Select “Review Rent Roll with Lease Charges”

o Report type is “Rent Roll with Lease Charges”

« Enter your Property, First day of the next month and the next Month/Year
o Click “Display”

Tenant Name Type of Monthly Amount Resident
l Charge and Amount Currently Owes

N\

Rent Roll with Lease Charges

As Of = 10/01/2018
Manth Year = 10/2018
i Unit Unit i Market| Charge Resident Other| Lease

Unit T Sq Ft Resident| Name Rent | Code Amount Deposit Deposit Move In TareTin Move Out Balance

Current/Notice [Vacant Residents

Al0907 1B1BASQ 623.00 | t0017328 1,100.00 | rent 1,125.00 1,125.00 0.00 | 06/23/2018 05/31/2019
rub 50.00
Total 1,175.00

A1050% 1B1BASQ 623.00 | t0000403 _ 1,100.00 | rub 50.00 830.00 .00 | 01/02/2015 08/31/2019
rent 1,125.00
Total 1,175.00

410011 1B1BASQ 623.00 | t0012647 1,100.00 | rent 1,070.00 1,070.00 .00 | 01/08/2018 12/31/2018 1,227.00
rub 50.00
Total 1,120.00

A10913 2B1BASQ 852,00 | tD014079 1,200.00 | rent 1,175.00 587.50 475,00 | 04/27[2018 03/31/2019
rub 60.00
Total 1,235.00

A10915 2B1BASQ 852.00 | t0017965 1,200.00 | rent 1,295.00 545.00 .00 | 08f27/2018 07/31/2019
b 60.00
Total 1,355.00

A10017 2BLBASQ 852.00 | £0001557 B B 1,200.00 | rub 60.00 1,025.00 475.00 | 05/22/2015 05/31/2019
rent 1,175.00
Total 1,235.00

A10915 2B1BASQ 852,00 | t0D010006 1,200.00 | rub 60.00 820.00 475.00 | 11/15/2013 12/31/2018
rent 1,200.00
Total 1,260.00

A10521 2B1BASQ §52.00 | t0010007 _ . 1,200.00 | rub 60.00 §95.00 475.00 | 04/25/2014 03/31/2019
rent 1,200.00
Total 1,260.00

A10823 2B1BASQ 852,00 | £0003661 1,200.00 | rub 60.00 612,50 .00 | 07f01/2017 08/30/2019
rent 1,225.00

\/ Total 1,285.00 v

Code Deposits
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The Weekly Manager Report

The Weekly Manager Report is a one-page report (Form C320 on Tenant Tech) to be completed

on Friday of every week, accounting for that week’s business—Saturday through Friday. Once
completed, the Weekly Manager Report should be emailed to the Site Supervisor and manag-
erreports@cambridgeres.com. The report is considered late if it is not received by the following

Monday.

Use professional language and a neutral tone when describing site business.

The Manager Log, Marketing Scorecard, and Maintenance Log will contain all the information

necessary to complete the Weekly Manager Report.

Step 1: Transfer from Current—Use the Transfer from Current button to move the Current Week
statistics to the Previous Week Column.

MARKETING

Telephone Calls Received

Tours of Property by Prospective Residents

MOVE-OUTS

Total Move-Out Notices (Due to Rent Increase)

Rent Increase Motices Distributed (Combined ‘alue)

MAINTENANCE

Apartment Turnowvers Completed

Maintenance Requests Completed

Preventive Maintenance Inspections Completed

Preventive Maintenance Follow-Up Service Completed

Step: 1 [

I

PREVIOUS WEEK

PREVIOUS WEEK

0 (0)

0

PREWVIOUS WEEK

Transfer from Current

f CURRENT WEEK \
2

URRENT WEEK

CURRENT WEEK

2

0

0 Step: 3

_ J

Step: 2

For week ending Eriday). | 08/31/2018 _']

f MONTH-TO-DATE \

ONTH-TO-DATE

Step: 4

_ Y

Step 2: Change the Date—Change the date to the Friday of the week the Weekly Manager Re-

port is due.

Step 3: Enter the Current Week’s Data—Enter the current week’s data in the Current Week Col-
umn for Marketing, Move-outs, and Maintenance using the Marketing Scorecard, Manag-
er Log and Maintenance Log. Include financial totals in the Move-out Section in paren-

thesis.

The Weekly Manager Report
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Step 4: Adjust the Month-to-Date Column—Add the Current Week total to the Month-to-Date to-
tal for each horizontal data line. The Month-to-Date column should account for the total
for each line for the entire month up to and including the Friday of the report.

Nofte: Not all of the Current Week total will be included in the Month-to-Date column during
weeks when the month change occurs mid week. Only the events which occurred during that
month should be included in the Month-to-Date column. For example, as in October of 2018, the
new month began on Monday of the week being reported. Data from Saturday and Sunday
should not be included in the Month-to-Date column for that week. The total from Saturday and
Sunday will, however, need to be included in the October Monthly Manager Report.

The Month to Date column may be less
Weekly Manager Report (C320) than the Current Week column when the
new month begins mid week.

Transfer from Current For week ending (Friday): | 10/0R/2018 B

MARKETING PREVIOUS WEEK CURRENT WEEK MONTH-TO-DATE

Telephone Calls Received 4 0

Tours of Property by Prospective Residents 4 5

Step 5: Complete the Text Fields—Complete the text fields Rental Activity/Marketing, Resident
Issues, Property Maintenance, Staff, and General Operations.

= Rental Activity/Marketing—Include information about all applications received, signed
Agreements to Execute, new rentals, traffic, applicant’s responses to tours, qualified pro-
spects, why they chose not to lease, and suggestions for the following week.

=> Resident Issues—Describe any significant interactions with residents such as notices
sent, conversations regarding issues on property, property wide notices, and eviction
proceedings.

= Property Maintenance—Discuss significant landscaping and maintenance progress, is-
sues or accomplishments in the past week including activities like capital improvements,
larger scale maintenance related items, mold and moisture issues, non-standard vendor
activity, turn completion and maintenance staff accomplishments.

=> Staff—List any staff issues, schedule conflicts, personnel changes, time off and notewor-
thy achievements.

= General Operations—Summarize the weeks events, record goals for the following week
and month, comment on previous goals progress and completion, and make notes about
upcoming events and property projects.
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Affordable Housing Supplement (Form c314 on Tenant Tech)

To be completed by all Tax Credit and RD/Tax Credit Site Managers every month. Once completed, fax
or email with the Monthly Manager Report to the Central Office prior to the 5th of every month. A copy is
retained on site for future reference.

Information in this report includes statistics pertaining to recertifications, special set-asides, waiting list,

and status of past-due recertifications. Much of the information can be found using the Resident Activity
Detail report in Yardi. Also, consider creating a FAFFs file in Outlook to track approved FAFFs returned
by the Compliance Department.

Step 1: Transfer from Current—Use the Transfer from Current button to move the Current Month
statistics to the Previous Month Column.

Step 2: Change the Date—Change the date to the last day of the month the report is for.
Step 3: Enter Current Month’s Data—Enter the data in the Current Month Column.
Step 4: Adjust Year-to-Date—Add the Current Month column totals to the Year-to-Date totals.

Step 5: Complete the Text fields—Complete the remaining text fields.

Step: 2

PREVIOUS MONTH ( CURRENT MONTH YEAR-TO-DATE
Mumber of Completed Recerifications 19 24 | 44
Mumber of Post-Due Recerific ations (complete section below) 0 1] Mot Applicable
RTIFIC
Mumber of Recerifications in Process 10 3 Mot Agplicable
Required Number of Deep Skewed Units 7 12 Mot Applicable
Step: 3 Step:
First of the Month Number of Cccupied Deep Skewed Units 7 12 Mot Agplicable
First of the Month Mumber of Wacant Deep Skewed Units 0 0 Mot Agplicable
L SET-
End of the Month Number of Deep Skewed Units 2 12 Mot Agplicable
Houssholds Exceeding 80% of Area Median Income Mot Agplicable
First of the Month Waiting List Length (Mumber of Names) 24 28 [25
ITING | End of the Month Waiting List Length {Mumber of Names) 28 18 [ 18
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Rent Increase Process

Recommendations & the Lease Expiration Worksheet

All conventional properties and selected tax credit properties (check with your Property Supervi-
sor) are provided with a Lease Expiration Worksheet at the beginning of the year. The purpose
of this form is to document future rent increases upon lease expirations. The form is completed
as follows:

1. Complete the Fields—Using a Rent Roll report from Yardi, complete the fields for resi-
dents who are due to receive a lease renewal offer on or slightly before the 26th calendar
day of the month.

o Budget Market Rent and Budget RUB can be found on the first pages of your property’
s budget. Use the year end budgeted amounts in the Lease Expiration Worksheet.

o Re-Rent Price Today equals the current rent price if that unit was available to rent, nor-
mal turnover work presumed. See more on how to set Rent Prices at your property.

2. Rent Increases—Determine the amount of the future rent increase and record this infor-
mation on the Lease Expiration Worksheet.

o Determining Increases—As a general rule, renewal rates are kept below current Re-
Rent Prices by a flat amount (usually $30 to $50) or by a percentage (usually 3% or
less). Contact your Supervisor to confirm your understanding of these guidelines.

3. Email—Email the completed Lease Expiration Worksheet to your Supervisor by the end of
the third week of every month. (See the Calendar for specific dates.)

4. Approval—Your Supervisor will contact you typically within three business days with ap-
proval or revisions.

5. Post— Once approved, Site Staff can post and mail renewal offers (Renewal Letters can
be found on Tenant Tech) to residents no later than the 28+ of the month.

6. Track — Enter end date of current rent in Yardi and enter new rent amount and beginning
date of new rent in Yardi.

7. Execute — Coordinate effectively to execute all new fixed-term rental agreement (or month
-to-month) with households by the noted deadline on the renewal offer letter (typically by
the 20™ day of the month prior to the new rent becoming effective.

Rent increase Process
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Requirements/Restrictions

Requirements/Restrictions can vary by State and sometimes even County. Generally, properly
informing an existing household of a change in their monthly rent involves the following

State determined but generally a 90-day posted and mailed notice of rent in-
crease. (Remembering to post, mail, and email caseworker if resident receives Housing sub-
sidy.)

Do not exceed allowable rent increase limits in your area/region (defined on your Lease Expira-
tion worksheet).

Determining Rental Rates

At Affordable Properties, rental rates are set by an outside party, but at Conventional Properties
rental rates are determined by market conditions, and interpreted by members of the property
management company. There are a number of ways to find the “right” price. Use the following
tools to help keep your property’s rental rates competitive. As always, work with your supervisor
accordingly if you’re unsure of how best to price.

« Competitor Pricing—Call your competitors and ask for their current rental rates. Shop your
competitors and get pricing information and an idea of the quality of their apartments.
Ask your Portfolio Supervisor to generate a reports from Costar.

« Shut it Down—This method is best used when availability is low. Set your new rent higher
than you think you can get. Track the number of incoming calls, dropping the rate until
the phone starts ringing with qualified prospects.

« Step it up—Increase the rental rate as each apartment comes available. Track traffic to de-
termine when you’ve reached the “Market Ceiling”. Note that adjustments should proba-
bly be equal to 3% to 5% above the previously achieved high rent.

« Amenity Pricing—No two apartments are the same. It's important to recognize the differ-
ences between apartments and price accordingly. Factors include location, quantity of
natural light, age of interior finishes — just to name a few.

Month-to-Month pricing—If a household elects to transition to a month-to-month status, this
should be in accordance with the noted rental rate for the month-to-month option on the
renewal letter. The month-to-month rental rate will commonly be the highest priced option
offered, but still compliant with the maximum rent increase permitted in your area/region.

Determining Rental Rates
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_ . Make note of all changes in Rent Prices in your
Site Oﬁe,()pe.r;atlo : Manager Log so there’s evidence of Fair Housing
Compliance.

Mailing Paperwork to the Central Office

e |tems mailed to the Central Office should be sent using a large manila envelope.

e Address the envelope using the stamp with Cambridge’s P.O. Box address.

e Stamp the upper-left corner of the envelope with a the site’s address

e When sending multiple items in one envelope, use a colored sheet of paper to separate

each group of items. For example: Move-out Paperwork, colored paper, Invoices, colored
paper, Move-in Paperwork.

e Postage can be paid for at the post office. Often there are kiosks available with little wait
time or it can be paid at the counter. If it is more convenient to use stamps, be sure to
use a postage scale for accuracy.
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Email Etiquette and Guidelines

Email is a key part of the workplace, and your emails can make lasting impression on those you com-
municate with. The following is a guide to simplify and maintain a professional appearance and tone in
your online communications.

General Guidelines - Basics tips to keep communications professional and useful.

Make your subject line relevant to the content of your email.

Don’'t break email chains. Once an email chain on a specific topic has been started use Reply to
keep the associated emails together in a chain. Starting a new email chain may result in infor-
mation being lost or more difficult to locate.

Think carefully before you hit Reply to All. Everyone who received the original email will also re-
ceive your response.

Consider every email you send to be available to the public. Keep it professional at all times. You
never know who may end up reading what you’ve written.

Learn to electronically file the emails you receive. This can be invaluable in recovering conversa-
tions long after you thought they were over. Contact your Supervisor or Blackpoint IT to learn
more.

Keep your language and content work appropriate. Avoid inappropriate humor or other offensive
material. Avoid emotional language. Don’t use emoticons and keep the use of abbreviations to a
minimum to ensure everyone easily understands your message.

Proof read every email before you hit the send button. You might be surprised how often you catch
errors or correct confusing sentences.

Use a professional font. Avoid using fancy script or color in email text. Never use all caps. It's the
text equivalent of yelling.

Be concise. Avoid long sentences.

Use proper spelling, grammar and punctuation.

Respond swiftly.

Respond to every question and try to pre-empt future questions.
Use the cc: field sparingly.

Avoid using Urgent or Important. If it is urgent or important it may be best to follow your email with
a phone call.

Don’t attach unnecessary files.

Don’t request delivery or read receipts.

Don’t include confidential information in your emails.

Don’t forward questionable or suspicious emails as they may contain viruses.
Don’t Reply to Spam

For the complete policy on email usage, please refer to the Employee Policy Manual.

Email Etiquette and Guidelines
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Signature Block (Outlook)

Every employee that uses email as part of their job is expected to use a Signature Block. They
are simple to make, provide important information to those you’re contacting and keep your cor-
respondence looking professional.

Use the following format: (Example)
Your name Mary Manager
Title Property Manager
Property Name Happy Apartments
Property address 1234 Oak Street | Happy Hills, OR 97005
Office Telephone number(s) (503) 848-1235 phone
Afterhours Emergency Number (503) 911-9911
Fax number(s) (503) 848-1236 fax
Your email happy@cresapts.com
Property website www.cresapts.com/happyapartments
Link to tours Check Out Our 3D
Il me what you want to do
Tours Here! .
o2 -
Link to Apply Online Apply Online Today! Y@ mj
ress Check  Attach Attach Signature J Assic
ok Mames  File= Item~ Paolicy
Here are step-by-step instructions for creating and editing a temes ndude
signature block:
1. Open a new email message.
: 2. Select Signature > Signatures
el B fom the meru, g
Select signature o edt Choose default signature 3. Under Select signature to edit,
ETERT . | E-mail account: |jne|son@cambridgeres.com |Z| Choose New’ and N ‘the New Slgna-
New messages:  yustin Nelson -] | ture dialog box, type a name forthe
Replies/forwards:  jctin Nelsan E| S|gnature-
E‘Etgg‘: e — 4. Under Edit signature, compose
galmn ©ody)  [+] 14 [+] I U | -] E] = = | Edpusinesscard | [ B yOUI’ Signature. YOU can Change
Justin Nelson - fonts, font colors, and sizes, as well
o ot | Bt omean 37208 as text alignment. You can add links
osvoioed o and images to your email signature,
worw cresapts.com change fonts and colors, and justify
the text using the mini formatting bar
- under Edit signature.
5. Under Choose default signature,

set the following options for your sig-
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6. Your signature should be added to all new messages by default, in the New messages
drop-down box, select one of your signatures.

7. Your signature should appear in the messages you reply to and forward. Under Replies/
forwards drop-down in the Signatures box, select your signature.

8. Choose OK to save your new signature and return to your message. Outlook doesn't add
your new signature to the message you opened in Step 1, even if you chose to apply the
signature to all new messages. You'll have to add the signature manually to this one
message. All future messages will have the signature added automatically. To add the
signature manually, select Signature from the Message menu and then pick the signa-
ture you just created.

Out of Office Assistant (Outlook)

Your office isn’t likely to be closed for long periods of time, but on holidays and those rare occa-
sions this can be useful way to let people know that you’re unavailable and will get back to them
as soon as you return.

The Out of Office Assistant will alert individuals to your absence when they attempt to send you
an email. Your message should state that you're out of the office, when you expect to return,
and who to contact in your absence in case of an urgent matter.

Directions for Outlook Web Users

Open Outlook

Click on “File” in the upper left corner of the screen.

Select “Info” if not already selected.

Select “Automatic Replies (Out of Office)”

Switch from “Do not send automatic replies” to “Send automatic replies”

Check the box for “Only send during this time range:” and enter the period you’re office
will be closed.

Type a message in the fields for “Inside My Organization” and “Outside My Organiza-
tion”.

8. It's not necessary to include a Signature if you already have one set to be included in
email replies automatically.

AN i

~

The Out of Office message will automatically stop being sent after the End date and time have
passed.

Out of Office Assistant
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The Manager Log

The Manager Log is one of the most important tools in the Manager
tool kit. Use it to document resident issues and conversations, notic-
es, pricing, concessions, and discount changes as well as any other
major activities at your property.

The information kept here can be used for numerous things, includ-
ing routine responsibilities like filling out your Weekly Manager Re-
ports, the less routine request for a violation letter, and the uncom-
mon defense of a Fair Housing Dispute. In any case, it's an invalua-
ble tool for retrieving accurate and detailed information that might
otherwise be difficult to recall.

e New manager logs start on January 1 of every year.

e Use a black and white composition book or a hardback diary. They can be purchased

'\
Ttenanttech

Residents Forms & Docs

6 ° No unit selected

through your properties Office Depot account. (Iltem #1394524)

e Employees are encouraged to use the digital Manager Log in Tenant Tech
e Label the book with your property’s name and the year.
e Only use pen to write in the Manager Log and never use white out.

e Make a dated entry every day, even if the entry is just to record that your office was
closed.

e Use factual, succinct and professional language.

¢ Include sufficient detail to be of value at a later date, such as full names of the individuals
involved, date and time of incident, description of the incident, withesses or other sup-
porting data.

The Manager Log
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Check Request

In an emergency situation where a payment must be made without an invoice Site Managers
may submit a special check request.

e All check request forms musthave Supervisor approval before sending to Accounts Pay-
able.

e To request a check, contact your supervisor with necessary information.

e Check requests must be made payable to the vendor performing the services or provid-
ing the product.

e No check requests can be made payable to the Site Manager without approval from the
Supervisor.

e Check Requests require proof of tax identification number and the correct address for all
vendors.

¢ In the event the vendor is providing services (not supplies), proof of insurance is also re-
quired.

Petty Cash

Petty Cash Envelopes can be ordered through Tenant Tech using Form C000.

Petty cash is used for payment of non-routine, small miscellaneous items or services of a gen-
eral nature for which total payment to a single non-vendor does not exceed $100. The back of
the Petty Cash Envelope lists items commonly purchased with Petty Cash.

When a new Site Manager begins working at a property, the property’s Supervisor is responsible
for setting up the Petty Cash Account. Most Petty Cash accounts have an approximate balance
of $2 per unit rounded to the nearest $100. For example, if you manage a community of 100
units the Petty Cash account would be $200.

Petty Cash can be maintained in the form of cash or in a checking account if the account can be
opened in a cost-effective manner. When opening a bank account, the account is to be in the
name of the Site Manager and should include “Petty Cash Fund” under the name. The Site Man-
ager should be the only signer on the account. It is important that the Petty Cash funds are not
co-mingled with personal funds. Do nof open a checking account using the property’s name.

The Site Manager is responsible for all expenditures, reconciliation of funds, and any shortages.
It's recommended that Petty Cash be submitted at least once per calendar month or when the
account balance is 50% of the total fund. It can take up to 10 days to receive reimbursement, so
plan accordingly.

Check Request / Petty Cash
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Site Managers should not advance person-
al funds to the Petty Cash fund in event of
a shortfall.

Petty Cash will not be reimbursed without
an acceptable receipt. Store your Petty
Cash receipts in a safe location until its
time to send them in.

Petty Cash May be Used in the Following Circumstances

For coded items on the reverse side of the Petty Cash Envelope.

Evictions and other legal costs that do not exceed $100—if local law requires cash pay-
ment of filing costs.

Mileage expenses of $100 or less, per employee. A Mileage Record form must be com-
pleted, signed by the Site Manager and used as a receipt. Mileage must be submitted
monthly. Do not submit multiple month’s mileage payments for the same person on one
Petty Cash request.

Petty Cash May Not be Used for the Following

Security Deposit refunds

Employee advances for payments to other individuals

Wage advances or loans to employees

Employee gifts for birthdays, weddings, etc.

Labor of any kind. Labor must be processed through payroll or an outside vendor.

Any items over $100 must be purchased through a vendor using a Special Check Re-
quest.

Refunding overpaid resident rent.

Petty Cash
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How to Complete the Petty Cash Request Envelope

Be sure to fill out the envelope completely.

1.

N

2

Record and code purchases on the front of the envelope using the codes from the re-
verse side.

Tape all receipts to a plain white 8-1/2 x 11 sheet of paper in the order listed on the enve-
lope.

Add all the receipts with an adding machine to produce an adding machine tape record.
Make a copy of the receipts for your records.

Place the receipts in the envelope.

Add the amounts listed on the envelope and check them against the amount on the add-
ing machine tape.

If correct, attach the adding machine tape to the top left corner of the Petty Cash enve-
lope.

Print your full name clearly on the envelope and sign the envelope, approving the receipt
list and expenses.

Make a copy of the front of the envelope and attach it to the copies of the receipts and
file it in the Petty Cash File. (see more about the Petty Cash File here)

10.Reimbursement requests for Petty Cash are processed through Yardi as an Invoice and

made payable to the Site Manager. Refer to the Yardi Voyager Residential Procedures
Guide for instructions on entering invoices.

Processing your Final Petty Cash Reconciliation

When you leave a property, it's neces-
sary to “close out” Petty cash so a new
check can be issued to the new Site
Manager. Petty Cash should be closed
out no later than the last working day of
the exiting Manager. Reconcile all re-
ceipts; a check from the Petty Cash Ac-
count must be made out to Cambridge
RES for the balance of the account and
placed in the Petty Cash envelope with
the receipts. Mark the front of the enve-
lope with the words, “Closed Out.”

Petty Cash
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Office Supplies (Office Depot)

An Office Depot Business account has been set up for all properties to benefit from the corpo-
rate pricing and delivery of supplies to your property.

Not having something when you need it can be frustrating and time consuming. Keep your office

stocked with the supplies necessary to keep the business running smoothly using the following
suggestions.

Take office supply inventory at least once a month.

Keep of list of items that are running low.

Don’t wait until it's gone to order more.

Orders should be placed after reviewing your office supply inventory.
Orders are placed online at Office Depot

Financial review of the office expense account must be taken into consideration before
placing orders to avoid over spending.

Obtain Supervisor approval prior to purchases exceeding $300.

Mileage Reimbursement

The Mileage Record (Form C021) can be found on Tenant Tech.

Site Managers and other community staff members can be reimbursed for their daily property
errands such as going to the bank, post office, picking up parts, and filing evictions. If you have
questions about a specific situation which requires travel, please contact your Supervisor or Su-
pervisor.

The Mileage Record must be completed in its entirety and submitted monthly as a Petty
Cash receipt before the month end close date.

Enter mileage on the day the mileage is driven.
Mileage cannot be saved and submitted quarterly.
Mileage is reimbursed at the rate listed on the Mileage Record report.

When the mileage rate changes, all properties will be notified of any change in the mile-
age rate, and the form updated.

Mileage is paid for after-hour maintenance calls if the Maintenance Tech does not live on
-site at the property where the emergency occurred.

Office Supplies / Mileage Reimbursement
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File Format

It’'s important to follow the required format for all resident file types. A standard format is estab-
lished for consistency and is especially important should your property be audited. The following
is a list of file types and the required format:

Current Resident Files

All Current Resident Files are set up in the same manner. Label each resident file with the Apart-
ment Number and Unit Type if using the pressboard folder. The resident’s surname can be in-
cluded if using manila folders.

e Conventional Properties — letter size, two-section file folders with fasteners; a regular
manila folder can be used or a pressboard folder, which can be recycled each time a new
resident moves in. Office Depot Item #207126 (Manilla box of 50)

e Section 42 — letter size, pressboard, four-section file folders with fasteners. Office Depot
Item #782165 (box of 10)

e RD — letter size, pressboard, four-section file folders with fasteners. Office Depot ltem
#782165

Conventional Property File Order

Each Current Resident File should contain all required leases, addenda, copy of application,
screening results and proof of income (if applicable).

Place contents of the resident files in the appropriate order as described below.

Left side Right side (ordered from top to bottom)
v Resident Conversation Sheet — on top e
urrent Rental Agreement
Add the following items on the left side of the file as _ I
they occur: Tenant Tech form C482 v Previous Rental Agreements
v General correspondence — such as past due v Security Deposit Payment Agreement (if applica-
notices, etc. ble)
v" Nonpayment Notices
v Violation Letters v' Agreement to Execute a Rental Agreement
v’ 24 Hour Notices v Pet Agreement (if applicable)
v Utility Set Up/Termination (received at move in)
v Application v All other Addenda
v Screening Approval v Proof of Renters Insurance (if applicable)
v Proof of Income (if applicable)
v" Unit Condition Report
v Original Guest Card

File Format
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Tax Credit Property File Order

The information within the first two sections of the file are occupant specific. They are removed at
the time of move-out., placed in an envelope, labeled with the resident’s last name and move-out
date, and filed alphabetically by last name.

First Opening of Multi-Part File
Left Side (first document inserted is oldest)

e Original Move-in Lease and Lease Addendums
e Most Current 2 years of subsequent leases or Rent Change Letters
*All other lease paperwork to be archived

If the resident receives Section 8 assistance, the initial lease and any interim modifications affect-
ing rent portions are included in this file section in date order, oldest below the newest.

Right Side Right Side
e Original Move-in Certification e AR Certification Date
e TIC « TIC
e Income Worksheet e Income Worksheet
e Tenant Income Questionnaire e Tenant Income Questionnaire
e Income Verifications e Income Verifications
e Child Suppor Affidavit e Child Suppor Affidavit
o Asset Verification —or— Under $5K Form o Asset Verification —or— Under $5K Form
o Student Affidavit o Student Affidavit
e Unemployment/Zero Income Certification e Unemployment/Zero Income Certification
(if applicable) (if applicable)
« VAWA « VAWA
e Other o« Taxes
e Other e Other
e Other e Other

Second opening of Multi-Part File
Left Side
« Emergency Contact Paperwork
(separated by colored paper)
e Applications
o Background Screening

Right Side
e Tenant Correspondence

*Work orders to be kept in the unit
work order file.

File Format
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Rural Development Property File Order

The information within the first two sections of the file are occupant specific. They are removed at
the time of move-out., placed in an envelope, labeled with the resident’s last name and move-out
date, and filed alphabetically by last name.

First Opening of Multi-Part File

Left Side (first document inserted is oldest)

Right Side (first document inserted is oldest)

Original Move-in Lease and Lease Addendums

Most Current 2 years of subsequent Leases or Rent Change Letters (most recent on top)

*All other lease paperwork is to be archived

Original Move-in Certification

3560-8

TIC (if Available)

HUD Estimated Calculation Worksheet
Income Worksheet

Tenant Income Questionnaire

Income Verifications

Child Support Affidavit

Asset Verifications

Affidavit of Medical Expenses

Medical Expense Verifications
Student Affidavit

Unemployed/Zero Income Certification
VAWA

Wage Match Form

Initial Notice

Second Opening of Multi-part File

Left Side

Emergency Contact Paperwork
(separation by colored paper)
Applications

Background Screening

File Format

Right Side (first document inserted is oldest)

AR Certification

TIC (if Applicable)

HUD Estimated Calculation Worksheet
Income Worksheet

Tenant Income Questionnaire

Income Verification

Child Support Affidavit

Asset Verification

Affidavit of Medical Expenses

Medical Expenses Verification

Student Affidavit

Unemployed/Zero Income Certifications
VAWA

Wage Match Form

Initial notice

120, 90, 60 Day Notices
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(separation by colored paper)
Photo ID

SS Cards

Birth Certificates

Save (if applicable)

Right Side

e Tenant Correspondence
*Work orders to be kept in a separate file

HUD Property File Order
First Opening of Multi-Part File

Left Side (first document inserted is oldest)

e Original Move-in Lease and Lease Addendums
e Most current 2 years of subsequent leases or Rent Change letters
(All of the lease paperwork is to be archived)

Ride Side Ride Side

Original Move-in Certification

50059

EIV Existing Tenant Search

HUD Estimated Calculation Worksheet
Income Worksheet

Tenant Income Questionnaire
9887/9887A

Income Verifications

Child Support Affidavit

Asset Verifications

Medical Expense Verifications
Student Affidavit

Unemployed/Zero Income Certification
VAWA

HUD Forms Acknowledgment
Hardship Waiver (only if min $25 rent)
Initial Notice

File Format

AR Certification
50059
HUD Estimated Calculation Worksheet
Income Worksheet
Tenant Income Questionnaire
9887/9887A
EIV
Income Verification
Child Support Affidavit
Asset Verification
Medical Expense Verifications
Student Affidavit
Unemployed/Zero Income Certification
VAWA
Hud Form Acknowledgement
Hardship Waiver (only if min $25 rent)
Initial Notice
120, 90, 60 Day notices
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Second Opening of Multi-part File

Left Side Right Side

« Emergency Contact Paperwork « Tenant Correspondence

« Applications *Work orders fo be kept in the unit work
order file.

o Background Screening
e Family Summary
(separated by colored paper)
e Applicant Declarations
o Race & Ethnicity Forms
e Photo ID
« SS Cards
« Birth Certificates
« Sauve (if applicable)
« EIV Verified Printout

Past Resident Files

Current year Past Resident Files should be filed alphabetically in a section of your filing cabinet. Af-
ter a resident moves out, transfer the completed move-out file to the yearly Move-Out file section and
file in alphabetical order.

If regular manila file folders are used for resident files, the entire folder can be filed. If you are using
the pressboard file folders or recycling manila file folders, remove the contents of the resident file and
place in a large white catalog envelope Office Depot ltem #331016 (9x12) or #331072 (10x13). Turn-
ing the envelope horizontally, starting at the upper left corner, label the envelope with the last name of
the past resident, apartment number and move out date. Use the pressboard file for the new resident.

The file contents should be in the following order (top to bottom):

e Resident Move-out Statement

e Unit Condition Report

e Move-Out Inspection Worksheet

¢ Repair/Replacement Report

e All prior Rental Agreements, Addenda, and correspondence.

Past year Past Resident Files should be moved to a filing box and labeled with the year of move-
out. Also mark, “Discard after (year)” on every box. The year will be 7 years from the move-out date.
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Denied/Cancelled Applications Files

Create folders for denied and cancelled applications in alphabetical order. For good file management:

e File the denied/cancelled applications by last name.
e Keep the current year’s denied/cancelled applications in a filing drawer in the office.

e Past year’s denied/cancelled applications should be stored in a filing box with the appropriate
year. Mark “Discard after (month) (year)” on every box. (7 years from the date of the denial/
cancel)

Apartment Maintenance Files

e With unit numbers printed on the tab of the folder, file Apartment Maintenance Files in apart-
ment number order. They can be kept separate from or with resident files.

e Maintain files in a standard letter-size file folder — white copies of maintenance requests are
filed on the left side with the most recent on top. All turnover paperwork, Capital Replacement
Logs, Unit Condition Reports, Preventative Maintenance Reports, are filed on the right side
with the most recent information on top.

¢ Invoice copies regarding turnover expenses are also filed on the right side
e Secure all paperwork using a two-hole punch

Vendor Files

¢ Although not required, some managers maintain Vendor Files and store copies of all vendor
invoices

e Suggestions for filing: file folders or an accordion style file
e Suggested retention time: one year

Petty Cash File

e Copy of all Petty Cash Envelopes; when the reimbursement check is received, staple the
check stub on the front of the copy of the envelope

e Suggestions for filing: file folder or binder

Weekly Manager Reports

Depending on the size of your office, here are some suggestions for filing copies of all Weekly Re-
ports:

e a large binder with tabs to separate the months
e accordion folder for the year, labeled, January—December; file folders or large envelopes.

File Format 52



V4.3 October 2024
Monthly Manager Reports kept in a clean three i . .
ring binder can be very useful during Owner Site Oﬂce.Operatlons'
visits to the property.

Confidentiality

All forms of documentation within our business offices (including computer systems) is confiden-
tial and must be respected as such.

Copies of documents signed by residents (applications, rental agreements, etc.) can and should
be provided to the resident upon request.

If the resident signs compliance form, they can have a copy unless another entity fills it out with
personal information, in which case the form could no longer be released.
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File Retention

It is important that site documents and reports are retained for specific periods of time. Each
property should retain archived information at the property in a secure area. The following is a
list of typical files/documents on site, the retention time and how to organize them.

Note: Always check with your supervisor prior to destroying documents at your property.

File/Document Type
Operational Files

Retention Time

Organized By

Guest Cards

Daily Traffic Logs

Marketing Scorecards
Manager Logs

Rent Surveys
Weekly/Monthly Mgr. Reports

Accounting Files
Yardi Receipt Batches
Yardi Payables

Petty Cash Requests

Resident/Applicant Files

Resident Files
Denied/Cancelled Apps

First year TC files

Apps removed from waiting list
Waiting Lists

Maintenance Files
Permanent Maint. Files
Maintenance Logs
Maintenance Requests
Key Logs

Carpet Samples (damaged)

File Retention

Two years
Two years
Two years
1 year
Two Years
One Year

One Year
120 Days
One Year

7 years from Move-out Date

7 Years from Denial/Cancel
Forever

7 Years from date of Removal
7 Years from transfer to New

Forever

1 year

Forever in Maintenances Files
Two Years

Six Months after Placement

Month of the App; last Name
Date

Date

Send to CRES 12/31

Date

Date

Date
Date
Date

Year; Last Name

App Year; Last Name

Apartment number

Date of Removal; Applicant’s Last Name
Date of List

Date

Send to CRES 12/31
Date of Completion

Date

Apartment Number; Date
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Help Wanted

Resignation Notice

It's the end of the month and your plate is overflowing, the phone rings and it’s your best em-
ployee who says she just inherited her great Aunt Ethel’s cruise line fortune and won'’t be return-
ing to work. While replacing this employee will take a significant amount of time and energy, the
hiring process is a team effort!

Upon receipt of an employee’s resignation or when a new position is added, Human Resources
will start the process of recruiting for the position.

The job of the designated Interviewer, in coordination with the Portfolio Manager will choose who
to interview, and ultimately who to hire. The Interviewer is typically the Property Manager for site
positions, and the Portfolio Manager for the Property Manager positions.

Human Resources

The Portfolio Manager will provide the details of the position to HR via a Personnel Requisition
Form. HR will then take the following steps:

o Update job description, if necessary

o Place advertisement(s)

e Screen the resumes/applications

o Forward the resumes/applications that meet the minimum qualifications to the Interviewer

Advertisements

HR generally has a good idea of what type of advertising will be effective in targeting appropriate
applicants, including:

e Craigslist

« Workable

e Local newspapers
o Colleges

However, if you have an idea for advertising that you think will reach the targeted audience,
please let HR know.

Interviewer

Upon receipt of the resumes/applications from HR:
e Review the applicant documents
« If you have a resume, request the applicant submit an application prior to the interview

Help Wanted
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e Prepare for the interview
O For consistency and to help compare applicants, each should be asked the same
set of questions. HR can provide you with an interview template to utilize for the
purpose of documenting each applicant’s responses. Job-specific questions can
be added, if necessary
O Review the Interview Tips section
e Conduct a brief phone screening
e Conduct in-person interviews for the applicants who pass the phone screening

Know the Job Requirements

It’s very important to review the job description thoroughly, so you know the knowledge, skills
and abilities required for the position. Knowing what'’s required for an employee to be successful
in the position will help you determine who is best qualified.

Just as you are seeking information about the applicant, the applicant will be seeking information
about the position and the company. So, in addition to being prepared to discuss the job require-
ments, you should also be prepared to discuss Cambridge, the apartment community manage-
ment industry and policies regarding workplace health and safety.

Know the Applicant

Review and familiarize yourself with the applicant’s cover letter, resume, application and any
other documents provided, prior to the interview. Ensure you have the applicant’s documents
and your notes available for reference.

Consider the Environment

Whether the interview is by phone or in person, the environment in which you conduct an inter-
view is critical to the amount and accuracy of the information exchanged. Interviews should be
conducted in private, away from noise and other distractions.

Phone Screening Interview

A 10 to15 minute phone screening can serve as a time saving element of the interview and se-
lection process. This step is used primarily to confirm whether an applicant’s qualifications meet
the minimum requirements to perform the job and warrant an in-person interview.

For example, a screening interview can confirm if the applicant has a valid driver’s license, is
able to travel as much as the job requires or can lift 50 Ibs., etc. Interviewers can also use this
opportunity to clarify other information on their documents or determine the applicant’s wage re-
quirements.
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Before closing the interview, inform the applicant of the next step in the hiring and selection pro-
cess, by letting them know when they will be notified if they will receive a follow-up interview.

Preparation in the following areas will help lay the necessary groundwork for a successful and
informative employment interview.

The Basic Do’s and Don’ts of In-Person Interviewing

Below is an outline of what is and is not acceptable when conducting an interview. Please note
this list is not all inclusive.

Do

o Be consistent with all applicants

e Review the job description prior to the interview

e Present an accurate picture of the position

e Ask job-related questions

o Take brief notes during interview, while listening to the applicant answer your questions
e Make eye contact

o Evaluate each applicant after the interview is concluded

o Be friendly, but professional

« Remain objective

« Allow the applicant time to think and answer the question

o Close the interview by providing the applicant the next steps in the hiring process

o Lose eye contact for long periods of time

e Look at your computer or phone

o Make judgements on one trait without having considered all traits

e Conduct yourself in a manner that is too friendly or too stern

« Let the applicant see that you favor or disfavor them

e Ask only closed-end questions which can be answered with yes or no
o Accept general answers — follow up by probing for more specific information
« Continue to talk when the applicant does not reply quickly

o Fail to listen to everything the interviewee says

o Ask inappropriate or illegal questions

e Make any promises of employment of promotion to applicant

« Provide any information regarding other applicants

Help Wanted
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How to Conduct Effective Interviews

Try using some of the following questions during your interview, along with job specific
questions.

Why are you changing jobs?
Be wary of applicants who answer the question by providing negative information
about their current or past employer.

What did you like best about your last job?

An applicant’s answer to this question may give you insight into what the applicant
values in a job.

If you could have made improvements in your last job, what would they have been?

The answer here is a good barometer of an applicant’s creativity and general sensitiv-

ity.

What was the most interesting job or project you’ve had so far in your career?

This answer may give you an idea of whether the applicant prefers challenges or not.

Describe the best person you’ve worked with.
This illustrates the applicant’s personality, and the qualities they admire.

What kinds of people annoy you most?
Frequently, the traits the applicant mentions do not apply to themselves.

Describe instances in past jobs where you had to reschedule your time.

This is the question you ask instead of, “Are you willing to work extra hours when the
situation calls for it.”

In which way would you like our company to assist you if we hire you?

Look for a balance here. Be wary of applicants who indicate they may need a lot of
help or applicants who suggest they may not want any help.

Help Wanted
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Questions Not to ask

There are laws in place to protect prospective employees just like Fair Housing protects renters.
The following is a list of topics and questions which should notbe asked during an interview.

Relatives/Marital Status

O Unlawful Inquiries: Whether the applicant is married, divorced, separated, engaged, wid-
owed, etc.

M Lawful Inquiries: None, except: “Do you have any relative employed by Cambridge, and if
so, what are their names?”

Residence

O Unlawful Inquiries: Names or relationship of persons with whom the applicant resides, and
whether the applicant owns or rents a home.

M Lawful Inquiries: Inquiries about address to the extent needed to facilitate contacting the ap-
plicant.

Pregnancy

O Unlawful Inquiries: All questions relating to pregnancy and medical history concerning preg-
nancy. For example: “Do you plan on having more children?”

M Lawful Inquiries: General inquiries regarding duration of stay on a job or anticipated absenc-
es (both to males and females). “Do you foresee any long-term absences in the future?”

Physical Health

O Unlawful Inquiries: Overly general questions (“Do you have any handicaps?), which would
tend to divulge handicaps or health conditions that do not relate reasonably to the applicant’s
fitness to perform the job. Questions such as, “What caused your handicap?” “What is the
prognosis of your handicap?” “Have you ever had any serious illness?” or “Do you have any
physical disabilities?” should be avoided.

M Lawful Inquiries: Questions that relate specifically to the job: “Can you lift 40 pounds?” “Do
you need any special accommodations to perform the job you've applied for?” “How many
days did you miss from work (or school) in the past year?”

Help Wanted
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Family

O Unlawful Inquiries: Questions concerning spouse, or spouse’s employment, salary, child
care arrangements, or dependents: “How will your husband feel about the amount of time
you will be traveling if you get this job?” “What kind of child care arrangements have you
made?”

M Lawful Inquiries: Whether the applicant can meet specified work schedules. “Can you work
overtime?” “Is there any reason why you can’t be on the job at 7:30 a.m.?”

Photographs
O Unlawful Inquiries: Requests that an applicant submit a photo at any time prior to hiring.

M Lawful Inquiries: Photographs may be requested after hiring for identification purposes.

Name

O Unlawful Inquiries: Any inquiries about name that would divulge marital status, lineage, an-
cestry, national origin, or descent. For example: “If your name has been legally changed,
what was your former name?”

M Lawful Inquiries: Whether an applicant has worked for another company under another
name and if so, what name. For example: “By what name do the references you provided
know you?”

Sex

O Unlawful Inquiries: All. Examples: “Do you wish to be addressed as Mr., Mrs., Miss, or Ms.?”
‘Do you have the capacity to reproduce?” “What are your plans to have children?”

Lawful Inquiries: NONE
Age
O Unlawful Inquiries: Any questions that tend to identify applicants age 40 or older.
M Lawful Inquiries: “Are you 18 years of age?” “If hired, can you furnish proof of age?”
Education

O Unlawful Inquiries: Any question asking specifically the nationality, racial, or religious affilia-
tion of a school.

M Lawful Inquiries: All questions related to academic, vocational, or professional education of
an applicant, including the names of the schools attended, degrees/diplomas received, dates
of graduation, and courses of study.
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Citizenship

O Unlawful Inquiries: Whether an applicant is a U.S. citizen. Any inquiry into citizenship that
would tend to divulge the applicant’s lineage, descent, etc.; “Are you a citizen of the U.S.?”
“Are your parents or spouse citizens of the U.S.?”

M Lawful Inquiries: Whether the applicant can provide proof of eligibility to work in the U.S. af-
ter hiring. “If you are not a U.S. citizen, do you have the legal right to remain permanently in
the U.S.?” “What is your visa status?”

National Origin/Ancestry

O Unlawful Inquiries: Everything. “What is your nationality?” “What language is spoken in your
home?”

M Lawful Inquiries: “What languages do you speak, read, or write fluently?” This is only legal
when the inquiry is based on a job requirement.

Race/Color

O Unlawful Inquiries: Any question that directly or indirectly relates to a race or color.
Lawful Inquiries: None

Religion

O Unlawful Inquiries: Any question that directly or indirectly relates to a religion. “What religious
holidays do you observe?” “What is your religious affiliation?”

M Lawful Inquiries: None except “Can you work on any day of the week?”, and only if relevant
to the job.

Organizations

O Unlawful Inquiries: “To what organizations, clubs, societies, and lodges do you belong?
M Lawful Inquiries: “To what professional organizations do you belong?”

Military

O Unlawful Inquiries: Type or condition of military discharge. Request for discharge papers.
(Note: In several states, veterans are a protected class.)

M Lawful Inquiries: Inquiries concerning education, training, or work experience in the armed
forces.
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Height'Weight

O Unlawful Inquiries: Any inquiries not based on actual job requirements.

M Lawful Inquiries: Inquiries about the ability to perform a certain job.
Arrests/Convictions

O Unlawful Inquiries: All inquiries relating to arrests. “Have you ever been arrested?”

M Lawful Inquiries: None. Due to “Ban the Box” legislation, it is better to offer the job to the
most qualified applicant and determine through the background check process if they have a
criminal history.
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Maintenance Technician Testing

While we can evaluate some applicants based on experience and verbal abilities, qualified appli-
cants for maintenance positions requiring technical skills are tested to determine technical
knowledge and proficiency.

Applicants must complete the test at your property without reference materials. Before giving the
test to the applicant, confirm that they up to 1% hours available to take the test. If not, resched-
ule it for another date. Do not allow the applicant to take the test off the property. Control of the
process is important to be fair to all applicants.

Forward completed tests to Human Resources via email for grading. After grading, test results
will be provided to the Interviewer and the Property Manager.

The Applicant Becomes a Candidate!

Upon learning the name of the applicant, the Interviewer has chosen to hire, HR will create the
documents for the applicant to complete to start the pre-employment process. Included in the
pre-employment process is the background screening and drug screening process.

For candidates who will live onsite, HR will need to know the pertinent information including ad-
dress, move-in date and monthly rent.

New Hire Documents

Upon receipt of the background and drug screen results, HR will prepare the new hire paper-
work; Employment Understanding (EU), new hire documents, Employee Handbook, etc. and for-
ward to the Supervisor for completion on the first day of employment.

Supervisor

The Supervisor will print the new hire documents, provide the new employee the time and place
to complete them, review them for completeness and email the completed documents to HR.

Resumes and Applications

After the candidate has started work, email the Interview Templates and any other notes to HR.
HR maintains application, resumes and other applicant documents for a minimum of 2 years.
No applicant or employee documents are to be maintained at the properties.

Help Wanted
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Resident Man nt Always review your ad to ensure it complies with
esIce EoC Fair Housing Laws.

Marketing

Attention grabbing advertisements are crucial for attracting new prospects to your property.

e Be creative — create ads that stand out from the crowd

e Get to know your property’s most appealing aspects — market them relentlessly

e Target your market — know where prospective residents work and where they shop

e Make the most of your advertising opportunities — be creative in how you get the word

out

The purpose of advertising is to:

e Attract qualified prospective renters
e Create and maintain a positive property image
e Maintain exposure for the property within the local community

When you place an ad, the ad location should be chosen based on:

e Who you’re trying to attract ! Y C’:UQ.

e Cost effectiveness AD

e Exposure and frequency of distribution HERE.'L
e
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https://www.craigslist.org/

Often, an ad posted on Craigslist after 6PM will stay |
on the first page until the next morning, which means Resident Management
anyone looking in the evening will likely to see it!

Tips for Maintaining a Marketing Presence

We can’t force our residents to stay no matter how wonderful a living space and community
we provide. Sometimes they move-out, leaving us with empty apartments to fill. Make sure
you’re using every tool at your disposal to attract prospects to your property.

Maintain a presence online - Post to Craigslist and other free sites af /east three times a
day.

Vary your ads - Create several ads focused on different aspects of your property and
rotate them. Not everyone is looking for the same thing.

Time your advertisements - Post ads at a time when prospects are most likely to be
looking: in the morning, the lunch hour, the evening and weekends. When would you be
planning your apartment tours?

Consider paid advertising — Check your budget to see how much is allocated for adver-
tising or contact your supervisor.

Price Competitively - Check your competitors’ rates and make sure you’re competitively
priced. See Determining Rental Rates for more information about pricing your apart-
ments.

Utilize your A-board - Make sure you're A-board signs are in good shape and located
where they’ll get the most attention. Tie balloons to you’re A-board to attract passersby.

Post Referral Flyers from the eExchange on your residents’ doors at least once a month
and up to once a week. Keep Referral Flyers posted in your community room and have
them available at your desk. Ask current residents if they’d like to take one when they
come in for packages or pay their rent.

Consider using a mini-model — Decorative objects can be placed around the apartment
to give it a homey feel and can be moved from one apartment to another once a vacant
unit has been rented. Looking for ideas—Contact your Supervisor.

Be Ready - Be prepared to answer prospect phone calls and receive prospects at your
office. Keep Marketing Materials printed and ready. Know your availability.

Self-evaluation — Evaluate tours at your property. What can you do better? Shop your
competitors. Ask other Cambridge Managers what works for them. Contact your Super-
visor and ask for their advice.

A second or third opinion — Invite your Supervisor, Supervisor, and even friends and
family to evaluate the condition and appeal of your property.
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. Effective Marketing means using every available
Resident Management ‘ tool to attract potential residents to the property.

Marketing Materials

Brochures: Here's an easy way to remember when to give out
one of your community brochures “Give a tour; give a bro-
chure!”. These are a great takeaway for a prospective resident
that was interested enough in your community to ask to see the
apartments. There are floor plans inside the brochures and you
can circle which floor plan you showed them as well as write in
the rent, deposit amount, and anything else they might want to
remember after the tour.

If you need more brochures contact your Supervisor for help.

Flyers: Every community has property flyers that can be printed
directly from their website. These are great 1-page information
sheets about your community that can be given out to prospective
residents. It's a good idea to keep a small stack of these printed
for people that walk in, but don’t have time for a tour. These can
also be left at local coffee shops, grocery store bulletin boards, or
other places you might advertise. Remember, color is the Cam-
bridge way! These flyers look best in color, if you only have a
black and white printer in your office consider using petty cash to
get some made at your local print shop, or request some from
SERC.

You can print flyers from your Property’s

. (503)799-0661

. . WELCOME TO
COmmunlty WebSIte: This is the number ! TIMBERWOOD APARTMENTS

one marketing tool you have at your dispos-
al. Direct people to your community website by
adding it to your email signature, adding it to
your Craigslist ads, and encouraging callers to
take a look at your website if they’d like to know more about what
your community has to offer. Review your Website regularly and
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Always have Marketing and Leasing Materials ready so 1
you’re prepared for the next person who walks Resident Management
through the door.

Business Cards: Always be prepared to take advantage of a leasing
opportunity with your business card. If you are low or out of business cards
you can order them directly from our print vendor. Your property infor-
mation is already pre-loaded into the form and you just need enter in

the individual’s name.

k

Business Card Order Form

Community Flags: Many of our communities have
colorful flags as a part of their marketing plan. Not all com-
munities are allowed to display flags, banners or signs and
you should know your city’s rules/ordinances for these
items.

Flags alternate every 6 months between the Spring/
Summer version to a Fall/Winter version. The Central Of-
fice will place the order for your property twice yearly
(April, October). You should receive emails with the order-
ing information from the Central Office if you have flags at
your property.

CRES Flag FAQ and Installation instructions
Spring Flag Information

Signs and Banners: Prospective renters ..' /

keep their eyes open as they travel around the LOOK leae’eo
community. Be prepared to catch their attention 123 apartment homes
with attractive well-placed banners and signs. 503.908.1104

Sign ordering must be pre-approved by your supervisor.
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! Print flyers, floorplans and maps in color to make the
Resident Management best impression. If you don’t have a color printer, find
a nearby FedEx Office or other print store.

The Leasing (or “Product Knowledge”) Notebook

Using a Leasing Notebook can be extremely helpful. It's a great way to present your proper-
ty to prospects, especially when you don’t have any vacant apartments ready to show.

The information can be kept in a three-ring binder and divided into the following tabbed sec-
tions using clear cover sheets to hold the paper:

A map of the community - Clear, attractive property maps should show apartment
numbers and the locations of amenities. If you don’t already have a map of your prop-
erty or would like to improve your map, contact your Supervisor for assistance.

Enlarged floorplans — These can be found on your Community Website. Consider
having multiples of each floorplan so they can be filled out and given to prospects.

Community information — Typically created onsite covering things like amenities,
area attractions and conveniences, etc. Be creative and include relevant information.

Brochures — Ordered through SERC.

Current availability — Current Availability changes regularly. Check this every morn-
ing to be sure it's accurate, and update it throughout the day as apartments are rented
or become available.

Application packets — Application Packets can be printed from Tenant Tech (Form
MO002). Ask every prospect if they’d like to fill one out!

The Competition Knowledge Notebook

Although not required, the Competition Knowledge Notebook can be used when a prospect

says that they “want to look around” or when there is inclement weather. With current infor-

mation on your competition you can assist the prospect by allowing him/her to review infor-

mation about other apartment communities in the comfort of your office. Materials should in-
clude your competitors site plans, rental rates, floorplans, and any specials they offer.

Providing this kind of customer service can make a real impression on someone looking for
a place to live. It might just give your property the edge when they make their final decision.

Whenever possible, refer the prospect to another local Cambridge managed property that
fits their needs.
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Second hand stores and dollar stores can be great !
spots to gather attractive decorations at bargain Resident Management
prices.

Model Apartments

Not every property has the luxury of being able to maintain a Model Apartment, but they can be
incredible assets to properties that can. While on tour, prospects are likely trying to imagine
what their furnishings would look like in the apartment. A model takes away the guess work and
demonstrates how comfortable and attractive the apartment could be.

Model furnishing should show off the best features of your apartment and be kept in pristine
condition. Schedule touch-up cleanings and carpet shampoos to maintain the ‘like new’ quality.
If something looks stale or worn, contact your property Supervisor about replacements.

Mini-Model (for the rest of us)

If your property doesn’t support a permanent Model Apartment, consider creating a Mini-Model.
The setup for a Mini-Model should fit into one or two carriable boxes, contain decorations that
add homey touches to the counters in the kitchen and bathrooms and help prospects imagine
what the apartment would look like once if they move-in. Once the apartment is rented, the Mini-
Model can be easily packed up and moved to the next available apartment.
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. words to keep track of, make sure that you have

Resident Management all the Iogirpl informattiondfor each siteysafely
stored.

Where to Advertise

The goal of advertising is to get an enticing image of your product in front of potential prospects,
and, most importantly, to get them to pick up the phone and contact you. There are a variety of

advertising options for the apartment industry. Make the most of the options available to you by

maintaining a constant presence on the forms that work for your market.

Craigslist — A great free resource to advertise your apartments. You can post almost unlim-
ited ads per day. Make sure to post a “new ad” rather than renew when the option be-
comes available. If you renew a post the original post date will still be on the post for eve-

ryone to see. No one wants an apartment that appears to have been available for a long
time.

Zillow - Not just for buying or selling a home! If your property has 50 units or less, you can
use Zillow for FREE! Take advantage of this opportunity, it's great on the budget! Zillow is
also in partnership with Hotpads, Trulia and realtor.com, and will automatically post to
each of those sites on your behalf.

Hot Pads - You can post to Hot Pads for free regardless of your community size.

Zumper Pro - This trendy site is free to post at, you may just need to communicate that you
do not want their screening services once you sign up. This site will also post to Face-
book, PadMapper, and Walk Score on your behalf!

Apartments.com - Apartments.com can be great if your property has the budget to adver-
tise with a widely known and utilized website. If you are not currently using Apart-
ments.com and you believe your property would benefit from it, contact your supervisor to
discuss adding it to your property’s advertising roster.

Referrals — There’s nothing nicer than having a prospect call or walk through the door and
tell you that they’re there because a friend or family member recommended your property.
Referrals come from diligent and professional management of your property every day.
Make it the best place to live for miles around and residents are bound to talk about how
great it is to live there. Keep Referral flyers in your office, rec room, and post them to resi-
dent doors to let residents know there’s a reward for their recommendation.

Curb Appeal - Curb appeal isn’t just about keeping current residents happy with their
home, or influencing prospects on tours, it can also attract prospective residents. Keep

your property looking great and you’re bound to attract the attention of passersby, some
of whom will be looking to move.
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Don’t wait until the vacancy numbers rise. Use .
Referral Flyers year-round to keep occupancy up. ‘ Resident Management

Generating Referrals

Resident referrals are a common and successful form of marketing. Your existing residents rep-
resent a great opportunity to market your community to future residents. Happy residents talk to
their friends, family and co-workers about their experiences. By encouraging this form of promo-
tion, your diligent efforts in creating a great community can pay dividends in terms of qualified
prospects knocking at your door. Effective marketing involves the distribution of referral fee fly-
ers at least once a month and up to once a week.

o Keep Referral Flyers on your desk, in the Recreation Room and Laundry Room bulletin
boards where Residents will see them.
e Post Referral Flyers to Resident doors at least once a month and up to once a week.

¢ Don’t wait until the vacancy numbers rise. Use Referral Flyers year-round to keep occu-
pancy up.

Referral Flyers for your property can be found on the eExchange.

Click on the link above to visit the eExchange Referral Flyer page.
Use the alphabetical properties menu on the left to find your property.
Select the appropriate Referral Flyer for your property.

D~

Print copies for distribution and/or save the flyer for printing at a later date. Print copies
on colorful paper to attract attention.

and receive a referral check for $150! $150 is the set standard for referral
Call or email the manager’s office for details. fees’ but if you rea”y need to amp up
your marketing to fill vacancies contact

- your supervisor about distributing the
“» 1 5 0 $300 version.

Referral fees work well with area real-
FREECASH tors, small business operators (who
* employ people who may live in your
community) and, even the site staff
| § Beautiful Apartment Homes  can earn referral fees at competing
CAMBRIDGE (@Y & 1234 W Sunny Street | Portiand, OR 87122 rantg] communities.

503.123.4567 | beautiful@cresapts.com
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L Try taking photos at different times during the week
Resident Management ‘ and see what works best for your particular units.

Tips for Taking Great Apartment Photos

1. It's all about the windows and doors

Okay it’s really all about the light, but that’'s where
it's coming from. Use the blinds and the doors to
help control the amount of light coming into the
room. Try out different amounts of light and see
what works best. Generally, you'll want as much
light as possible, but sometimes the sun can be
too direct.

The color of light also changes during the day. It
has a warmer look at sunrise and sunset. During
midday, it has a cooler or neutral color. Try taking
photos at different times and see what works best
for your units.

2. Try it with the Lights Out

Natural light doesn’t generally like competition and it’s far superior to artificial light. Try taking photos
with the interior lights on and off. You never know what might work the best.

3. Composition is (Nearly) Everything

Because indoor photography consists of so many architectural lines, keeping good composition is of
the utmost importance. Really pay attention to how you frame images, especially in places that have
exposed brick or tile work.

Uncertain about your composition prowess? Try
taking a lot of photos that are just slightly differ-
ent from the last. You’re bound to find one in the
bunch that hit the right mark.

4. Stand in the Closet

It's difficult to take photos that don’t make your
rooms look smaller than they are. Get into cor-
ners, closets, showers, tubs, out doorways, or
set your camera on a countertop to get as much
into your photograph as possible and to keep
those rooms from shrinking under the lens.
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Show your coworkers the photos you've taken. A :
g N : ‘ Resident Management
second opinion never hurts.

5. Don’t be Afraid of the Grout

Most of your photographs are likely going
to be of the rooms in the apartment so your
prospect can get an idea of the layout, but
occasional photos of great details can
make a difference too. They’re best used to
capture things like quality tile work, unique
fixtures, or things that are unique to your
property. Try experimenting. If it doesn’t
work the pixels can always be deleted.

6. Squats and Ladders

Try varying your elevation. Rooms tend to
look bigger when photos are taken from an
unusual vantage point. They also attract
the eye of the viewer as they’re not used to
seeing a room from ceiling height or from a few inches off the floor.

7. Get a Second Opinion

Grab your coworkers and show them a collection of your best shots—see what they’re attracted to. If
something isn’t working, try again. With a little practice and experimentation you’re bound to get an
eye for how to take great photos on your property. Supervisors can be a great resource for new ide-
as to freshen up your property’s photo library.

Make calendar reminders for yourself to take
outdoor photos in the Spring and the Fall
when our properties are at their most colorful.
Include a mix of indoor and outdoor photos in
your ads.

Has your property recently had a major capi-
tal improvement or completed newly remod-
eled interior? Contact your Supervisor about
hiring a professional photographer to get the
most out of your recent expenditures.
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Change the lighting and elevation when taking photos.

Resident Management You might be surprised by the results. Morning and even-

Craigslist Advertising

ing can be some of the best times to take photos.

Craigslist is the primary site for posting free ads. Your property should post on Craigslist at least

once a day to keep your ads circulating near the top of the pile.

Placing an Advertisement on Craigslist
To place an advertisement on www.craigslist.com, follow these simple steps.

1. Log on to Craigslist

2. Craigslist should automatically take you to your region’s page. Check the top of the page to

be sure you’re in the right location.
. Select “post to classifieds”
. Select the location that fits best.
. Select “housing offered”

. Select “apts/housing for rent”

oo O OO~ W

ment.
7. Complete the pre-determined fields to create your custom advertisement

8. Continue to follow the prompts to post your advertisement

port]and’ OR )mt wsc ck ckc nca yam grg

community housing jobs
activities lost+found apts / housing accounting+finance
artists missed housing swap admin / office
childcara connections housing wanted arch { enginearing
classes musicians office / commercial art/ media / design
event calendar events pets parking / storage biotech / science
M general politics real estate for sale business / mgmt

27128 29/30031 11 2 rants & raves

groups rooms { shared customer service
J 456788 local news ~ rideshare rooms wanted education
1001112113 14 15 16 volunteers sublets / temporary ate [ misc
171819 20 21 22 23 vacation rentals food / bev [ hosp
services general labor
e e automative labor/move for sale government
' beauty leqal anfinies farm+nardan human resources

Craigslist Advertising

. If applicable, respond to the craigslist prompts by narrowing your focus for the advertise-

english v

nearby el

bellingham
hend
comox valley
corvallis
east oregon
eugene
fraser valley
humbeldt
kelowna
klamath falls
lewiston
medford
maoses laks
nanaimao
olympic pen
oregen coast
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Respond promptly to every inquiry. Answering .
the call the first time is best. Resident Management

Guidelines for Posting Ads

When publishing an online ad you’ll want to follow these guidelines to create the most attractive
and useful ad for marketing your community.

1. Understand the Goal of the Ad

e Aim to generate the initial phone call; your leasing skills will ultimately rent the apart-
ment.

e Post Ads at times when your target audience is most likely to be looking — morning, the
lunch hour, evening and the weekend.

¢ Always strive to be on the first page that shows up in a prospect’s search.
2. Response Time is Absolutely Critical

e Respond promptly to every inquiry. Answering the call the first time is best.

e Same day response to voicemail is critical; same hour response is better.
3. Price Available Apartments Effectively

e Is there a promotion? Are you pre-leasing? Are you offering a onetime special?

e Set an expiration date in your Ad for specials to help create urgency.

e Check competitor pricing and make sure rents are set at a competitive rate.
4. Distinguish Your Ad From Others

e Use floor plans with square footage & dimensions

e Be creative and focus on the best attributes at your property.
5. Include Professional Quality Photos

e Use a digital camera to photograph the interior of your apartments, the property exteri-
or, and amenities. Keep photo files labeled by unit type and number in an easily acces-
sible location on your computer.

e Have a selection of quality photos available for each floor plan in case the unit your ad-
vertising for is still occupied or still being turned.

e Ask your Supervisor if it's time to update stock photos of your property with a profes-
sional photographer. It’s wise to schedule a photographer when you’ll have excellent
examples of vacant floorplans available, and good weather for outdoor photos as well.

6. Use Language That Your Target Audience Will Understand

e Avoid industry jargon like “RUB” and “Concession”. Use language familiar to your audi-
ence like “Utility Fee” and “$500 off First Month’s Rent”.

¢ Photos tell a thousand words; the more you use the better.

e Use short vivid descriptions and avoid long narratives. Online prospects won'’t read
them.
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Resident Management fheologo has Equal Housing Opportunity Logos of various
sizes you can save and use in your ads.

7. Review Your Ad Before Final Posting

e Include your first name, contact #, and property email address.

e Include the Equal Housing Opportunity Logo /in every ad EQUAL HOUSING

e Make sure the information is accurate and check for spelling and grammatical
errors.

o Affordable housing communities are required to include the International Sym-
bol of Access as well.

C

8. Make Posting Easy
e Create accounts to make posting fast. Daily postings should take only minutes.
¢ Resize your photos to shorten loading times.

9. Run Multiple Ads
e Create at least 3 Ad variations for each available floor plan and rotate regularly.

10. Measure, Adjust, Repeat

e Track your ads to identify which posting times, pictures, taglines, and specials are the most
effective.

Curb Appeal

Curb appeal is an industry term referring to your property’s overall appearance and the impression it
makes to the public. Curb appeal is what residents and prospective residents see when they drive
onto your property at any given moment on any given day. It’s the overall impression of the quality
and cleanliness of your property and, by extension, it's management.

First impressions are powerful and, once set, difficult to change. How your property looks when first
encountered by a prospect, and how it looks on a regular basis to your current residents has an
enormous impact on how they feel and what they think about the property.

Not everyone can afford to stay at the Ritz and not every property can afford to look like the Ritz. But
curb appeal is cheap. Even if you’re property doesn’t top the eyepopping charts, having a clean well-
maintained property is going to make a difference to those who can afford to live there.

Curb appeal directly contributes to leasing success and resident satisfaction, which translates into
lower turnover, higher rental rates, and higher occupancy.

Use this Curb Appeal Worksheet from the eExchange to evaluate your property’s condition. The en-
tire property staff is responsible for clean grounds. Site office staff should patrol the grounds on a
regular basis. It is a great opportunity to stay up-to-date with the condition of your property.
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Communicate your expectations to your staff and |
train them to evaluate curb appeal every time Resident Management
they’re on the grounds.

Why is Curb Appeal Important?

e |t Improves rental results

e Helps your property stand apart from the competition

e Creates higher occupancy rates, and higher rents

e Lowers turnover/higher resident retention and satisfaction
e Happy residents

e Attracts a healthy resident profile

e Projects a professional image

When to Review Your Properties Curb Appeal

For properties that are 100+ units, the number of hours that should be spent surveying your property
is 1 hour per day per office staff member. As an example, a large site with a Manager and full-time
Assistant Manager would be walked 2 hours per day. The 2 hours could be spent by the Manager
only, or it could be split.

A community of less than 100 units which are “Manager only” properties should be walked between
30-45 minutes per day.

e Establish a daily routine for regular upkeep.
e Develop a curb appeal checklist.

e Communicate your expectations to your staff and train them to evaluate curb appeal every
time they’re on the grounds.

e Take a trash picker and bucket with you—seeing site staff picking up trash makes a great
impression on residents.

e Strive for consistency and above all, have pride in your property.

Important Areas of Focus

v Landscaping v' Pools v Patios/Decks v" Parking Lots
v' Laundry rooms v' Exterior Lighting v" Windows v Gutters
v' Signage v' Trash Areas v' Hallways/Entries v Common Areas/Paint

Focus on these primary areas to guarantee good curb appeal:

It's always a good time to be inspecting the condition of your property and the quality of its curb ap-
peal. Keep an eye on things as you travel to and from the property, post notices, check your tour
routes at the beginning of each day, as well as setting aside time to thoroughly inspect the condition
of your property.
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| If you find landscaping issues on your property,
Resident Management contact your landscaper and discuss solutions to
the problem.

Landscaping

A prospective resident will inspect the condition of your property from the street to your front door.
Clean and well-maintained landscaping is an “attention-getter” and adds life to your community.
Check that:

Lawns are green, consistently mowed and edged, and free of weeds.

Shrub beds have been raked regularly and are free of weeds and debris.
Bark dust coverage is adequate, particularly in “marketing corridors”.
Flowers are well maintained and appropriately placed with consistent colors.
Trees and shrubs are properly pruned

Seasonal flowers are at key focal points, such as the property entry, around signage and the
office.

Irrigation covers properly, and that there’s good drainage and the landscaping is free from
brown spots and erosion damage.

Mature landscape doesn’t look “overgrown”.
Hoses have been wound up, hung or stored out of sight.

Laundry Rooms

Place yourself in your resident’s shoes—would you want to do laundry in a poorly-maintained laun-
dry room? It should always be sparkling clean, well lit, and appropriately ventilated so that it doesn’t
get too hot or stuffy. Check that:

Laundry machines, counter tops and floors are wiped down daily, free of lint and other de-
bris.

Bulletin boards provide general information or announcements and are neat, organized and
colorful. Remove outdated materials.

Property trash receptacles are in good condition, cleaned and emptied frequently.
Floors are swept and mopped.

The paint on the walls and ceiling is clean and attractive.

Residents haven't left piles of unsightly clothes.

Lights, locks, extinguishers and heaters are in working order.

Ventilation is working properly.
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If you find an issue with one or more of your
signs, contact your supervisor Resident Management
about replacement.

Signs

Examine your community’s signage closely. Appealing signage is part of the “curb appeal”
package. All signs should be legible, free from peeling paint, clean, and unobscured by tree
limbs or other plants. Avoid using “homemade” signs or post-it notes. Keep it professional.
Check that:

e The monument sign is prominent and attractive.
e Signage is professionally designed and installed.

e The standard Cambridge Office sign is in good
repair and has accurate information.

e Signage is clean and up to date.

e Seasonal flowers are adding a splash of color.

ot : e Signage is consistent in color and appearance.
W __" B Appropriately placed; quality and quantity.

Directional signs point to the office or leasing area.

Your A-board sign conforms to current specifications.

Building and Apartment numbers are clean and in good repair

Flags and banners are in good shape.

Pools

Your community’s pool can be a big draw for residents and prospects—Ilet this amenity do the
talking. Check that:

e The water is clean and clear

e The pool furniture is clean, appropriately
placed, and in good working order.

e The surrounding grounds are clean and
free from litter

e Equipment, such as the “Kreepy Krawl-
ie” is in good working order.

e Life preservers, brooms, hooks and
deck furniture are all organized and
properly located.

e Pool signage is installed properly and is
clearly visible.
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! If you’re properties lights aren’t adequate for safety rea-
ReSIdent Management sons, contact your Supervisor or Supervisor for advice on
how to upgrade your property’s exterior lighting.

Exterior Lighting

Your community’s lighting is an integral part of overall curb appeal. It's also important for Safety
reasons. Make sure your community’s exterior lighting is adequate and in good working order.
This will require nighttime property inspections. Schedule these regularly. During summer
months light inspections can be competed at the same time as nighttime

pool closures. Check that:

Exterior light globes are clean and free of cobwebs and dust.
Missing or burned-out light bulbs have been replaced as needed.
The globes, fixtures and light bulbs on your property all match.
Bulbs are clear (rather than frosted) and are in clear fixtures.

Trash Areas

Trash on the property is a Auge turn off. It is everyone’s job is to make several passes through
heavily trafficked areas each day to make sure any discarded trash is removed promptly.
Check that:

Garbage enclosures and gates are in good condition.

Trash areas are clean, free of litter and debiris.

Recycling areas are updated, enclosed, properly marked and maintained.
Dumpsters are enclosed by an appropriate fence or other enclosure.
Pressure wash as needed.

No furniture (couches, chairs, mattresses, box springs), boxes, tires or batteries are out-
side dumpsters or enclosures.

Unauthorized dumping is being addressed.

Patios/Decks/Windows

If you’re having difficulty leasing an apartment in a particular building, unsightly patios, decks, or
windows may be working against your leasing efforts. Check that:

Curb Appeal

Only approved items are on patios, decks and in windows.

The building is free from dry rot, and touch-up painting needs have been addressed.
Resident patios or decks are uncluttered and void of unauthorized furniture, toys, trash.
Windows are free of blankets, foil, black-out devices, signs or stickers.

Windows are clean—a must in vacant apartments and office areas.

Air conditioners have been installed per Cambridge policy.



Sidewalk trip hazards need to be removed on a regu-

lar basis. Contact your Supervisor to find a vendor

‘ Resident Management
near you.

Hallways/Walkways/Entries

The best way to prevent eyesores and lease violations is to empower all team members with
the responsibility to report issues in your community’s common areas and to address them ap-
propriately. Check that:

The common hallway carpet has been vacuumed, and touch-up paint completed regu-

larly.

Walking paths to vacant apartments, model and office are clean and neat.
Entryways to buildings are clean and free of bikes, toys, etc.

Sidewalks and unit entries have been pressure washed as needed (1-2 times per year).

Trip hazards are appropriately addressed

Parking Lots

The community’s parking lots are a major part of curb appeal. Clean and well-maintained park-
ing areas provide a positive appeal to prospective residents, and your current ones. Check that:

The lot is properly lit for safety.

There aren’t any inoperable cars, expired tags or flat tires.
No residents are working on car repairs.

Parking lot drains are clean and operating appropriately.
Lots are blown or swept regularly (2-3 times per week).
Oil spots have been removed (2-3 times per year).
Striping and curb paint is renewed as needed.

Seal coating or crack filling when needed.

No pot holes.

Exterior Paint

How do your buildings look? Are they dingy or dirty? Do they look
“fresh”? Check for:

Curb Appeal

Areas that need touch up (e.g. rails, garage doors, apt.
doors, door frames).

Siding and garages that need pressure washing.

Algae/moss that needs to be removed by light cleaning with
Clorox and water mix.




1 Recreation rooms can sometimes acquire a not-so-fresh smell.
ReS]dent Management Room fresheners can make a difference. Contact your Supervisor
for recommendations on local vendors.

Recreation Rooms and Playgrounds

How does it feel to walk into your recreation room? Is it clean and inviting? Is the playground area
free of trash; is the equipment in good repair? Check that:

e Equipment has been maintained regularly for safety.

e The area is free of trash.

e Proper signage is posted where needed.

e Proper soft material has been installed beneath play equipment.
e Touch-up paint as needed.

Gutters

Believe it or not, a simple gutter on a building can really affect a building’s appearance. Taking a
close look at gutters while inspecting the overall condition of a building is important. Check that:

o Gutters are clean to avoid overflow and overflow splash.
o Bent or damaged gutters, downspouts or carports have been replaced.
« Downspout connections are well-maintained

Resident Retention

At least once a year your residents are going to have the option to move. Providing the kind of quali-
ty year-round service and maintenance that keeps residents in their homes might seem like a daunt-
ing task, but it's more about delivering that service each and every day. Do your best today and then
again tomorrow, and you’re sure to string together a years worth of exceptional service.

Turnover is a normal and healthy part of managing a property. Not having any turnover could be a
sign that your rents aren’t competitive, but that doesn’t mean that working at keeping the residents
you have isn’t a good idea. Turnovers are expensive especially when you add in the lost rent due to
vacancy, time spent marketing, advertising, and touring not to mention the hard costs of the turnover
itself.

Resident retention is best accomplished by providing excellent customer service, maintaining curb
appeal, and creating a desirable community. Not only will this help retain residents that might other-
wise start shopping competitors, but it might also make that next rent increase easier to accept and
generate referrals when they tell their friends and family about how great it is to live at your property.

Take advantage of opportunities throughout the year to help develop of sense of community at your
property and offer difference making incentives.
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Take advantage of opportunities throughout the year |
to help develop of sense of community at your proper- Resident Management
ty and offer difference making incentives.

Seasonal Activities

Not every resident will participate in Property organized activities, but for those that do it can create
relationships and a sense of community that residents won’t want to leave.

The following is a list of the annual Cambridge property activities. Some communities have site spe-
cific traditions. Want to start one of your own? Contact your Supervisor with your idea.

National Night Out - National Night Out is a dedicated day for communities to host events that
encourage and focus on crime and drug prevention. Each event should be designed to
heighten community awareness and strengthen neighborhood spirit as well as police-
community partnerships. See the National Night Out website for more information. You can
also visit this City of Portland website for brochures regarding crime prevention to hand out at
your event.

Spring Community Clean-up - Loved by most residents, the annual Spring Community
Clean-up is a property hosted opportunity for residents to do some serious Spring Cleaning.
Dumpsters are delivered to the community for use by residents, usually in April. Watch for
emails from the Central Office and start planning your community’s annual Spring Clean-up.

Renewal Incentives

If there’s anything that will get a resident thinking about moving it’s receiving a rent increase. Offer-
ing incentives with a lease renewal offer, often in the form of inexpensive upgrades to their home,
can sometimes tip the balance if a resident is considering moving out.

Common incentives include:

e Free Carpet clean
e Blinds replacement
e Sink replacement

e Interior door hardware replacement

Before offering a specific incentive to a resident (other than a carpet cleaning), an inspection should
be scheduled to assess potential upgrades in their apartment. Only out of date or worn items that
would be replaced during an apartment turn should be replaced. Use the current Cambridge ap-
proved model of the same item. See the CRES Spec Sheet for a list of currently approved products.
Carpet cleaning can be offered at any time as it helps prolong the life of a carpet.
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! Offering incentives with a lease renewal in the form of
ReSIdent Management inexpensive upgrades can sometimes tip the balance
if a resident is considering moving out.

Preventative Maintenance Incentives

Preventative Maintenance Inspections are the perfect time to offer small upgrades. During the
PMI, Maintenance staff can identify potential upgrades in the resident’s apartment and notify the
manager. Residents will love the mid-lease offer and have months to live in their updated apart-
ment before their lease renewal comes due. Click here to see more about Preventative Mainte-
nance Inspections.

Leasing

Phone Etiquette—Voicemail Greeting

Outgoing messages on your answering machine can be a valuable tool for communicating with a
variety of people—vendors, prospective residents, current residents, central office employees,
etc. Here are a few tips and tricks to help make sure your outgoing message is effective.

e Make sure your outgoing greeting is clear and easy to understand.
Volume - Speak loudly enough for the recorder.
Speed - Speak slower than you might normally speak.
Review — Make sure to review the message after you’ve recorded it.

¢ Always remember that the office telephone is a business telephone line, and that the in-
formation provided should be restricted to professional, appropriate business infor-
mation. Avoid things like ‘theme songs’, political statements or ‘the joke of the day’ when
recording your outgoing message.

e When recording a message, remember residents also contact the management office
for various reasons. If your phone message mentions your blow-out free rent specials
being offered from now until eternity, a current resident may take issue. It's best to stay
a bit ‘general’ until the actual phone call with a prospective resident.

e Be sensitive about the length of the message. Messages which extend for more than 15
to 30 seconds can lose their effectiveness as callers will grow impatient.

¢ Always record your outgoing message in a cheerful, upbeat tone.

e We all have difficult days. If your message was recorded on one of those days, now is a
great opportunity to re-record your message in an upbeat voice.

Note: Cambridge endorses the use of afterhours emergency Management and Maintenance
phones and pagers. For this reason, it is mandatory that afterhours emergency numbers be pro-
vided on your outgoing phone recorder message. And, because resident service is a critical ele-
ment to the successful management of a property, we strongly consider those of you who have
only moderate marketing needs to consider offering the emergency numbers prior to offering
information regarding vacant apartments available.
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Always record your outgoing message in a .
cheerful, upbeat tone. ‘ Resident Management

Always include:
v The Property Name
v The Afterhours Emergency Number(s)
v Office Hours
v Apartment Types

Two sample voicemail greetings:

“You have reached the Apartments. If you are a current
resident and you are experiencing a life threating emergency, please
hang up and dial 911. For other afterhours maintenance emergencies
please call our 24-hour response number at . For after-
hours management emergencies please call . If you are
calling to learn more about our wonderful bedroom apart-
ment homes, please leave us your name and telephone number so we
can call you back promptly. Our office is open weekdays from _____ until
____and on weekends from to . We look forward to speaking
with you and thank you again for calling Apartments.

“Thank you for calling the Apartments. If you are a cur-
rent resident and you are experiencing a life threating emergency,
please hang up and dial 911. If you are experiencing a maintenance

emergency, please call us at . For afterhours manage-
ment, you can call us at . For information regarding our
beautiful bedroom apartments, leave your name and tele-

phone number after the tone. We will return your call during our regular
business hours which are Monday through Friday, until ; Sat-
urday and Sunday, until . Thank you again for calling.”
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\ The Guest Inquiry Card is incredibly important
Resident Management for a number of reasons. Make filling them out a
routine practice for every call and tour.

The Guest Inquiry Card

Leasing begins with one small piece of paper—the Guest Card. A Guest Inquiry Card
should be filled out completely for every prospect that contacts the property. Much like the
Manager’s Log, Guest Inquiry Cards are helpful for filling out daily and weekly paperwork
in the office and for tracking compliance with Fair Housing laws. Keep Guest Inquiry Cards
under each phone in the office as a helpful reminder to employees when answering the
phone.

Guest Cards can be ordered from using the B&B Print Source Order Form (Form C000) on
Tenant Tech, or they can be printed from the e-Exchange here. Guest Cards should be
filed and kept for 2 years. See the File Retention section for more information.

This information should be updated in Yardi in real time during all office hours maintained
at the property.

[ GUEST lNQUIRY JﬂEntered into Yardi C A M B RI D G E
real estate services

e ~
pate:_2/9/18 name: __vane Doe ' ohone: _1I23.456.7890

\_

rCurrent Address: SanFrancfsco, Cﬂ' Tour Date: Q/IO/18 Tour Time: IOOOAM
email Address: _JaneDoe(@aol.com Appointment With; __Maria
First Contact: call [Jemait [ walkin [ web inquiry notes: _Loved Natural Light, Clogeneas to Clubhouge
How did you hear about us?_Online - Craigslist Apt#shown: — 12 Rent Quoted: _ 499
Expected Move Date: Mfd Sepfember (Qefore OC{’ TQ{’] Concessions offered: None
Apt Size Needed: [J1/1 [J2/1 m/z COlzz Olother— | Name added waitlist? [ ves [ no
How Many Occupants? 5 (2 adUH'Q) ( If you are shown an apartment today you like, are you prepared to put an
Why are you moving? Relocating for Work application / a deposit on it today? [ JYes [ No
What are the 3 most important things you're looking for in a new home? Just so you know, our screening fee is only $ 4000
1. Upgraded Appliances p = _ ——
2. Lote of Natural Light roLowup: pate: 2/1/18 " v aspﬂf.'ﬂf::' [nn:Etd?m » YEE mfﬂlﬁmi:fm i
3. OPB“ Floor Plan Date:___________ stillneedApt? [JYes [JNo
Where do you work? QGCQP*‘?C{ OR-QF ﬁ"OI’ﬂ +QG|'1 Cﬁmpanu L Date: _________ Still need Apt? Oves o y

Will there be any pets? &Yes O no

| cat (miaht oot doc) notes: _3ave information about pet feeg, and dog reqg
What type(s) of pet?

Took email to gend application, criteria and additional photos

\N vy
€328 XX © Copyright January 2018. Not to be reproduced without permission. rev. 1/2018
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Answer the telephone with a smile on your face. .
Give a confident introduction; be creative. ‘ Resident Management

Prospective Resident Telephone Calls

A call from a prospective resident is an opportunity. It's not an accident that the prospect
called your property. They’ve already seen or heard of your property elsewhere and have
an interest in living at your community. Make the most of that opportunity. Take their infor-
mation, give them the information they request, and attempt to convert that interest into a
tour at your property.

Answer the telephone with a smile on your face. Give a confident introduction; be creative.
Gently drive the direction of the conversation, always with the goal of getting the prospec-
tive resident to the next step—a tour. Build value at every opportunity.

During a call, the following is necessary to qualify the prospect:

Prospect’s name—Whenever convenient during the conversation, use their name.
Obtain the names of household members.

Size of apartment needed

Keep leasing information near the phone so you can answer your caller’s questions
Make directions available to your caller

Their desired move-in date

Number of people that will be living in the apartment

Type of pet(s), if any

How they heard about your community

Don’t offer the price first. Ask the prospect what price range they are looking for.

Ask why they are moving. What are the 3 things that are most important to you in
your new home?

Take control of the conversation
Remember to build value

Don’t put a person on hold if you can avoid it.

Use the information on the Guest Inquiry Card to sell the prospect an apartment that meets
their needs. Set an appointment that is most convenient for the prospect, preferably for the
same day.
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! For your safety, acquire photo ID from all persons of
ReSldent Management legal age prior to showing an apartment. Be con-
sistent in this practice.

Prospective Resident Tours

Before the day begins, inspect your “marketing corridor”, or tour route.

This should include the path to and from all vacant apartments ready to show as well as the
amenities on your property. Make sure the route is clean and attractive. Vacant apartments
must notbe shown unless they are rent ready. For safety reasons, no apartment should be
shown after dusk.

When your prospect arrives at your office, stand up and greet them. If you're with a resident
or another prospect when they arrive, acknowledge them warmly and let them know you'll
be with them soon. If possible, greet them at the door. Introduce yourself with a smile. Ask
if the prospect has an appointment, reference their Guest Inquiry Card, if they have one. If
not, complete the Guest Inquiry Card with them then.

Employee’s showing apartments are encouraged to obtain government issued photo IDs
(local, state, or federal) from all persons of legal age (18 and older) in each tour group be-
fore they tour the apartment and community.

The ID(s) should remain in the office during the tour and will be returned to the prospect(s)
upon returning to the office. Minors must not be shown an apartment unless accompanied
by a person of legal age.

Always know the available apartments to show and lease.

When walking to the apartment, walk next to the prospect, if possible. Chat along the way
and keep your prospect involved in conversation. Questions about your prospect help to
keep the conversation flowing.

While in the apartment, guide the prospect; ask the prospect to open cabinets or admire the
view. Sell “feelings”, not things. Point out the many features in the apartment. If the pro-
spect points out one of the positive features, agree enthusiastically. Let them know how
popular that aspect of the apartment is with residents and other prospects. Help them to
feel good about the idea of living at your property.

Take advantage of the walk back to the office. Use this time to “close” the prospect. You
can be subtle, by asking “yes” questions, involving the prospect with the tour, and getting
them in the habit of agreeing with you. Once your back at the office, review the availability
with them, ask them to choose a home and establish a convenient move-in date. Finally,
ask them to fill out an application. Provide the application and criteria and offer them some-
thing to drink and make them comfortable.
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Follow-up with prospects demonstrates a com- |
mitment to professional management, and excep- Resident Management
tional customer service.

In Review:

e Inspect your marketing corridor at the beginning of every day.

e Greet prospects warmly and with a smile

e Obtain government issued photo ID from all adults prior to showing an apartment

e Know Your Availability

e Keep the prospect talking — elicit positive comments about the property and apartment
e Use the walk back and time in the office to “close” the prospect. Ask for that application.

Follow up with your Guests

Follow up is a vital part of the leasing process, and can be extremely beneficial. An average of
25% of prospects will lease an apartment due to follow-up calls. Follow-up also demonstrates a
commitment to professional management, and exceptional customer service.

Here are some great tips to help you establish good follow-up procedures:

On the same day a prospect comes to visit, mail a “thank you” note or post-card, placing a busi-
ness card with the note. You can also send an email or leave a voice message for them. There
are a variety of thank you cards available online at Office Depot.

Within 24 hours of visiting with the prospect, you can place a telephone call or email them. Re-
mind them of their visit by remarking on some positive aspect of their tour. See if they’ve made a
decision and invite them for a return visit.

If your prospect agrees to a second visit, contact them again within 72 hours, whether by a phone
call, note or email. Remind them that you would love to have them live at your community. Even if
they decide not to select your community, they’re likely to recommend you to a friend due to the
excellent service, professionalism and commitment.

The Application Process
The Application Packet

Application packets should always be on hand to give to prospects. Assemble them ahead of
time so they’re available when a prospect arrives. They typically contain:

e Manager, Assistant Manager or Leasing Agent Business Card
Rental Application

Criteria for Residency

May include brochure, flyer, floor plans, and site map
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| Application packets should always be on hand to
Resident Management give to prospects. Assemble them ahead of time so
they’re available when a prospect arrives.

Receiving an Application

e All applicants over the age of 18 that intend to live in the apartment must be
screened.

¢ Applications should be processed in the order they’re received, rather than in the
order in which they were distributed to avoid being ‘held hostage’ by an applicant
slow to return their application.

¢ All intended applications for a particular apartment must be received prior to sub-
mitting them for screening.

e If a prospect wants to put an application on an apartment you’ve already re-
ceived an application for, be sure to explain that the previous applicants will have
first choice if they are approved.

Screening fees must be collected before the application is processed. Not everyone will
pass the screening process and it is very difficult to collect screening fees if we are una-
ble to rent to the applicant. Furthermore, our policy is to require a complete application
in order to initiate screening. A paid screening fee is part of a complete application.

Key Steps for Accepting and Submitting an Application:

e Each adult member of a household, regardless of marital status, must complete
a separate application and pay a separate screening fee.

¢ Confirm the applicant has read and understands the criteria for residency.

e Have each applicant submit a legible, complete, and accurate application; make
sure it is signed.

e Carefully review the application for completeness and accuracy and collect the
screening fee.

o Verify the applicant’s photo identification.
¢ Provide the applicant with a copy of the signed application.

¢ If the household contains more than one applicant, submit a// applications to the
screening company at one time. Not doing so may lead to complications with the
screening process.
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Each adult member of a household, regardless of |
marital status, must complete a separate application Resident Management
and pay a separate screening fee.

Eligibility for Renting

Eligibility to rent is specific to the individual and their circumstance. This includes first-time
renters, minors, dependent adults enrolled in school, and dependent adults under the care of the
primary applicant, and all others who may influence the application process. Listed below are
guidelines that need to be followed to ensure that the proper procedure is followed:

o First-time renters may require a co-signer (see the Guarantee (Co-signer) Agreement in
Tenant Tech form M026).

e Dependent adults (disabled, elderly) under the care of the primary applicant are required
to sign the rental agreement, unless a waiver is granted by the Property Supervisor.

¢ Dependent adults (college students) may be required to sign the Rental Agreement.

e Live-in caregivers are not required to sign the Rental Agreement, but the live-in and the
resident are required to sign the Live-In Care Attendant Affidavit (Form C338 on Tenant
Tech).

e Minors that are: parents, married, emancipated, or pregnant are required to sign the rent-
al agreement.

The Screening Process

The screening company processes the application and makes a recommendation based on the
results. All information obtained by the screening company is confidential and may nofbe dis-
cussed with the resident.

Screening Results cannot be overturned or altered by the Site Manager or staff. Applicants have
the option to challenge the results by providing a written appeal to the Central Office. More infor-
mation about the appeal process can be found in the screening criteria.

Co-signers

First-time renters may require a co-signer. A co-signer needs to fill out an application (Form
MO088 on Tenant Tech) and pay the application fee. Write in the co-signer's name in the co-signer
field on the applicant’s application so the screening company is aware that the second application
is for a co-signer. It is recommended that the co-signer’s application be submitted at the same
time as the applicant’s application.

Once approved the co-signer would need to sign the the Guarantee (Co-signer) Agreement (form
MO026 on Tenant Tech) agreeing to guarantee the performance of the resident under all obliga-
tions of the Rental Agreement.
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| Never leave a message on an answering machine
Resident Management or with another person containing the details of
the status of an application.

Recommendations

There are several recommendations that can be made based on the criteria for residency.
Based on his or her qualifications, an applicant may be

v' Approved and required to pay a security deposit equal to one-half of one month’s
rent

v Full Security and required to pay a security deposit equal to a full month’s rent
v Double Security and required to pay a security deposit equal to two months’ rent
v Applicants may also be Denied.

Screening Notification

Direct communication with the applicant is required before disclosing the outcome of the
screening. Never leave a message on an answering machine or with another person con-
taining the details of the status of an application. When it's necessary to leave a message,
leave only your name, telephone number, and a request for the applicant to return your call.

Never give out the recommendation client report to the applicant.

Approval

Following notification of an approval, the applicant has 72-hours to place the required deposit of
one-half to two month’s rent to secure the apartment and do one of the following:

Sign an Agreement to Execute a Rental Agreement/Deposit to Secure Occupancy
(Form M003 on Tenant Tech) and pay the required deposit. This will hold the apart-
ment until the Incoming Resident’s move-in date at which time they will be required to
complete the entire Lease Packet including signing the lease in order to take posses-
sion of the apartment. The Execution/Security Deposit must be paid using Certified
Funds, meaning with a Cashier's Check or Money Order. Personal Checks will not be
accepted.

-0/‘.

Sign an Agreement to Execute Rental Agreement and Complete the entire Lease
Packet including signing the Rental Agreement and pay the required deposit. This
holds the apartment until the Incoming Resident’s Move-in date. The Security Deposit
and First Month’s Rent must be paid separately and by Certified Funds, meaning with
a Cashier’'s Check or Money Order. Personal Checks will not be accepted.
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Never tell an applicant that he or she has been |
denied. Instead, tell the applicant that his or her Resident Management
application has been denied.

Upon receipt of the deposit payment, provide the applicant with a Security Deposit Receipt (form C464 on
Tenant Tech).

If the applicant fails to either sign the Agreement to Execute Rental Agreement and pay the required secu-
rity deposit or complete the Lease Packet including signing the Rental Agreement and pay the required
security deposit within the 72-hour period, the apartment must be returned to the market. The applicant
still has the option of signing the Agreement to Execute Rental Agreement or Completing the lease packet
and paying the Security Deposit unless another applicant applies for the same apartment.

The security deposit recommended by the screening company is the required deposit. Never charge more
or less than required by the screening company.

Nofe: If the Applicant should only sign an Agreement to Execute a Rental Agreement (Form M003 on Ten-
ant Tech), provide them with a sample copy of Lease Packet to review prior to their move-in.

Agreement to Execute/The Deposit to Secure Occupancy

(Form M0O03 on Tenant Tech)

The Agreement to Execute Rental Agreement /Deposit to Secure Occupancy should be used anytime a
resident pays a security deposit. It is a legal document that allows Cambridge to retain the Deposit if the
resident fails to pay the balance of monies due at move-in and/or fails to execute the Rental Agreement.

Initial Lease Term

In all states except Washington, If the move-in date does not fall on the last day of a month, the initial
lease should be for 12-months plus the first month’s prorated period. Equally, all move-in leases should
cover a period no shorter than 365 days. For example, a resident that moves in on January 15th, 2023 will
have a lease end on January 31st, 2024. All leases end on the last day of the month.

Leases should never be 13 months or longer.
If move-in occurs on the last day of the month, the lease should end on the same date the following year.

New residents may also sign a lease shorter than 12 months, but they would not be eligible for a rent in-
crease until they have resided at the property a full year, or 365 days from the date of their move-in. For
that reason, it is preferred that residents initial lease term be 12+ months at move-in, as described above.

If a new resident prefers shorter period, a six-month lease should be offered. Care should be given when
renewing initial leases that were six months in length so that the second lease ends after the resident has
resided at the property a minimum of 365 days so that a renewal increase may be offered at its conclu-
sion.

After a resident has resided in their unit for a period of 365 days or longer, leases can vary in length, but
should always concluded on the last day of the month.
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Should an applicant wish to contact the CRES Fair
Resident Management Housing Officer, do not volunteer your services in as-
sisting the applicant with the dispute.

In Washingfon only, all leases should be for less than 12 months and are never to exceed 365 days. For
example, if a resident were to move-in on January 15th, 2023 their lease would end on December 31st,
2023.

Denial

Responding to a denial must be done with care and sensitivity.

e An applicant is denied due to a failure to meet the Criteria for Residency. CRES employ-
ees must neveroverride this decision. Overriding an application may be grounds for termi-
nation of employment.

e Never tell an applicant that he or she has been denied. Instead, tell the applicant that his
or her application has been denied.

All Denied and Canceled applications mustbe processed through Yardi. See Page
55 of the Yardi Voyager Residential Procedures Guide for instructions.

Background Investigations will mail out a letter of denial to the applicant.

If the applicant questions the denial, direct him or her to the P.O. Box address of the screening
company, located on the second page of the Criteria for Residency. Instruct the applicant to refer-
ence the information on how to contest a decision.

Background Investigations
7668 SW Mohawk St,
Tualatin, OR 97062

Should an applicant wish to contact the CRES Fair Housing Officer, do not volunteer your ser-
vices in assisting the applicant with the dispute. Do not contact your Supervisor to negotiate the
decision. The burden to appeal must rest with the applicant in order for CRES to remain unbi-
ased.

Equal Housing Opportunity Manager
Cambridge Real Estate Services
P.O. Box 2968, Portland, OR 97208

Or
Email to info@cambridgeres.com
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It is important that all move-in paperwork is read and
signed by the resident prior to taking physical pos- Resident Management
session of their new apartment.

Resident Orientation

The Move-in Orientation is the final step before a new resident takes possession of an apartment, and
their first official introduction to the property. It is also probably the most important conversation you're go-
ing to have with the resident. Specific guidelines should be followed to ensure that this process is execut-
ed properly and your new resident’s move-in goes smoothly.

Prior to the Resident Orientation, print all the Move-in Mandatory forms, and the Move-in Optional forms
appropriate to your property, from Tenant Tech.

Double check that the name(s), apartment number, rent, security deposit, RUB, and all other fields have
been filled in correctly. The Lease is a legal document. Errors can have serious consequences if there
were ever cause for litigation. Highlight the signature and initial areas on all move-in paperwork for visibil-
ity. The Manager is the Designated Agent to sign the Rental Agreement.

Before the resident takes possession of their new apartment, thoroughly inspect the apartment. If the
apartment has not been cleaned recently, schedule a cleaning “touchup” the day before move-in so their
apartment is fresh. Call the new resident at least two days prior to the move-in to confirm the date and
time. Test all keys to ensure they work properly, and, if they have a garage, test it as well.

It is extremely important the Utility Setup/Termination form (Form M048 on Tenant Tech) is returned to the
office prior to the move-in. When a resident sets up their utilities (especially electric/gas), they are required
to provide their account number. If the resident does not set up the utilities in their name, the property can
continue to be invoiced for electric/gas usage. The Utility Setup/Termination form can be mailed or
emailed to the resident prior to their move-in date to give them ample time to contact necessary utility
companies. Let them know that if the form is not completed and returned by their move-in date the resi-
dent may not obtain keys.

The Security Deposit payment and First Month’s Rent must be paid using Certified Funds, meaning either
Cashier's Checks or Money Orders. First Month’s rent must also be paid separately from the Security De-
posit Payment.

The Orientation could take place on the actual day of move-in, or prior to the scheduled move-in date.
Here are a few tips for conducting a Resident Orientation:

e Schedule an appointment. Allow af /east 30 minutes.
e Review all documents with every adult resident.

e Focus on the lease buyout clause. (if applicable)

e Focus on the Wear and Tear provision.

Place heavy focus on three expectations:

e Paying amounts due and honoring the agreement.

e Being respectful towards others.

e Avoiding damages to the premises.

e Explain how payments can be delivered to the office—mail, drop box, and hand delivery—and the
late fee policy.
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Review the move-in process with staff and to ensure that
Resident Management every resident is receiving the same quality move-in
experience.

Afterhours Move-in

On rare occasions a resident will request to move-in after regular business hours. If a resident is
arriving to move-in after regular business hours we suggest:

e All paperwork mustbe signed ahead of time. The deposit and the move-in prorated rent
(or first month’s rent) must be paid using certified funds and in the site’s possession as
well as the Utility Setup/Termination Form.

¢ Notify the resident you will leave the front door of their new apartment unlocked.

e Tell them where you will be hiding their front door key (in the butter dish of the refrigerator,
for example).

e Leave the Unit Condition Report on the kitchen counter. Place a note telling the resident
to return the report within 3 days of their move-in.

e Call your resident the following day to make sure they arrived.

Or, better yet, call your new resident ahead of time and schedule an appointment for their new
move-in. Meeting them at the office at 7 p.m. for their move-in would be great customer service.

The Unit Condition Report

Residents are required to complete the Unit Condition Report (Tenant Tech Form M0Q7) within 3
days of their move-in. The resident is welcome to conduct the move-in inspection on their own. It
is not required for a staff member to accompany the resident on their move-in inspection.

If the resident will be conducting the inspection alone, it is important to note new items on the Unit
Condition Report such as new carpet, vinyl, blinds, appliances and any other items that were re-
placed. This should be done prior to giving the resident the form.

The Unit Condition Report is one of the primary documents recording the condition of the apart-
ment prior to move-in and at move-out and would be used to support and defend move-out charg-
es if the resident disputed them.

Notify the resident to return the Unit Condition Report within 3 days of their move-in. It is impera-
tive that this form be completed and returned. You may hold their mailbox key until the form is re-
turned. Provide the resident with a copy upon completion.

Move-in Transmittal List

The Move-in Transmittal List (Form C347 on Tenant Tech) will print as part of the Move-in Man-
datory paperwork. This form lists all of the required move-in paperwork that needs to be forward-
ed to the Central Office.
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The Rental Agreement is a legal document. Pay spe- 1
cial attention to the details to avoid errors that could Resident Management
have repercussions if there were ever a dispute.

After completing the move-in process with your resident and receiving a signed copy of the Unit
Condition report, compile and make copies of the documents listed on the Move-in Transmittal
List. You will notice that not all move-in paperwork is on this list. Assemble the transmittal with the
Move-in Transmittal List on top and the original copies of the listed paperwork in order as listed.
Send the assembled paperwork to the Central Office.

File the copies of the move-in paperwork in the resident file. For more on how to assemble a resi-
dent file see Resident File.

Required Transmittal List Paperwork for All Properties
Rental Application (M002) Tax Credit Application (M302)

The rental application will have been completed once you reach the move-in stage with your resi-
dent. Check the application to be sure the apartment number is correct, and the rent amount is
accurate as agreed upon.

Recommendation from background screening company (Faxed to the Property by
the Screening Company)

Do not alter this information and be sure to include it. Verify that the recommended security de-
posit has been collected, and that the correct security deposit amount has been listed on the rent-
al agreement.

Rental Agreement (CM001-PK)

The rental agreement is a detailed record of financial transactions. Check that the information is
accurate prior to the Resident Orientation. The begin date must reflect the actual day the resident
obtains keys. Check to make sure the expiration date is accurate.

In all states other than Washington, 12 month leases should equal 12 months p/us the prorated
first month. For example, a resident who moves in on January 15th, 2024 will have a lease which
expires on January 31st, 2025.

In Washington, 12 month leases should equal 11 months plus the prorated first month. For exam-
ple, a resident who moves in on January 15th, 2024 will have a lease which expires on December
31st, 2024.

Check to make sure the deposit amount paid is reflected in the payment portion of the agree-
ment. All deposit monies should be paid by the move-in date.

Before the lease is signed by the new resident(s), it's the Site Manager’s responsibility to ensure
that all new residents have reviewed the lease and all provisions. Verify with the incoming
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. You can withhold the resident Mail box key until
Resident Management ‘ they return the Unit Condition Report.

resident(s) that their names are correct, and that the financial accounting and that the dates for
move-in and lease expiration are as agreed upon. Have the rental application and Agreement to
Execute Rental Agreement available if there is a dispute. Review the Lease Buy Out clause and
the Wear and Tear Provision with the resident(s). Review important details of the Terms and Con-
ditions and give the resident(s) the opportunity to read the document if they so choose.

Before compiling the paperwork for transmittal and filing it in the resident file, check that all signa-
tures and initials are in place. If there is a missing signature or initial, contact the resident to have
them complete the signing process.

Amendment to Rental Agreement (M056)
The purpose of this form is to assist in keeping drugs and other illegal activity off the property.
Lead-Based Paint Disclosure (if applicable) (M032 and M-LEAD)

This document, in compliance with the HUD and EPA federal laws, discloses to all residents mov-
ing into apartment communities built prior to 1978 of lead-based paint hazards. All residents who
sign this disclosure, must also be provided with a copy of the EPA approved booklet, “Protect
Your Family from Lead in Your Home”.

Check In & Out Accounting (M107) - California

The purpose of this document is to record the condition of the apartment at the time of move-in.
The form must be signed by the Resident and the Managing Agent receiving the form. A copy of
this report must be provided to the resident and returned to the Site Office within 3 days of move-
in.

Utility Setup-Termination (M048)

This form provides the new resident with their address and a list of all utility companies. The new
resident is responsible for setting up required utilities and providing the site management with the
corresponding account number(s). This form must be returned at the time of move-in.

It's recommended that approved applicants receive this form when they sign the Agreement to
Execute Rental Agreement or, if possible, at least a week prior to their scheduled move-in date.

Pet Agreement (if applicable) / No Pet Addendum (M0O06)

The Pet Agreement must be signed prior to the resident’s move-in. A photograph of the pet is
suggested, and proof of renter’s insurance is required before the pet is allowed into the apart-
ment. The Pet Agreement specifically states, “...before move-in of pet, resident shall provide
Cambridge Real Estate Services with proof of insurance of a minimum of $100,000 liability to cov-
er any damage or injury caused by said pet(s). The community should be named as an
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Let your new residents know they can be charged 1
$250 for tampering with a smoke detector. Better to Resident Management
be surprised at move-in than when the bill arrives.

“additional interest” on the policy. Said proof shall be subject to reverification at any time a decla-
ration page is reissued. The resident shall notify Cambridge Real Estate Services of any lapse of
insurance.”

If you do not receive the insurance verification prior to move-in, call and remind the resident of
the requirement. It is important to receive this information, as they will not be able to move their
pet in without having provided it.

If the incoming resident does not have a pet, write “No Pet” on line 2. The Pet Agreement will

function as an addendum, notifying the resident that if they were to get a pet in the future that
they would be required to notify Site Management, pay the required deposit and pet rent if it is
charged at the property.

Mold and Mildew Addendum (M038)

The purpose of this document is to ensure all residents are aware of all mold and mildew haz-
ards, prevention tips and clean-up procedures.

The Move-In Paperwork Transmittal List also includes a list of the required paperwork for Tax
Credit, Rural Development and HUD Properties.

Smoke/Carbon Monoxide Alarm Test Instructions (M005)

This form gives instructions on how to test their smoke/carbon monoxide alarm, identifies the type
of alarm present in their apartment, and notifies them that tampering and removing the smoke de-
tector may result in a $250 fine.

Rent Collection Policy (C054)

The Rent Collection Policy describes Cambridge Real Estate Service’s policies regarding rent
payment due date, grace period, late fees and other policies regarding payment and collection.

Satellite Dish Installation Policy (M033)

This form describes the allowed and prohibited placement for Satellite dishes on the property as
well as notifying the resident of the possibility that the location of their apartment may not be suit-
able for installation of a satellite dish.
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Resident MBBacement Residents should be moved in on Yardi the same day
g the resident takes possession of the apartment

The following list of forms are included with the Required Transmittal for all Properties.

Required Transmittal List Paperwork

for Low Income Housing Tax Credit Properties Only

Tax Credit Lease Addendum (C169)

Notifies the resident of the annual recertification requirement, and that their rent may be altered
either upward or downward during the term of the lease through written notification 30 days in ad-
vance of the increase.

Tenant Income Certification

Form detailing residents financial qualification for Tax Credit Housing.
Subsidized Rules and Regulations

Explains rules and regulations specific to Tax Credit properties.
Home Addendum (VAWA)

Notifies the resident that the landlord may not consider incidents of domestic violence, dating vio-
lence, or stalking as serious or repeated violations of the lease or other “good cause” for termina-
tion of assistance tenancy or occupancy rights of the victim of abuse.

LIHTC Lease Rider (C404)

Notifies the resident that their tenancy may not be terminated without “good cause” and that they
must receive written notice that is specific enough for them to present a defense at least three
days prior to the termination of their tenancy.

for Rural Development Properties Only:

Rural Development Addendum to Lease

Rural Development Tenant Income Certification

Form detailing residents financial qualification for Rural Development Housing.
Subsidized Rules and Regulations

Defines property rules. Residents will receive one written warning for minor violations prior to
eviction proceedings. Major violations can lead to immediate eviction proceedings.
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The Housing Authority controls Federal funds that are set-
aside to assist qualified residents with their monthly rent Resident Management
payments.

for HUD Properties Only:

HUD Certification

Form detailing residents financial qualification for HUD property Housing.
Subsidized Rules and Regulations

Explains rules and regulations specific to HUD properties.

Following Move-in

e Residents should be moved in on Yardi the same day the resident takes possession of
the apartment See the Yardi Voyager Residential Procedures Guide page 68 for instruc-
tions.

e File the signed Lease Packet and other paperwork in the Resident File. See Resident File
for more information on creating a Resident File.

e Follow up with the resident within 3-days to obtain the completed Unit Condition Report.
This is the perfect time to check with the resident to see if there are any issues or mainte-
nance needs in their new home.

e Compile the Transmittal paperwork and mail to the Central Office.

Housing Authority Residents
What is the Housing Authority?

A Housing Authority can be county or city based. The Housing Authority controls Federal funds
that are set-aside to assist qualified residents with their monthly rent payments. The Housing Au-
thority will approve a specific amount of rent to be paid for each apartment size. The amount of
payment received from the Housing Authority may not be less than the market rent for the apart-
ment. For example: the rental rate on a 3-bedroom apartment at your community is $1,800.
Based on the resident’s income, the Housing Authority has provided the resident a “voucher”
(documentation) that the apartment community will receive every month the amount of $1,000
from the Housing Authority, and the resident will pay $800 for rent.

When an apartment community accepts Housing Authority payments, a three-way partnership is
established. The partnership is comprised of the following:

e The Housing Authority
e The Resident
e The Landlord (Apartment Community)
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. Be sure to report program abuse by the resident
Resident Management ‘ to the Housing Authority

The Housing Authority will send one check per month which will include the housing portion pay-
ment for all residents at the property. Many localities now pay electronically and will have a receipt
for payments available online. Payments are generally processed on the 1 of every month. See
your Yardi Procedures Guide for instruction on inputting housing payments.

Agreements

Three separate agreements are involved with the Housing Authority, the residents, and the apart-
ment community:

e A contract is established between the Landlord and the Housing Authority for rental assis-
tance payments.

e The Housing Voucher is the agreement between the Housing Authority and the resident for
the Housing Authority to assist a resident with their housing costs.

e The Rental Agreement is between the residents and the Landlord.

Housing Authority Responsibilities

The Housing Authority will review a person’s application to determine if the household is eligible for
financial assistance. Once eligible, the person is issued a Housing Choice Voucher and the Housing
Authority will assist the family with finding a place to live. When the prospective resident finds the
apartment community they want to live at, the Housing Authority will approve the apartment, the
landlord and the landlord’s lease. Each month, the Housing Authority will make assistance pay-
ments to the landlord. The Housing Authority will also continue to ensure that both the apartment
and the resident continues to qualify under the program.

Site Manager Responsibilities

A Site Manager will screen a Housing Authority resident as they would any applicant. When send-
ing in the application to Background Investigations, on top of the application note: “Housing Authori-
ty applicant”’. Fax or email a copy of the Housing Voucher along with the application. The Site Man-
ager will

¢ maintain the apartment and make any necessary repairs;

e collect the rent portion due by the resident;

e enforce the lease;

e report any program abuse by the resident to the Housing Authority.

Resident Responsibilities

Your residents that receive Housing Authority assistance are responsible for the following:

e Pay their portion of the rent on time.
e Residents are required to restrict residency to those who have been approved by both the
Housing Authority and/or the Site Manager.
Housing Authority Residents J 102


http://cresapts.com/eexchange/files/CRES-Residential-Procedures-Guide-20-feb-2015-PRINT-Version.pdf

Try keeping a completed copy of your local Housing |
Authority’s paperwork on hand to make filling out the Resident Management
next set of forms easier.

e Take care of and maintain the condition of their apartment.
e Comply with the terms of the lease.
e Allow the Housing Authority to conduct scheduled inspections.

Nofte: If a resident pays their portion of rent late, the late fee is based on their portion of the rent
only—not the total rent payment. For example, if a resident receiving Section 8 voucher assis-
tance pays $400 and receives $800 in assistance for a total of $1200 rent per month, the late
payment for that resident would be $40.

Before the Housing Authority Resident Moves in

A copy of the Rental Agreement is attached to the Housing Authority’s Lease Approval form, thus
obligating the future resident to obtain approval. After the Rental Agreement has been approved,
the Housing Authority will inspect the apartment. The payment from the Housing Authority begins
on the effective date of the Housing Authority lease agreement. The resident may not take pos-
session of the apartment before the signed lease is returned and/or before the effective date,
whichever occurs later.

Nofte: If the resident takes possession of the apartment prior to the effective date, they are re-
quired to pay full market rent for those days up to the effective date of the Housing Authority
lease. This generally should not occur.

Correspondence from the Housing Authority

Copies of all Housing Authority notices received by the landlord, must be retained in the resident’
s file. Copies should also be forwarded to the Central Office for filing in the resident file. Notices
received may include:

¢ Notification of change in rent and Housing Authority payment.
e Notification of apartment inspection.

¢ Notification of failure or passing of apartment inspection.

¢ Notification of discontinuation of Housing Authority payment.

During the Occupancy of a Housing Authority Resident

The Site Manager is responsible to ensure that required documents and physical require-
ments of the Housing Authority are maintained. The following outlines the items the Site
Manager will be requested to address during the residency of a Housing Authority resident.

The Housing Authority will send the Site Manager a rent increase questionnaire each year.
Contact your Supervisor regarding rent increases for a Housing Authority resident. Com-
plete and return the form to the Housing Authority.
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| If a housing authority resident pays their rent
Resident Management late, the late fee is based on their portion of rent
only.

The Housing Authority will complete yearly housing inspections. The site is responsible to repair
all failed items from the inspection prior to the lease renewal.

Occasionally, the Site Manager will receive a “Housing Authority Lease Amendment Adjustment”
with a new resident amount and a new Housing Authority payment amount. A Site Manager may
receive this notice of adjustment more than one time yearly, as the resident portion is based on
the resident’s income and may change many times during a 12 month period.

The Site Manager must send copies of all violation letters and Nonpayment Notices presented to
the resident to the Housing Authority.

Nofte: Housing Late fees are equal to 10% of the residents portion where applicable.

Housing Authority Resident Moves Out

When a Housing Authority resident gives a notice to vacate, send a copy of the Notice to Vacate
to the Housing Authority. If the resident wishes to extend their notice, contact the Housing Au-
thority. The Housing Authority must approve the extension, otherwise the resident must move as
scheduled.

If you continue to receive Housing Authority payments after the resident moves out, immediately
contact the Housing Authority. Do not deposit these funds without speaking with your Property
Supervisor.

Payments and Deposits

Payments received from residents are processed at each property. In addition to payments
for application fees and security deposits, recurring monthly fees are either delivered or
mailed to the site management office through a designated drop box. Mailed payments
must be received by the due date to avoid incurring a late fee.

Accepting Payments

Unless there is direct supervisor approval, never accept rent in advance or more than 5 days prior
to the due date. Doing so may cause some of the Landlord rights to be waived. As an example,
October’s rent may be accepted on September 25th.

Accept only one check for each unit. This includes units with multiple roommates. If they are not
able to provide a single check, roommates may provide multiple money orders, cashier’s checks
or any method that is considered secured funds. To accept, the total of the secured payments
must equal the total of the rent. A partial rent payment can’t be accepted.
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The Site Manager must send copies of all viola- |
tion letters and nonpayment notices presented to Resident Management
the resident to the Housing Authority.

Payment Types

Acceptable forms of payment are: Do Not Accept:
« Personal Check payable to the property e Multiple Checks for rent payment
e Money Orders payable to the property for one unit
e Traveler's Checks payable to the property + Partial Payment
e Cash...but only when unavoidable « 3rd Party Checks
e Rent Café Payments e Cash...if at all possible.

More about checks
e Third party or non-resident checks are not acceptable.
e If not already on the check, add the unit number to the face of the check.

e Review the check to make sure the written amount and the amount in the number field
match, that it is dated properly, and has been signed. Improperly filled out checks are like-
ly to be refused by the bank.

¢ Immediately endorse the back of each check to prevent deposit by another party if the
check is lost or stolen.

e Accept only one rental check for each unit except for partial payment from the Housing
Authority and residents paying with two certified checks or money orders. This avoids
complications if one of the checks comes back NSF.

More about cash
e For security reasons, avoid accepting cash.

e If cash is accepted, a written receipt must be provided. For more information about re-
ceipts, see the following Receipt Book section Office Depot ltem #436857.

Money Orders

Money Orders must be made out to the Property prior to being accepted from the resident. Blank
Money Orders or Money Orders not payable to the Property may not be accepted.

Site Management or staff may not complete the name of the property in the “Pay To” section of
the money order. As with checks, immediately endorse the back of each Money Order.

Rent Café

Rent Café is an online payment system for residents. Managers should encourage residents to
use the online system as it reduces workload and streamlines the payment process for residents.

Many managers have offered incentive programs to help recruit residents to the Rent Café sys-
tem. If you're interested in doing so, contact your Supervisor for assistance.
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! Unless there is direct supervisor approval, never
Resident Management accept rent in advance or more than 5 days prior
to the due date.

Managers need to check the online payment system for payments made on the 4th day of every
month prior to posting late fees on the 5th due to possible lag time between the time the payment
is made by the resident online and the time the payment shows in the resident ledger in Yardi.

Rent Café for Residents

Rent Café is an online payment system. Residents visit the ‘Resident’ tab on the property’s Web-
site, click ‘Pay Rent Online’ and they’ll be taken to a login page. If they haven’t registered yet, that
option will also be available to them.

Residents register using their email that’s on file with the property and enter their registration
code. Their registration code is the same as their Yardi resident ID. The resident then enters
more personal information to complete their registration and they’ll receive an email to confirm
their account information. They’ll need to click on a link in the email to complete the process.

Once the registration process has been completed, the resident can add their Check/ACH pay-
ment information, Debit Card or Credit Card information to begin paying online.

You should make it a standard practice to invite residents to pay via Rent Café by sending the
invitation email from Yardi for every new resident that is moved in to your community.

Bank Deposits

Unless there are no payments on hand, make at least one bank deposit each day. Multiple bank
deposits can be made when necessary. To post the same day, the deposit must be received by
the bank prior to 3:00 p.m. This is especially important during rent collection time.

See page 124 of the Yardi Procedures Guide for detailed instructions on how to post payments
into the system.

Receipt Book

If cash is provided for any kind of payment, you
must immediately provide a written receipt. In-
clude the date of the receipt, amount, reason
for payment, name of the person providing the

Date_ +%eacl 3 2007 No. 62580
Received From: __<aer "“,3“4
Szacn y

Dollars
Amoumt $_Z5290 5 can O Chek O Money Order

1d1202y

. @ FoRent
cash an(tjtyoir r;gme.twr:ﬁn post.lntg the tc):ash O o 7 Pliacant Dhise vy GO
payment to Yardi, enter the receipt number in bow DL T OZ D7
the check field.
Received by i“‘é’ Raberte

Some residents may ask for a receipt when
paying with a check. One can be provided when requested, however, a receipt is not required for
non-cash forms of payment.

The Receipt Book (Office Depot Item #162354) must be a pre-numbered, duplicate style. Fill out
the receipt completely.
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Money orders and Cashiers Checks are consid- |
ered “certified funds” because the amount is Resident Management
guaranteed by the issuing organization.

Late Fees

On the first day after the rent due date and after collecting and entering on-time rent payments,
run the Post Late Fees function in Yardi to charge Residents who have not paid rent on-time.

The late fee policies are as follows:

e Conventional and Rent is late after the 4th
Tax Credit Properties Late Fee is 10% of Rent (Round Down) (CA not to exceed $50)

e HUD Properties Rent is late after the 5th
Late Fee is $5 plus $1 per day (not to exceed $30 per month)

¢ Rural Development Rent is late after the 10th
Properties Late fee is $10.

Non-Sufficient Funds Checks (NSF Checks)

Notification of an NSF check is sent to each property from the Central Office. On receipt of the
NSF notice from the Central office, post and mail a Notice of NSF (Form on C238 on Tenant
Tech) to the resident. If this occurs on or after the 8™ of the month for a rent payment, they should
also be sent a Nonpayment of Rent Notice (M020-PK on Tenant Tech) if in Oregon or Idaho or a
14-Day Notice to Pay Rent or Vacate (M120c-PK on Tenant Tech) if in Washington or 3-Day No-
tice to Pay Rent or Vacate (C198 in California on Tenant Tech). The resident is charged $35 for
each NSF check.

Nofe:. Use 30-day notice to pay or quit for certain properties.

The resident must replace the NSF payment with a money order or a cashier’s check. Another
personal check cannotbe accepted for payment of rent that month. If a resident has two NSF
checks within the past 12 months, personal checks cannotbe accepted for payments of any kind.
They must provide certified funds in either a cashier’s check or a money order. Be sure to notify
affected residents on receipt of the second NSF check. This should be notated in the Notice of
NSF form on Tenant Tech(Form C238) by checking the applicable box.

The NSF count in Yardi can be reset after 12 months from the NSF in Oregon or three months
from the NSF in California. Reach out to yardisupport@cresapts.com to have this reset.

Keep Payments Secure

Designate a location in your office where all payments are kept. Don’t allow payments to linger on a
desk, in an in-box or an area easily accessible to others. This will typically be a locked desk drawer
or other secure area. Take deposits to the bank the same day they’re received, so no checks are
left in the office if a break in were to occur.
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. If cash is provided for any kind of payment, you
Resident Management ‘ must immediately provide a written receipt.

Payment Agreements

Payment agreements are normally not allowed, however, a current resident may be allowed to
enter into a payment agreement for payment of a security deposit or any late balances, such as
late fees, to avoid eviction proceedings.

e The resident is required to present a letter in writing to request a payment agreement, ex-
plaining why and what payment arrangement they would like to make.

e The Site Manager needs to submit the resident’s request to the Supervisor for their ap-
proval.

e Payment Agreements are not allowed for Move-out Charges.

Onsite Transfers

At times, residents at your community will be interested in transferring to a different apartment.
On a conditioned approval, resident transfers are handled in much the same way as a standard
move-out from their current apartment and a standard move-in to the apartment they’re intending
to transfer to. The process for obtaining approval to transfer and the transfer process should be
explained to the inquiring resident in full before beginning the process.

Transfers during a lease term requires payment of an Early Lease Termination Fee whereas
transfers at the end of the lease term do not. A notice to vacate is required for all transfers.

Transferring On Site at a Conventional Community
How a resident qualifies to transfer to a new apartment:

1. Advise your resident that prior to giving permission to transfer that you will need to inspect
their apartment. Inform your resident that only residents who are currently in “good standing”
will be allowed to transfer. Any residents with housekeeping issues, damages, amounts ow-
ing, or any other outstanding lease violations will not “be considered” to be in good standing
and will not be allowed to transfer.

2. Check the resident ledger for outstanding balances. If the resident owes money to the proper-
ty they may be allowed to pay off their balance in order to receive approval for the transfer.

3. Schedule an inspection of the resident’s apartment. Inspect for housekeeping issues, and
damages beyond normal wear and tear. Residents with limited damages may receive approv-
al but would be required to pay for those damages as part of the transfer process.

4. Also check the resident file for lease violations.

If you are uncertain if a resident requesting a transfer qualifies, contact your Supervisor.
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Payment agreements are not allowed for most .
balances. ‘ Resident Management

If the resident is currently under a lease contract, they have two options:

1. The resident can transfer when their current lease expires. They will need to complete a Resi/-
dent’s Nofice to Vacate within the standard time frame required by their state.

2. The resident can transfer during a lease contract, but they will be required to complete a Resi-
dent's Notice fo Vacate and pay an early lease termination fee and/or specials as stated on
the Rental Agreement.

Provide the residents who are interested in transferring apartments with the property specific Cri-
teria for Residency. Have the residents complete a Rental Application. Check with your Property
Supervisor regarding charging the charging of a screening fee.

When the resident’s application has been approved, they must pay a security deposit (based on
the recommendation by the screening agency) for the new apartment and sign an Agreement to
Execute a Rental Agreement (M003 on Tenant Tech). If the resident has a pet, payment of a new
Pet Deposit will also be required. Advise the resident that deposits cannot be transferred. If they
are to receive a refund of their deposit, it will occur after final accounting for their move-out of
their original apartment has been processed.

Follow the steps on page 90 of the Yardi Operations Guide to process the resident transfer.
When the resident moves out of their “old” apartment, all move-out procedures must be complet-
ed. When the resident moves into their “new” apartment, a new Rental Agreement as well as all
other addenda must be signed as per standard move-in procedures.

Nofte: Transfers are considered a “move-out/move-in” at a conventional community.

Transferring On Site at a Tax Credit or Rural Development/Tax
Credit community:

Tax Credit and Rural Development/Tax Credit properties must first follow all compliance regula-
tions. Most importantly, any transfers on a Tax Credit or Rural Development/Tax Credit property
must be approved by the Property Supervisor.

How a resident qualifies to transfer to a new apartment:
Your resident must have completed 6 full months or more of occupancy before a transfer is

permitted and the resident must also income qualify as a new move-in. Advise your resident that
prior to giving permission to transfer, you will need to inspect their apartment, and that residents
must currently be in “good standing” to be allowed to transfer. Residents with housekeeping is-
sues, damages, amounts owing, or lease violations will not be allowed to transfer.

Nofe: There may be an exception made for a transfer due to a request for a reasonable accom-
modation or an incident of domestic violence.

Onsite Transfers (TC&RD) J 109


https://login.tenanttech.com/auth/login
http://cresapts.com/eexchange/files/CRES-Residential-Procedures-Guide-20-feb-2015-PRINT-Version.pdf

. Transfers are considered a “move-out/move-in” at a
Resident Management ‘ conventional community.

Transferring during a lease contract:
Check your resident’s current Rental Agreement. There are some important issues to consider:

1. If the resident /s currently under their initial lease term, and they wish to transfer, they can do
so at the end of the lease term. They will need to complete a Resident’s Notice fo Vacate
within the standard time frame required by their state.

2. If the resident is not currently under their initial lease term, they can transfer during a lease
contract, but they would be required to complete a Resident’s Notice fo Vacate and pay an
early lease termination fee and/or specials as stated on the Rental Agreement.

The application and screening:

Provide the residents who are interested in transferring apartments with the property specific Criteria
for Residency. Have the residents complete a Rental Application (Form M302 on Tenant Tech), as
well as all other pertinent Tax Credit paperwork. Discuss with your Property Supervisor regarding
charging the screening fee

When the resident’s application has been approved, and upon Supervisor approval, residents at a
Tax Credit property will have their deposit and if applicable, pet deposit transferred if the move-in is
within the same building. Any cleaning/damages charges on the “old” apartment will be require to be
paid within 15 days of receipt of the Move-out Statement.

Residents at a Tax Credit property who are “transferring” to an apartment in another building must
pay a new deposit (based on the recommendation of the screening agency) and if applicable, a new
pet deposit. Follow the steps on page 90 of the Yardi Operations Guide to process the resident trans-
fer.

When the resident moves out and moves in:

If the resident transfers to an apartment in another building, all move-out procedures must be com-
pleted. Refer to the Yardi Voyager Residential Procedures Guide and follow the instructions on how
to complete a move-in and Move-out Statement.

If the resident moves to an apartment within the same building you will need to transfer the deposit to
the new apartment. Therefore, if there are any damage/cleaning charges for the “old” apartment,
charge the items Move-out Accounting. Just remember that there will not be a deposit to apply to any
charges as it will have been “moved” to the new apartment.

When the resident moves into their new apartment, a new Rental Agreement as well as other adden-
da must be signed.

Roommates

Roommate households are a large part of the renter demographic in many communities. Sometimes,
roommates work out splendidly, while other times they can end in separation.

Note: All roommate additions/removals should be approved by your supervisor.
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There may be an exception made for a transfer due |
to a request for a reasonable accommodation at a Resident Management
TC/RD Property.

Roommate Additions

Before a new roommate takes occupancy in an apartment, the following steps should be fol-
lowed:

e The new roommate must apply and qualify per the property specific Criteria for Residen-
cy. Include the apartment’s Current Resident name(s) on the applicant’s Rental Applica-
tion.

e Upon approval of the application, a new lease must be signed by all residents beginning
on the effective day the new resident will move-in. This will be a “file change” when com-
pleting the Rental Agreement.

e A roommate addition form should also be signed by all household members (Form M153)

e The lease expiration date does not change. It should retain the same expiration date as
listed on the original Rental Agreement.

e New roommate(s) must also sign all lease addenda.

¢ Once the new roommate has signed the lease and addenda they must also be added to
the unit in Yardi and in Tenant Tech.

Note: Rural Development/Tax Credit and Tax Credit properties must first follow all compliance
regulations before considering a change of occupancy.

Notice of Resident Vacating (Roommate Separation) (Form M153)

e When a resident wishes to vacate an apartment that is occupied with other residents
(“roommate”), both/all parties must agree.

e All residents on the lease must sign the Notice of Resident Vacating

e It's recommended to have all the interested parties sign the request in the Site Manage-
ment Office, and nofrelease the form to residents to return.

e Before a written request to vacate is approved and any resident is removed from the
lease, the remaining resident(s) in the apartment must complete a new application (Form
MO002 on Tenant Tech) and income qualify per the property specific Criteria for Residen-
cy. See your Property Supervisor about whether to charge application fees in this situa-
tion.

e The original Security Deposit will stay with the apartment. If the resident(s) remaining in
the apartment requalifies at a higher security deposit rate they will be required to pay the
difference prior to receiving approval for the Roommate Separation.

e The resident(s) remaining agree to accept the apartment in its current condition, including
responsibility for any damages.
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! Rural Development/Tax Credit and Tax Credit proper-
Resident Management ties must first follow all compliance regulations be-
fore considering a change of occupancy.

e The vacating resident(s) is released from responsibility for any future rent, and cleaning and
damage charges that may be incurred upon move-out. They also relinquish all rights to the
Security Deposit on hand for the apartment.

e The resident(s) remaining in the residence is required to complete a new application and meet
Cambridge’s Criteria for Residency, and execute a new rental agreement on terms acceptable
to Cambridge. If the security deposit increases due to the change in the residents, the amount
of the increase will be the responsibility of the remaining resident(s).

e Remove the exiting resident from the unit in Tenant Tech and Yardi.

Recycling Facilities

The purpose of the recycling program is to encourage resident recycling at our communities by
providing convenient recycling facilities and informing residents about recycling procedures through
informational flyers in the common areas, articles in resident newsletters, and information at the time
of move in to all resident households.

e Have recycling containers conveniently available in all refuse enclosure areas with easy-to-
read sorting instructions.

e Work with the local refuse hauler to schedule regular recycling pickups.

e Ask the local refuse hauler if they offer special pickups for items that are not collected as part
of the normal recycling program, ie. Electronics, batteries, paint, metal, appliances, etc.

e Engage with residents to see what their recycling needs may be to make sure that the pro-
gram is responsive to the residents of your community.

Communicate with residents during the Resident Orientation to let them know we offer community re-
cycling and to encourage them to participate.

e Post flyers in common areas to remind residents about the recycling program.
e Display professionally made signs providing ongoing recycling directions and advice.
¢ Notify residents of changes in recycling program as the system expands.

Resident Notices

Community Announcements

Community-wide announcements are used to inform residents about upcoming community events,
like National Night Out, or impactful projects like parking lot resurfacing. Often these notices will be
sent by SERC prior to the event. If, however, your property needs to post a Community-wide notice
that has not been pre-authorized by SERC, Supervisor approval of the notice is required.

SERC likely has a letter already created for your purpose. Check with your Supervisor to see if they
have a letter on file to suit your purpose.
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All lease holders must agree to a Roommate |
Separation or a resident’s name cannot be re- Resident Management
moved from the lease.

Types of Resident Notices

There are various resident notices/letters available on Tenant Tech for the Site Managers to use to notify
residents of violations of the lease or property rules.

Warning and Non-Compliance Violation Letters

A notice of lease infraction should be sent to a resident when a violation of the lease or property
rules have occurred. In the event of legal action, the burden of proof will be on the property, so
documentation of this specific type of notice is critical.

e Site Managers can send site generated warning letters for late rent, patio and parking in-
fractions and other issues for which Tenant Tech provides a standard warning letter.

e |tis critical to document in the Manager Log (physical log book, Yardi or Tenant Tech)
dates and approximate times of witnessed or reported infractions.

e [f a standard warning letter from Tenant Tech is not used, the letter must be reviewed by
the Supervisor prior to posting and/or mailing.

e Site Managers can request a violation termination letter for serious infractions from the
Central Office using the Request for Termination (Continuing Non-Compliance) (Form C059
on Tenant Tech).

Site Generated Notices

Notifying residents of lease infractions can be challenging for even the most experienced Site Man-
ager. It is sometimes difficult to put what you want to say into words. You want to be professional
yet get your point across. Cambridge Real Estate Services has developed form letters to assist
Site Managers in the communication process. These violation form letters can be found on Tenant
Tech.

Notices that include any information about the resident or contain private communication must be
posted inside of a sealed envelope on the resident’s main entry (or all entries to the unit) using
painters tape on all four corners of the envelope.

If you can’t find a form on Tenant Tech relevant to the issue at your property, contact your Supervi-
sor for advice.

These letters include:

Notice of Disturbance/Noncompliance-M017

This notice can be used for Disturbances, Smoking in non-smoking unit or area of the property,
Improper use of Vehicle or Parking Violations, Damage to Property, Unsightly Patio/Balcony/Porch,
Dwelling Unit/Unit Needs to be Cleaned, Unauthorized Occupant/Guest, Unauthorized Pet, Park-
ing Violations, Unauthorized Window Coverings/Signs, Satellite Dish, and Other.
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! Tenant Tech contains letters to residents for most situa-
ReSIdent Management tions. If you can’t find a letter appropriate for your situa-
tion, contact your Supervisor for Assistance.

This notice allows you to complete date and time, location and description of the violation.

This notice also allows you to complete and print a Response to a Reporting Resident (Form
C099). This should be used to follow up with residents who report infractions to management.

Housekeeping Notice-Form M017

This letter is used to notify a resident of housekeeping or damage issues which were found in their
apartment during a recent visit. The letter allows the Site Manager to list the items found to be an
infraction. The letter informs the resident they have ten days to remedy/address the concerns
listed.

Noise Violation Warning Letter-Form M017

This letter is used to inform a resident of a recent complaint regarding noise disturbances and/or
negative conduct emanating from either the resident’s apartment or anywhere on the property. The
letter also informs the resident of the possibility of the termination of their tenancy should future
disturbances occur.

Notice of Parking Violation-Form M016

The purpose of this notice is to inform a resident they are in violation of the community’s
parking regulations.

Notice of Emergency Entry — Form M110

To be used in cases where emergency entrance to an apartment was necessary listing the
date, time and reason for entry. This notice should be posted to the residents door as soon
as the emergency situation is remedied.

Abandoned Property Notice — Form M024

Used in instances where residents have vacated their apartment but left belongings be-
hind. Abandoned Property laws vary from state to state. Find policy for your state here.

Controlled Substance Violation Warning Letter — Form M017

Notifies residents that a controlled substance was found in their apartment and that contin-
ued violations may result in termination of their tenancy.

Conduct Violation Warning Letter - Form M017

Notifies residents that there has been a complaint regarding negative conduct by one of
the household members or guests, describing the specific circumstances, and listing the
date and time.

Notice of an Unauthorized Animal — Form M017

Notifies the resident that an unauthorized animal was noted to be in their apartment. Has
options for properties with animal restrictions and properties with a ‘No Pet’ policy.
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Notices should be posted to resident doors at eye level |
using blue painter’s tape on all for corners of an envelope. Resident Management
Make a note of the posting in the Manager Log.

Notice of Exclusion (Trespass) — Form M054

Used to inform individuals that they are prohibited from entering or remaining in the com-
mon areas of the property. Requires basis of exclusion, date, time, location, and informs
the individual that violation of the exclusion may result in arrest for Criminal Trespass.

Unauthorized Resident Letter-Form M017

This letter informs the resident they are in violation of the Rental Agreement as they have an unau-
thorized guest in their apartment. The letter informs the resident they must cease housing the un-
authorized guest or have them complete an application to be added to the Rental Agreement by a
date as specific on the letter.

Notice of Reoccurring Late Payments-Form C239

This letter informs the resident they are in violation of the Rental Agreement as they have
paid rent past the grace-period. The letter also notifies the resident that in order to comply,
they must routinely pay their rent in a timely manner and repeated late rent payments will
lead to further action, up to and including the termination of the tenancy.

24 Hour Notice to Enter-Form M013

The purpose of this notice is to inform a resident that a name person or representative of a
company will enter their apartment within 24 hours for maintenance/repairs, an inspection
or other reason as noted on the form.

2 Day Notice to Enter — Form C023

Washington State and most affordable communities require 2 days’ or 48-hour’s notice to
enter rather than 24 hours. This notice is to inform a resident that a named person or rep-
resentative of a company will enter their apartment in on a specified date and time no less
than two days from the date of the notice for maintenance/repairs, an inspection, or other
reason as noted on the form.

Nonpayment/Three Day Notice-Forms M020-PK (OR), M220cv-PK (OR Non-Portland Section 8)
14-Day Notice M120¢c-PK (WA), M020 (ID) and M015 (CA)

The purpose of these forms are to inform a resident that their rent is at least 72-hours past
due. The form provides a due date for the payment of rent, of three days from the effective
date of the notice in order for the resident to avoid the termination of tenancy. Refer to
Chapter 3 of the Operations Manual for additional information. Each state has different re-
quirements for posting.
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! For most types of violations, residents are given
Resident Management three chances to remedy the issue before it becomes
necessary to take the next step.

Notice of Smoking Violation Letter-Form M017

The purpose of this form is to provided residents who fail to follow a property’s smoking
policy with a written warning.

Lease Renewal Letter-Form C550-PK (OR non-Portland), C550p-PK (OR—Portland), CM065tcp
(LIHTC & HOME—Portland), CM065u (OR Renewal Offer w/Utilities); CM011-PK (CA); M065
(ID); CM065 (WA)

This letter is used by Site Managers at Market/Conventional apartment communities. The
letter is sent to notify residents of an upcoming lease expiration and the offer to renew for
either another lease term or to maintain a month-to-month status; the letter also states a
new rental amount for a lease term and for a month-to-month status. Be sure to adhere to
local and state laws when posting renewal offers.

Notice of NSF — Form C238

Notifies residents that their recent check was returned for Non-sufficient funds, that
repayment must be made by certified funds, of an NSF fee and late fee if applicable.
Also has an option to notify residents that, following two NSF checks in the past
twelve months, all future payments must be made by certified funds.

Noatification of Balance Due -Form M042 (OR) C250 (CA, ID & WA)

This letter is used by Site Managers to notify a resident of a past due balance on
their account and gives residents a pay-by-date.

Balance Due 2™ Letter- -Form C253

The letter is used by Site Managers if a resident has not responded to the Balance
Due 1% Letter and gives residents a pay-by-date.

Final Warning of Outstanding Balance — Form C254

Notifies resident of our final attempt to collect a past due balance and gives the resi-
dent 3 days to make payment prior to reporting the balance to SERC and issuance
of a letter of non-compliance. Should be used after the first two Balance Due Let-
ters.

Lease Buyout Notification — Form C407

Notifies residents that their planned move-out date occurs prior to the conclusion of
their lease and that an Early Lease Termination Fee and any other applicable charg-
es have been changed to their account.
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When Posting a notice, place it in an envelope, seal the 1
envelope, write the apartment number on the front and Resident Management
post the envelope at eye level using painter’s tape.

Notice of Tampering with Alarm/Detector — Form M041 (OR & WA)

Notifies residents that during an inspection of their apartment that their smoke alarm/
carbon monoxide detector had been removed or tampered with incurring a $250 fine.

Serving Notices from the Site Office
There are three methods to serve notices to your residents:

1. The Best Method—To personally serve a member of the household on the lease
who is at least 18 years of age

2. The Recommended Method if unable to Personally Serve—To Post and Mail
(adding 3 days)

3. The Other Method (not Recommended)—To Mail only (adding 3 days)

It's highly recommended that all notices be posted and mailed if personal delivery is not pos-
sible. Posting and mailing helps mitigate the risk that a resident may not retrieve mail on a
regular basis or may enter an apartment through a secondary entrance such as a garage,
patio or rear door. When Posting a notice, place it in an envelope, seal the envelope, write
the apartment number on the front and post the envelope at eye level using painter’s tape on
all four corners of the envelope. When mailing the notice, mail it via regular US Mail. It is not
necessary to mail via Certified Mail.

Nofe: In Idaho, an attempt must be made to serve residents personally. If a resident cannot
be served a notice must be posted to the entry and mailed.

Address notices to be mailed to residents using every Lease Holder’s name followed by “And
All Other Tenants in Possession”. For example:

Jon Ronson, David Wallace, Arthur Miller
And all other Tenants in Possession
1234 SE Happy Valley Road #123
Happy Valley, OR 97205

Nofe: Technically, it is possible to just post a 24-Hour Nofice to Enfer. However, this excep-
tion has risks, therefore, it is recommended that site personnel make every effort to post
these notices in a highly visible location (or locations) at the entry (all entrances) to the apart-
ment, and the box marked “Hand-delivered” is checked on the form for clarity of record keep-
ing. If Residents fail to comply with violation notices the next step is to request a Termina-
tion letter from your Supervisor and SERC staff.
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. Partial rent payments will not be accepted. That in-
Resident Management ‘ cludes payment by two personal checks.

Collecting Balances Due

Balances due can accumulate on a resident’s ledger for a number of reasons: late fees,
damages, unpaid RUB charges, etc. If a routine collection process isn’t in place, balances
can accumulate quickly, putting your property in a undesirable situation. Use the following
schedule for posting Balance Due Letters to stay on top of Balances Due.

Reminder: Partial rent payments will not be accepted. That includes payment by two person-
al checks. If residents wish to pay separately, only two certified payments (money orders or
cashiers checks) received at the same time will be accepted.

Posting Schedule for Balance Due and Related Notices
5th of the month:
For all balances owing - Notification of Balance Due (M042)

e List balances due
e Due date: 7th of the month

8th of the month:

If rent has not been paid - Notice to Pay or Quit (depending on state)

o See section on Nonpayment and 3-Day Notices, and 14-Day Notices specific to your state
If rent has been paid, but a balance remains on the account - 2nd Balance Due Letter (C253)

o List the total amount due to the property

e Due Date: 15th of the month
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Always mail early. For Example: A 60 Day Reminder .
Notice should be mailed within 65 days. Resident Management

16th of the month:
Report expired Notices to Pay or Quit to SERC.

If rent is satisfied, but a balance remains on the account, either:
a) Issue Final Warning of Outstanding Balance (C254)
o List total amount due to the property
¢ Include date of earliest unpaid balance
e Due Date: 22nd of the month

a) If 90-day past due balance exceeds 30% of resident’s base rent, send a 30/14 request to
SERC (C059)

20th of the month:
Report outstanding balances to your supervisor to see if they want to pursue a 30/14
24th of the month:

For those residents with a credit on their account - Credit Balance Letter (M043)

o List credit on the Resident’s account

« List amount due to the property on the 1st of the month taking into account rent and all
other charges.

Special Notices to Recertify

(Tax Credit and Rural Development Properties)

There are special forms in Tenant Tech to notify tax credit and rural development residents of the
annual recertification of income process.

It is critically important that all Site Managers on Tax Credit and Rural Development properties
use every notice referenced below during the recertification process. The use of these notices on
very tight time schedules will help protect your property from a compliance audit finding in the
event a resident fails to recertify in a timely manner.
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| The types of notices available for use differs de-
Resident Management pending on the State in which your property is
located.

120 Day Recertification of Annual Income Notice-Form C352

This notice is the first notice of certification which is issued 120 days prior to the effective date of
the resident’s annual recertification.

90 Day Recertification of Annual Income Notice-Form C350

This notice is the second notice of certification which is issued 90 days prior to the effective date of
the resident’s annual recertification.

Annual Recertification-60 Day Reminder Notice-Form C351

This notice is the third notice in the certification process. The notice serves as a reminder that all
residents must comply with the recertification procedure.

30 Day Notice to Recertify-Form C401

This notice informs the resident that they have failed to recertify as required by law. (This is the
“For Cause” notice.)

Nofe: Always mail early. For example: A 60 Day Reminder Notice should be mailed within 65 days.

If a resident receives a 30-Day Notice to Recertify and still fails to recertify, upon the expiration of the old
certification, the Site Manager contact Compliance and their Supevisor with a request to issue a 30/14 or
60/14, whichever is applicable. This protects the property from an audit finding, which would show that the
unit was not recertified in a timely manner.

Here’s an example timeline for serving the three recertification notices:

1. Resident moves into the property on August 5, 2023.

2. Recertification deadline is August 1, 2024.

3. Annual Recertification of Income Notice (120-day notice) must be served on or about March 25,
2024.

4. Annual Recertification of Income Notice (90-day notice) must be served on or about April 25,
2024.

5. Annual Recertification 60 Day Reminder Noftice (60-day notice) must be served on or about May
25, 2024.

6. 30 Day Notice fo Recertify must be served on or about June 25, 2024.

Central Office Generated Notices

There are specific types of notices and letters generated from the Central Office. These notices are re-
quested by the Site Manager in the event they have not received cooperation from a resident after sending
an initial notice of an infraction.

The types of notices available for use differs depending on the state your property is located in, the lease
in use, and the situation. Refer to the section for your State for specifics about which notice to request for
your particular circumstance — Oregon, California, Idaho, Washington.

The following instructions for requesting a violation letter apply to all locales.
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Mark your Calendar to help you remember to .
follow up with Notices. ‘ Resident Management

Requesting a violation letter from Central Office

If you have a situation when there has not been cooperation from a resident to cure a breach of
the Rental Agreement, follow these steps to request one of the above-mentioned violation letters:

Step #1

e The Request for Termination (Continuing Non-Compliance) can be found in on Tenant
Tech (Form C059). The form can be printed blank and information can be hand printed
into all the fields (print legibly), or you can type into the fields.

e The information entered into the form should be brief and to the point. The key is to pro-
vide all specific information pertaining to the situation, and to exclude unnecessary or ex-
traneous information. If you’re uncertain if some information is pertinent, contact your Su-
pervisor for advice.

e Email the Request for Termination (Continuing Non-Compliance) to your Supervisor.

Step #2

e When the Central Office receives the Request for Termination (Continuing Non-
Compliance), your Supervisor will review the form and the appropriate letter or notice.

e All letters will be prepared by the Central Office.

e The Central Office will send a copy of the letter and a Proof of Service form to the Site
Manager via fax or email. Upon receipt, the Site Manager will make two copies of the let-
ter — there will be three copies total.

e One copy of the letter is placed in an envelope. Personal service (handed to a resident
listed on the Rental Agreement) must be attempted. If personal service is not possible,
the notice is placed in a sealed envelope, posted at eye-level, and taped at all four cor-
ners on the main entrance of the apartment. The Site Manager will mail another copy. The
last

copy will be placed in the resident’s file at the site. The Central Office will mail the
“original” copy to the resident.

e The Site Manager will complete the Proof of Service form and will fax or email the form to
the Central Office. The Proof of Service form is placed in the resident file for documenta-
tion.

Nofte: It's always important to follow up on violation notices whether they are Site Office generat-
ed or Central Office generated. If the resident corrects the violation (“cures” the notice) you need
to notify them in writing that the cause for the termination has been resolved, and the termination
notice is withdrawn.
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| If a resident fails to comply by the conclusion of
Resident Management the 14-day period, then the Site Manager must
submit another Request for Termination
Oregon and Washington

30 Day Notice With 14 Days to Cure (also known as a 30/14)

This legal notice is sent to a resident if there is a material noncompliance with the Rental Agreement. This
letter serves as a written notice to the resident terminating the tenancy for a particular cause, such as failure
to pay accrued late or utility charges, excessive noise, failure to pay damages, misconduct, etc.

The notice specifies the acts constituting the breach and shall state that the rental agreement will terminate
upon a date not less than 30 days after delivery of the notice. If the breach is remediable by repairs, pay-
ment of damages, payment of a late fee or utility charge, change in conduct or otherwise, the notice shall al-
so state that the resident can avoid termination if the breach has been remedied at the conclusion of a 14-
day period.

If the breach is not remedied at the conclusion of the 14-day period, the rental agreement shall terminate as
provided in the notice. If the resident adequately remedies the breach before the date for remedying as speci-
fied in the notice, the rental agreement does not terminate.

Nofte: If a resident fails to comply by the conclusion of the 14-day period, then, between the 15th and
18th day, the Site Manager must submit another Request for Termination (Continuing Non-
Compliance) to the Central Office requesting an Eviction. Notify your Supervisor for final termination
letter follow-up.

The letter will state a termination date, which is 33 days from the date the notice is served. That is 30 days for
residency to terminate and adding 3 days to mail. Since the notice expires one minute after midnight, 34 days
are actually counted.

The remedy date as stated in the notice is 17 days from the date the notice is served. That is 14 days to rem-
edy and adding 3 days to mail.

However, if the same act of breach reoccurs within six months after the date specified in that notice as the
date for remedying the prior noncompliance, the Site Manager may terminate the rental agreement upon at
least 10 days written notice specifying the breach and the termination of the rental agreement. (See 10 Day
Notice)

For example: A resident received a 30/14 notice for noise in the month of September. During the month
of November, another noise complaint was received. Therefore, the Site Manager can request a 10-
Day Notice and the resident’s agreement would be terminated. The resident does not have the right to
cure the subsequent breach.

Proper documentation of the events leading to the 30/14 request is important should the issue arrive in court.
Check the following prior to submitting your request for a 30/14.

L]

o Details — are there specific dates and details of offenses, not just general “too much traffic”, “several
noise complaints”, etc. ldeally, such documentation is verifiable whether by multiple
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Remedies must be specific and realistic. ‘ Resident Management

Oregon and Washington

tenant witnesses (i.e. it's not one tenant’s word against another) or the violation is wit-
nessed by a staff member, a reliable third party (e.g. police officer or security guard), or it
is documented on video.

Remedy — are there specific, realistic remedies listed that apply to the listed offenses. A
remedy can’t just be “all traffic to unit must stop”.

Did the resident ever “cure” or “remedy” — did the residents do what was required to rem-
edy the situation by the conclusion of the 14 day period identified in the notice? (i.e., if it
was for non-payment of a security deposit, utilities, etc., did they make payment in full? If
it was because they were loud, and neighbors were complaining, did they change the be-
havior and the complaints stopped?).

If the resident never remedied the situation, documentation of the continuing problem will
likely be required. If the notice was for non-payment of money the attorney will only need
the manager’s verbal affirmation that the resident never paid. But if the notice was behav-
ior related, etc., there needs to be specific documentation including dates and times the
resident re-offended. As long as the documentation is good, and the offenses are serious
enough, the attorney can file the eviction based on the 30-Day Notice.

If the resident remedied by the conclusion of the 14 day period, but then committed the
same or similar offenses within a six month period from the original 30/14 Notice issue
date, a 10 Day Notice needs to be issued. The attorney would then file the eviction after
the expiration of the 10-day notice.

10 Day Notice (to Vacate)

A resident would receive a 10 Day Notice (to vacate) if:

A subsequent breach occurs following the a 30/14 Notice. The breach and the date of ter-
mination of the Rental Agreement must be specified.

When a resident keeps a pet on the premises in violation of the Rental Agreement capa-
ble of causing damage to persons or property, and the resident refuses to sign a Pet
Agreement or pay the required pet deposit. The landlord may deliver a written notice
specifying the violation and stating that the tenancy will terminate upon a date not less
than 10 days after the delivery of the notice unless the resident removes the pet from the
premises prior to the termination date specified in the notice.

The 10 Day Notice (to vacate) letter will state a termination date, which is 13 days from the date
the notice is served. That is 10 days for the residency to terminate and adding 3 days to mail.
Since the notice expires one minute after midnight, 14 days are actually counted.
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! A 24-Hour Notice to Vacate is generally used in
Resident Management situations which threaten life or property or for
serious incurable violations.
Oregon and Washington

24 Hour Notice to Vacate

A resident would only receive a 24-Hour Notice to vacate in very unusual circumstances; for exam-

ple:

If a resident (or guest of a resident) or a resident’s pet seriously threatens personal injury up-
on a person on the property other than the resident;

If a resident (or guest of a resident) endangers a person on the property by creating a seri-
ous risk that could cause personal injury;

If a resident (or guest of a resident) or the resident’s pet should injure a neighbor living in the
immediate vicinity of the premises;

If a resident (or guest of a resident) causes substantial damage to the premises, or the resi-
dent’s pet inflicts substantial damage to the premises on more than one occasion;

If a resident intentionally provided substantial false information on their application for tenan-
cy within the past year; the false information was with regard to a criminal conviction of the
resident that would have denied the application;

If a resident has vacated their apartment and the apartment is now in possession of a person
that does not have written permission of the landlord to resident in the apartment, and the
landlord has not knowingly accepted rent from the person in possession;

If a resident (or guest of a resident) or the resident’s pet commits an act that is considered
outrageous on the premises or in the immediate vicinity of the premises. An act that is
“outrageous in the extreme” is an act that a reasonable person in that community would con-
sider to be so offensive as to warrant termination of the tenancy within 24 hours, considering
the seriousness of the act or the risk to others. Such acts of “outrageous in the extreme”
would be: prostitution or promotion of prostitution; manufacture, delivery or possession of a
controlled substance; intimidation; burglary.

If a tenant perpetrates a criminal act of physical violence related to domestic violence, sexual
assault, or stalking against a household member who is a tenant, you can terminate the per-
petrator (not the victim or other household members)
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Routinely checking your drop box first thing on |
the morning of the 5th ensures late fees are ap- Resident Management
plied consistently and according to policy.
Oregon and Washington

30-Day Notice with Cause

A 30-Day Notice with Cause to vacate, can be given to a resident during a lease term. This type of let-
ter is sent when there are numerous infractions, such as an excessive number of noise complaints,
continuing to pay rent late, continued non-payment of late fees or utility charges. This notice may not
be allowed by some lease agreements.

Nonpayment of Rent Notice

For legal purposes, each notice must be filled out correctly. Incorrect information can lead to the court
ruling in favor of the resident. These steps will help you to accurately complete the Nonpayment of
Rent Notice.

e List all legal and responsible occupants in the apartment.

e In your manager’s log, list the time and date that each item was mailed, posted, or hand-
delivered. (These notices generally go out on the 8th of the month)

e See the chart on the following page for the Expiration date for your State and/or program.

e List all charges separately.

e The amount of rent that you list as past due must match the amount of rent on the rental
agreement. The rent amount is not inclusive of all amounts, such as garage rent, storage. rent,
etc.

Note: Managers are encouraged to check the drop box on morning of 5th whether or not office is open
to secure all checks present as of that time. Late fees should be assessed based on the assumption
that all checks in the drop box on the morning of the fifth were received on-time. All payments re-
ceived afterward are late.

30-Day Notice of Nonpayment

For properties that are affordable (Tax Credit, HOME, HUD and/ or RD)—you are now required to
send a 30-day Notice of Nonpayment Packet.

For properties that are conventional; that have a federally backed mortgage—you are required to send
a 30-day Notice of Nonpayment Packet. Contact your Supervisor if you believe your property meets
this requirement.

For any all other households that have a Section 8 voucher)—you are now required to send a 30-day
Notice of Nonpayment Packet.

These notices are issued on the 8th of the month, rent must be paid by the 22nd. If rent is not paid by
the 22nd then the resident must then vacate 34 days from the issuance date. If the resident does not
vacate by the date listed on the notice, file the next day.
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Resident Management Count the days carefully!

Oregon and Washington

When a Nonpayment Notice should be Served:
e If the resident has failed to pay rent by the 8" calendar day of the month.
e If the resident pays rent on time but Notice of an NSF is received on or after the 8" calendar day of
the month.

Nonpayment Notice & Late Fee Schedule for Oregon & Washington

Rent D Deli
ent bue Late Fee Assessed elivery Notice Expires First Day to File
Date Date
14 days (11 Days + 3 for Mailing) after
notice is issued at 11:59pm.
(EX: A notice served on the 8™ expires at
After 11:59pm on the 4th of 11:59pm on the 22" and sent for filing
Oregon ' . rd)
th th. Late fi th on the 23
(L[ EIM st of the € m;)nt s da € f: 5 : | 8th of the ' 1st day after the notice
Notice for Month | @mountstatedon the renta month Add 1 day to length of notice for: expires

agreement, up to (but not to

Non-Payment exceed) 10% of base rent.

® For each day before expiration that
property is closed if the property does
not have a 24-hour accessible drop box.

® For each bank holiday occurring dur-
ing notice period.

After 11:59pm on the 4th of

Washington the month. Late fee is the ;
: 1
(oL LETEIN 1st of the | 5mount stated on the rental | 8th of the | 14 days + 1 for mailing or 30 days +1 for 6 days after the service

i LEVALEEE  Month | goreement, up to (but notto | Month mailing
to Pay Rent exceed) 10% of base rent.

date or 31 days after
service date.

Tax Credit A e Same as Conventional S @ e Same as State 1stday after the notice
Month month expires
1st of the |After 11:59pm on the 10th of | gt of the 1st day after the notice

Portable Sec-
tion 8 Vouch-
er holders

Add an NSF fee. If a late fee | |csue on
has not yet been added and | 1o day
NSF Check _ the NSF occurs after the late | ot the
fee deadline, add a late fee Ve A
based on the state/program

Same as State

is received




When a resident is month-to-month and has re- |
sided in the premises for one year or more a 60- Resident Management
day notice is required.

California

The Extended Notice Provision
Special Circumstances for California properties

California residential landlords are only required to serve residents with a 60-day notice to vacate
instead of a 30-day notice to vacate in the following circumstances: when the residency is month-
to-month and the resident has resided in the premises for one year or longer.

The following points will clarify:

e This does not affect residents under fixed lease terms. What does that mean? It means if
a resident is currently on a lease agreement with an actual expiration date, they are not
on a month-to-month status, therefore they can receive a 30-day notice to quit.

e This primarily applies to a landlord’s decision to terminate tenancies either for cause or
without cause.

e Another stipulation is that the resident must be in possession of the apartment for at least
one year for the extended notice provision to apply; otherwise, the landlord can serve a
30-day notice to quit.

In the event “any” resident in the household has resided there less than one year, the landlord is
allowed to give a 30-day notice. If a landlord plans to take advantage of this exception, the land-
lord should be prepared to provide proof that one or more of the residents of the apartment has
resided there for less than one year.

The resident must pay rent through the last day of the notice or they can be served with a notice
to pay rent or vacate. If the landlord accepts rent that goes beyond the 30-or 60-day notice, the
notice is presumed to have been invalidated by the landlord.

Here are some examples:

¢ Aresident moved into the property 6 months ago. Their lease just expired, and they are
on month-to-month tenancy. They can receive a 30-day notice to terminate
(remember...their residency has to be for one year or longer).

e A resident has lived at your property for 6 years. They are on a lease agreement which
expires December 2023. They can receive a 30-day notice to terminate in late November
2023 to terminate. Why? Even though they have lived there are 1 year, they are not on a
month-to-month status yet.

e Avresident has lived at your property for 6 years. They have been on a month-to-month
status for one year now. They can receive a 60-day notice to terminate.

Finally, note that all other notices are still enforceable, such as a 3-Day Notice — this would be
exempt from this rule.
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| If you’re not sure, check with your Supervisor or
Resident Management Supervisor to determine which notices are appro-
priate for your situation.

California

To recap: The law requiring a 60-day notice to quit only pertains to residents who are on a month-to-
month rental agreement and only if they have been in possession of their apartment for one year or
longer.

Oregon, Washington, California, and Idaho law provide the landlord the right to issue a 3-Day notice
on the 8th day of the month to any resident who has not paid rent by the end of the 7th day of the
month. This notice provides the resident with a 3-day period to either pay rent or vacate the premis-
es.

30-Day Non-renewal of Lease

This notice to vacate is sent to a resident whose lease will expire within the next 30-60 days. The
letter notifies the resident their current lease will expire, and they are given notice to vacate at the
end of the lease term. The resident does not have the option to renew the lease. 7his notice may not
be allowed by some lease agreements.

30-Day Notice with Cause

A 30-Day Notice with Cause to vacate, can be given to a resident during a lease term. This type of
letter is sent when there are numerous infractions, such as an excessive number of noise com-
plaints, continuing to pay rent late, continued non-payment of late fees or utility charges. 7his notice
may not be allowed by some lease agreements.

3-Day Notice to Quit (Non-Compliance—Curable)

To be used for any act that violates the lease contract.

e Breach or noncompliance with a material provision in the leas agreement
Creating a nuisance such as accumulating trash and debris on the property
Conduct that Material affects the health and safety of others

e Unlawful activity on the premises

The 3-day notice to vacate must be served personally on the tenant, on a subtenant of sufficient age
and discretion and by mailing the California eviction notice; or by serving the tenant at his or her
place of business. If none of these can be accomplished, then alternative service can be accom-
plished by affixing a copy to the apartment’s door or leaving it in a conspicuous place and mailing a

copy
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Errors on forms can result in a loss at court. .
Always double check the details. ‘ Resident Management

California

3-Day Notice for Non-Payment

For legal purposes, each notice must be filled out correctly. Incorrect information can lead to the
court ruling in favor of the resident. These steps will help you to accurately complete the 3-Day No-
tice.

List all legal and responsible occupants in the apartment.

e The Delivery Date is the day the notice is served to the resident. (Usually the 8" of the
month.)

¢ In your manager’s log, list the time and date that each item was mailed, posted, or hand-
delivered.

e The Effective Date is the day following the Delivery Date. (For example, if the delivery date is
the 8", the Effective Date will be the 9™.)

e See the chart on the following page for the Expiration date for your State and/or program.
e List all charges separately.

e The amount of rent that you list as past due must match the amount of rent on the rental
agreement. The rent amount is not inclusive of all amounts, such as garage rent, storage.
rent, etc.

Nofe: Managers are encouraged to check the drop box on morning of 5th whether or not office is
open to secure all checks present as of that time. Late fees should be assessed based on the as-
sumption that all checks in the drop box on the morning of the fifth were received on-time. All pay-
ments received afterward are late.

When a 3-Day Notice for Non-Payment should be Served:

e If the resident has failed to pay rent by the 8" calendar day of the month.

e If the resident pays rent on time but Notice of an NSF is received on or after the 8" calendar
day of the month. Just remember that the Effective Date is the day after the 3-Day notice De-
livery Date. For example, if the Delivery Date is the 9™ of the month, the Effective Date will be
the 10™ of the month.

Nofe: In California, 3-Day notices may be filed as early as the 2nd day of the month and expire as
early as the 5th at 11:59pm. As a courtesy to residents, Cambridge chooses to wait until the 8th of
the month to file notice.
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Late Fee schedules are different for different pro-
grams. Check dates and amounts on the chart
below.

Resident Management

California

3-Day Notice and Late Fee Schedule for California

California
Conventional
3-Day Notice

for Non-

Payment

RD

HUD

Delive ective D3
Due D e Fee Assessed otice Expire
Date Date o File
4 days after notice is issued at
11:59pm. Add 1 day to length
of notice for every day before
After 11:59pm on the 4th expiration that property is
. . 1st day
of the month. Late fee is 8th of | 9th of |closed if the property does not
1st of the . after the
the amount stated on the the the |have a 24-hour accessible drop .
Month notice
rental agreement, up to month | month |box. Add 1 day to the length of expires
(but not to exceed) S50 the notice for holidays; days P
banks are closed; the date a
notice is posted/served; Satur-
days; Sundays
1
After 11:59pm on the 10th | 8thof | 9th of ——
1st of the . after the
of the month. Late fee is the the Same as State .
month notice
$10 month | month i
expires
After 11:59pm on the 4th
. 1st day
of the month. Late fee is 8th of | 9th of
1st of the . after the
S5, plus $1 for each addi- the the Same as State .
Month . notice
tional day late up to 30 month [ month .
expires
days
Add an NSF fee. If a late fee| Issue on
has not yet been added the day | 1st day 1st day
and the NSF occurs after that the |after the Same as State after the
- the late fee deadline, add a| NSF no- | notice notice
late fee based on the state/| ticeis |delivery expires
program received
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If a resident fails to comply by the conclusion of |
the 14-day period, then the Site Manager must Resident Management
submit another Request for Termination

30 Day Notice With 14 Days to Cure (also known as a 30/14)

This legal notice is sent to a resident if there is a material noncompliance with the Rental Agree-
ment. This letter serves as a written notice to the resident terminating the tenancy for a particular
cause, such as failure to pay accrued late or utility charges, excessive noise, failure to pay dam-
ages, misconduct, etc.

The notice specifies the acts constituting the breach and shall state that the rental agreement will
terminate upon a date not less than 30 days after delivery of the notice. If the breach is remedia-
ble by repairs, payment of damages, payment of a late fee or utility charge, change in conduct or
otherwise, the notice shall also state that the resident can avoid termination if the breach has
been remedied at the conclusion of a 14-day period.

If the breach is not remedied at the conclusion of the 14-day period, the rental agreement shall
terminate as provided in the notice. If the resident adequately remedies the breach before the
date for remedying as specified in the notice, the rental agreement does not terminate.

Nofe: If a resident fails to comply by the conclusion of the 14-day period, then, between
the 15th and 18th day, the Site Manager must submit another Request for Termination
(Continuing Non-Compliance) to the Central Office requesting an Eviction.

The letter will state a termination date, which is 33 days from the date the notice is served. That is
30 days for residency to terminate and adding 3 days to mail. Since the notice expires one minute
after midnight, 34 days are actually counted.

The remedy date as stated in the notice is 17 days from the date the notice is served. That is 14
days to remedy and adding 3 days to mail.

However, if the same act of breach reoccurs within six months after the date specified in that no-
tice as the date for remedying the prior noncompliance, the Site Manager may terminate the rent-
al agreement upon at least 10 days written notice specifying the breach and the termination of the
rental agreement. (See 10 Day Notice)

For example: A resident received a 30/14 notice for noise in the month of September. Dur-
ing the month of November, another noise complaint was received. Therefore, the Site
Manager can request a 10-Day Notice and the resident’s agreement would be terminated.
The resident does not have the right to cure the subsequent breach.

Proper documentation of the events leading to the 30/14 request is important should the issue
arrive in court. Check the following prior to submitting your request for a 30/14.

« Details — are there specific dates and details of offenses, not just general “too much traffic”,
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Resident Management ‘ Remedies must be specific and realistic.

“several noise complaints”, etc. Ideally, such documentation is verifiable whether by multi-
ple tenant witnesses (i.e. it's not one tenant’s word against another) or the violation is wit-
nessed by a staff member, a reliable third party (e.g. police officer or security guard), or it
is documented on video.

¢ Remedy — are there specific, realistic remedies listed that apply to the listed offenses. A
remedy can’t just be “all traffic to unit must stop”.

¢ Did the resident ever “cure” or “remedy” — did the residents do what was required to rem-
edy the situation by the conclusion of the 14 day period identified in the notice? (i.e., if it
was for non-payment of a security deposit, utilities, etc., did they make payment in full? If
it was because they were loud, and neighbors were complaining, did they change the be-
havior and the complaints stopped?).

o If the resident never remedied the situation, documentation of the continuing problem will
likely be required. If the notice was for non-payment of money the attorney will only need
the manager’s verbal affirmation that the resident never paid. But if the notice was behav-
ior related, etc., there needs to be specific documentation including dates and times the
resident re-offended. As long as the documentation is good, and the offenses are serious
enough, the attorney can file the eviction based on the 30-Day Notice.

o If the resident remedied by the conclusion of the 14 day period, but then committed the
same or similar offenses within a six month period from the original 30/14 Notice issue
date, a 10 Day Notice needs to be issued. The attorney would then file the eviction after
the expiration of the 10-day notice.

10 Day Notice (to Vacate)

A resident would receive a 10 Day Notice (to vacate) if:

e A subsequent breach occurs following the a 30/14 Notice. The breach and the date of ter-
mination of the Rental Agreement must be specified .

e When a resident keeps a pet on the premises in violation of the Renfal Agreement capa-
ble of causing damage to persons or property, and the resident refuses to sign a Pet
Agreement or pay the required pet deposit. The landlord may deliver a written notice
specifying the violation and stating that the tenancy will terminate upon a date not less
than 10 days after the delivery of the notice unless the resident removes the pet from the
premises prior to the termination date specified in the notice.

The 10 Day Notice (to vacate) letter will state a termination date, which is 13 days from the date
the notice is served. That is 10 days for the residency to terminate and adding 3 days to mail.
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For residents in Idaho on a MTM lease, the notice |
must be served prior to the beginning of the Resident Management
month and terminate at the end of the month.

Since the notice expires one minute after midnight, 14 days are actually counted.

3-Day Notice to Quit (Non-Compliance)

A 3-Day Notice to Vacate is used only in very specific situations.

e Breach or noncompliance with a material provision in the least agreement
e Creating a nuisance such as accumulating trash and debris on the property
e Conduct that Material affects the health and safety of others

e Unlawful activity on the premises

The 3-day notice to vacate must be served personally on the tenant, on a subtenant of sufficient

age and discretion and by mailing the Idaho eviction notice; or by serving the tenant at his or her
place of business. If none of these can be accomplished, then alternative service can be accom-

plished by affixing a copy to the apartment’s door or leaving it in a conspicuous place and mailing
a copy

«P 133



! Routinely checking your drop box first thing on
Resident Management the morning of the 5th ensures late fees are ap-
plied consistently and according to policy.

3-Day Notice to Pay Rent or Vacate

For legal purposes, each notice must be filled out correctly. Incorrect information can lead to the
court ruling in favor of the resident. These steps will help you to accurately complete the 3-Day
Notice.

e List all legal and responsible occupants in the apartment.

e The Delivery Date is the day the notice is served to the resident. (Usually the 8" of the
month.)

e In your manager’s log, list the time and date that each item was mailed, posted, or hand-
delivered.

e See the chart on the following page for the Expiration date for your State and/or program.
o List all charges separately.

e The amount of rent that you list as past due must match the amount of rent on the rental
agreement. The rent amount is not inclusive of all amounts, such as garage rent, storage.
rent, etc.

Nofe: Managers are encouraged to check the drop box on morning of 5th whether or not office is
open to secure all checks present as of that time. Late fees should be assessed based on the as-
sumption that all checks in the drop box on the morning of the fifth were received on-time. All pay-
ments received afterward are late.

When a 3-Day Notice should be Served:

e If the resident has failed to pay rent by the 8" calendar day of the month.

e If the resident pays rent on time but Notice of an NSF is received on or after the 8" calen-
dar day of the month.
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Late Fee schedules are different for different pro-

grams. Check dates and amounts on the chart ‘ Resident Management
below.

3-Day Notice and Late Fee Schedule for Idaho

Delivery
Date

Rent Due Date Late Fee Assessed Notice Expires First Day to File

4 days after delivery at
12:01am. Add 1 day to the

After 11:59pm on the 4th length of the notice for every

Idahg Con- of the month. Late fee is
ventional 8th of

day before expiration that the

5 ey Mot 1st of the [the amount stated on the the office is closed if the property |4 days after 3-Day
for Non- Month rental agreement, up to month |does not have a 24-hour acces- | notice delivery
Payment (but not to exceed) 10% of sible drop box. Add 1 day to

base rent.

length of the notice for each
bank holiday occurring during
the notice period.

1st of the il o See Notice of Non-
Tax Credit Same as Conventional the Same as State -
Month P payment

After 11:59pm on the 10th | 8th of

15;13:‘::{? of the month. Late fee is the Same as State s %W
$10 month payment

Add an NSF fee. If a late fee| Issue on

has not yet been added the day 4 days after 3-Day
and the NSF occurs after that the Notice Delivery/

NSF Check - the late fee deadline, add a| NSF no- Same as State See 30 Day Notice
late fee based on the state/| tice is of Nonpayment
program received
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Resident Management

Proofing Your Notice

Proofread! Incorrect information on a nonpay-

favor of the resident.

An improperly completed 10-Day Notice, 30-Day Notice or 3-Day Notice to Pay Rent or Vacate
could lead to complications in court. Use the Resident File to double check all information.

When notifying your property’s lawyer with a request to file an eviction, they will check for the fol-

lowing:

Dates—Make sure the dates are accu-
rate. A Nonpayment of Rent Notice
shouldn’t be sent to a resident prior to
the 8" day of the month in which rent
is due. These notices should be sent
on the 8th of the month.

Names—All adults listed on the Rental
Agreement must also be listed on the
notice, and the spelling must match.
The exception is if one or more of the
adults has moved out and the Site
Manager notifies the property’s lawyer
that one or more of the residents has
been released from the Rental Agree-
ment by providing a copy of the
Roommate Separation form docu-
menting the release.

OREGON
10-DAY NOTICE OF TERMINATION
MULTIFAMILY NW  EOR NONPAYMENT OF RENT

CAMBRIDGE

DATE 11/08/2023 PROPERTY NAME / NUMBER Red Tail Canyon Apartments 814

RESIDENT NAME(S)

or persons unknown claiming any right or interest in the Premises.

also all other Occupants
UNIT NUMBER STREET ADDRESS 8128 SE Aspen Summit Drive

city Portland STATE OR ZIP 97266

This is to inform you that your rent is now more than seven (7) days past due. This is your 10-Day wrlt(en notice to pay
your past due rent or your Rental Agreement will terminate as’provided by Oregon Landlord/Tenant la

Rent Amount Due §_2,000.00

. You must pay only this amount to avoid termination. However, you remain responsible for all other charges
and outstanding amounts.

[ If this box is checked, your Rental Agreement requires payment by means other than a personal check, third-party check or
multiple checks. Money order or cerfified check preferred.
Clam [Jem
[CJaw [Jem on

[ This Notice has been served personally at
Your rent payment must be paid by or your tenancy will terminate automatically without
further notice.
or

X[ If written rental agreement allows, this Notice has been served by posting on the main entrance door of the dwelling unit and mailed first class mail.

Your rent payment must be paid by 11:59 p.m. on __11/22/2023
=
or
[ This Notice has been served by first class mail and the effective date is extended by four days including the date mailed.

or your tenancy will terminate automatically without further notice.

Your rent t payment must be paid by 11:59 p.m. on or your tenancy will terminate automatically without further notice.

on
Owner/Agent: Please note additional service requirements for subsidized residents as listed in “Subsidized Residents Only” section below.
[] Section 8 Cl

Make payable to (x

Red Tail Canyon, drop box to the left side of clubhouse under overhang

WARNING NOTICE: The conduct described above is a violation of your Rental Agreement. If you cure this violation as , Owner/

Agent may choose to terminate your tenancy at the end of the fixed term if there are three or more violations within a 12-month period preceding
the end of the fixed term. Correcting the third or subsequent violations is not a defense to termination under ORS 90.427(7)

provided above,

Statement of Account (informational Purposes Only) THANK YOU FOR YOUR COOPERATION
Past Due Rent _November 2023 $ 2,000.00 owneRAGenT X
Late Charges November 2023 $ 200.00
Other Utilities due November 2023 N 150.00 ADDRESS 8149 SE Aspen Summit Drive
Other November 2023 Pet Rent $ 35.00 Portland, OR 97266
Other. & TELEPHONE 503.774.7300
Other. $
Other s EMalL redtail@cresapts.com
Total Outstanding Amount § 2,385.00 SUBSIDIZED RESIDENTS SEE DISCLOSURES

Address—The address on the Nonpayment of Rent notice must match the address on the
Rental Agreement, including the zip code, apartment numbers, etc.

Rent—The base rent on the Nonpayment of Rent Notice must match the monthly rent listed
on the Rental Agreement. Make sure to not include anything but the base rent before the
“You must pay this amount to avoid eviction” section of the Nonpayment Notice. It cannot
include charges for garage/carport rental, storage fees, late fee, utilities, etc. You will list
these out in the statement of account section. Only include the current month rent amount

in the first “Past due rent” section.

Has the notice “expired”?—Did you wait the correct number of days/hours before sending
the eviction notification to your property’s lawyer. Check the Chart on the previous page for
accurate dates for your location and program.

Proofing Your Notice
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If unable to hand deliver a nonpayment notice, |
it must be posted to the front door Resident Management
and mailed to the resident.

Delivering the Notice

Improper delivery of a Nonpayment of Rent Notice may result in the court dismissing an eviction.
Specific guidelines must be followed:

« Always attempt to hand-deliver the notice to an adult named on the notice.
« If unable to hand-deliver the notice, it mustbe posted on the front door of the apartment.

« Mark the box on the bottom of the Nonpayment of Rent Notice form indicating that the copy
that is to be posted and the copy that is to be mailed must be checked.

o Write only the apartment number on the envelope, do not write the resident’s name.

« Use painter’s tape to tape all four corners of the envelope on the front door at a height of ap-
proximately 5 feet.

« Always mail the notice to the address that is shown on the rental agreement’. It is important
that even the zip code is correct. Mote: For residents receiving assistance through a local
housing authority, a copy of the notice must also be mailed to the housing authority by the
site manager.

o Be certain that the mail is postmarked with the same date as the Delivery Date on the notice.

Mail notices by First Class mail only (not Certified or Registered).

Follow-up after a Nonpayment of Rent Notice has been posted

It is important to follow-up with residents who have received a Nonpayment of Rent Notice. If the
resident does not comply, further action must be taken.

« If Rent has not been paid in full by the expiration of the notice, a “Notice to Enter” must be
posted on the apartment door. This notice allows you to enter the apartment after a 24-hour
period to see if the resident has “skipped” (or 2 days in Washington).

« If the apartment is occupied, proceed with the eviction process.

« If the apartment is vacant and the keys have been returned within the Nonpayment of Rent
Notice period (actually 11:59PM 14 days after the notice has been posted), begin calculating
monies owed.

« If the resident has paid Rent in full, but still has other unpaid balances, the resident has ful-
filled their responsibility according to the Nonpayment of Rent Notice. Balance Due Letters
may be used to collect the remaining unpaid moneys.
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A If you are still uncertain about your calculation,
ReSldent Management contact your Supervisor or Supervisor before pro-
ceeding

Calculating Final Rent—Evictions and Skips

Many factors influence how costs are calculated for a resident who has been issued a Nonpayment
of Rent Notice. The requirements of a month-to-month resident may differ from those of a resident
with a lease contract. If you have reviewed the Nonpayment of Rent Notice guidelines and are still
uncertain about your calculation, contact your Supervisor or Supervisor before proceeding.

OREGON PROPERTIES ONLY:

For Month-to-month Tenancies

If the resident vacates without providing written notice of an intent to terminate:

« Charge resident for 30 days of rent from the day the move-out was discovered. If the apart-
ment is reoccupied prior to the end of the 30-day period, the overlapping days of occupancy
must be refunded to the prior resident.

For Fixed Term Tenancies (Leases)

If the resident vacates without providing written notice of an intent to terminate:

« Charge the resident a prorate rent only through the date the move-out was discovered. Do
not charge a 30-days of rent.

o Charge the resident the early lease termination fee as stated in the lease agreement, typical-
ly equal to one and a half times monthly rent plus reimbursement for discounts/specials.

ALL OTHER PROPERTIES (Washington, Idaho, California):

For Month-to-month Tenancies

1. Resident vacates on the 6th (before a Nonpayment of Rent Notice was posted) without providing written
notice of an intent to terminate:

e Charge resident for 30 days of rent from the day the move-out was discovered.

2. Resident vacates on the 9th, after management serves the resident with a Nonpayment of Rent Notice to
pay or quit the tenancy:

o Charge the resident only through the expiration of the Nonpayment of Rent Notice

For Fixed Term Tenancies (Leases)

1. Resident vacates on the 6th (before a Nonpayment of Rent Notice was posted):

e Charge the resident for 30 days of rent from the day the move-out was discovered.

o Charge the resident any/all fees which apply under the terms of the early termination procedure stat-
ed in the lease (i.e., one month’s rent plus all discounts/specials).

e Charge the resident 1 1/2 times the stated monthly rent under the terms of the early termination pro-
cedure.

Calculating Final Rent J 138



A FED action takes place when an evicted resi-

dent refuses to give up the premises upon expi- ‘ Resident Management
ration of a valid termination notice

2. Resident vacates on the 10th, after management serves the resident with a Nonpayment of Rent Notice to
pay or quit the tenancy:
o Charge the resident only through the expiration of the Nonpayment of Rent Notice. Do not charge a 30-
day notice.
o Charge the resident any/all fees which apply under the terms of the early termination procedure stated
in the lease (i.e., one month’s rent plus all discounts/specials).

3. Management serves the resident with a Nonpayment of Rent Notice to pay or quit tenancy. The Resident
vacates on the 13th of the month (after the Nonpayment of Rent Notice expires):
e Charge the resident for 30 days of rent from the day the move-out was discovered.
o Charge the resident any/all fees which apply under the terms of the early termination procedure stated
in the lease (i.e., one month’s rent plus all discounts/specials).

If the Nonpayment Notice Results in Eviction

A month-to-month resident that is being evicted will be issued a “final date” to vacate the premises by a judge.
The resident will be liable for rent through that date.

A resident under a lease contract that is being evicted will be issued a “final date” to vacate the premises by a
judge. The resident will be liable for rent through that date and a lease buyout fee.

Unlawful Detainer Procedures

An Unlawful Detainer action seeks to transfer legal and actual possession of the apartment from the occupant to
the landlord. An Unlawful Detainer Action takes place when a resident refuses to surrender the premises upon expi-
ration of a valid termination notice . A valid termination notice might include: A 72 Hour Notice; a 30 Day No Cause
Notice; a 10 Day Pet Notice; or other notices including but not limited to a tenant-provided Notice to Vacate.

The Unlawful Detainer Action is initiated by an authorized party filing a complaint form with the court seeking the
termination of the tenancy. Upon filing, the court clerk gives a Summons to Appear and present a defense to the pro-
cess server who in turn serves that Summons upon the resident.

If the resident is personally served with the summons, the court hearing will be held three to seven days later. If per-
sonal service is not possible, the hearing will be delayed for several additional days.

The initial Court hearing, in which the Process Server or Attorney is required to appear on behalf of the property is to
determine whether the resident contests the eviction action.

If the resident fails to appear in court to offer a defense for why they should not be evicted from the premises, ade-
fault order in favor of the landlord will likely be issued.

If the resident appears, the Site Manager and Resident --- in an informal or formal discussion likely to include the
landlord’s designated attorney, may agree to a move-out date for the resident.

If a move-out date cannot be agreed upon by all parties, a trial date will be set by the court. Atthat trial, all parties
will convey in a courtroom to discuss their various positions and allow the judge to make a determination regarding
the landlord’s request that the court legally require the tenant to vacate.

If the landlord prevails and the resident does not comply in a timely manner with the court’s order to vacate, the Site
Manager must take the next steps which involve directing a Sheriff to remove the resident and their posses-
sions. See related policy regarding “Sheriff Lockouts™.

Note: Specifics of the process may differ depending on the state in which the eviction takes place.
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| Site Managers should be prepared to change
Resident Management locks on the date the Sheriff is scheduled to su-
pervise a resident as they vacate.

Filing for Eviction

As a request to file an eviction, the Site Manager will:

1.

8.

F.E.D.

Fax or email the expired notice (i.e., Nonpayment of Rent Notice) and a copy of the current
rental agreement to the property designated attorney.

No payment of rent shall be accepted by the Site Management staff after a notice has been
forwarded to the Attorneys. Exceptions can only be made by the Property Supervisor and
must also be documented in writing.

The Site Manager emails or faxes the expired notice and a copy of the current rental agree-
ment to the Central Office to notify them that an eviction has been initiated.

The lawyers will review the notice for accuracy and email a confirmation back to the Manager
with instructions for any necessary action.

Following any necessary actions, the attorney will file court papers and provide the resident
with legal papers requiring the resident to appear before a District Court Judge for the pur-
pose of defending against the landlord’s suit to conclude tenancy.

If the resident does provide an “answer” to the eviction notice, the Site Manager may be
asked to provide a summary for the Attorney and the Judge of the events leading up to the
eviction from notes in the resident’s file and/or Manager Log.

The Site Manager may be required to meet with the resident outside of the courtroom prior to
seeing the Judge, to possibly come to an agreement on the balance owed and the move out.
If the Site Manager and resident do not meet, the Judge will make a decision on the eviction.

Upon completion of the eviction process, the property’s Attorney will provide an invoice for
professional services to the Site Manager. The invoice will include fees for serving the resi-
dent with legal papers, preparing court forms, and in some cases appearing in court for the
first appearance on behalf of the property and Cambridge Real Estate Services.

Upon receipt of the invoice from the Attorney, the Site Manager will enter the invoice into
Yardi. The amount of the invoice should also be charged directly to the resident.

Once a lock-out date has been received the unit should be marketed for re-rental.
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A formal process such as the Maintenance Log |
Book protects Cambridge from certain legal lia- Resident Management
bilities and exposure.

Maintenance Log Book

Proper documentation and accurate record-keeping are essential daily tasks in property manage-
ment. Appropriate documentation of incoming and completed maintenance requests provides Cam-
bridge with the following:

e Assurance that no request is missed or left incomplete

e Compliance with Fair Housing

e Data on the frequency, type and volume of requests

¢ An excellent tool for follow-up customer service with residents

A formal process such as this protects Cambridge from certain legal liabilities and exposure, mini-
mizes room for error and consistently tracks activity at each site.

Once you have purchased a red, spiral-bound notebook (Office Depot Item # 170886), follow these
instructions:

e Print and affix the Maintenance Log Book Instructions to the upper inside of the front cover
and they indicate how each page is to be filled out.

e Log each incoming maintenance request by filling in the information in each column. Include
common area and exterior maintenance issues as well as resident requests. Essentially any
maintenance work is logged in this spiral.

e Be sure to note the date completed and initials of the person completing the request.

e Keep the notebook in a place accessible to all staff—preferably next to the maintenance re-
quests.

e DO NOT remove any pages. This is a document that can be used for court issues, If neces-
sary. Use only pen, not pencil, to write in the notebook.

e As a thoughtful and effective means of resident retention, make sure to follow-up within three
days of completion to confirm the job was completed to the resident’s satisfaction.

Columns in the Maintenance Log Book are as follows:

. . Manager
Resident Date Maint. ) €
Date | Apt# Request . Initial
Name Complete | Initial
Follow-up

When the notebook is close to full, purchase another red spiral notebook. Send the completed note-
book to the Central Office when it is full. Cambridge will request all outstanding notebooks for each
year at year-end and sites will mail these to Cambridge for permanent filing. (This may mean that
only partially used notebooks are mailed in.)
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Resid M It’s discriminatory to refuse to consider a request
esident anagement for “reasonable accommodations/modifications”

Reasonable Accommodation Request Verification

As a basic part of Fair Housing law, it’s discriminatory to refuse to consider a request for “reasonable
accommodations/modifications” made by people with disabilities or handicaps.

A reasonable accommodation/modification is defined as:

¢ Allowing reasonable accommodations in rules, policies, practices or services if necessary for
the disabled person to use the housing. For example: a building with a “no pets” policy must
allow a visually impaired resident to keep a guide dog.

¢ Allowing reasonable modifications to dwelling units or common use areas, at resident’s/
applicant’s expense, if necessary for the disabled person to use the housing. (Where reasona-
ble, the landlord may permit changes only if applicant/resident agrees to restore the apartment
to its original condition upon vacating.)

Nofe: Properties receiving federal funds are required to pay unless the agency approves resident pay-
ment.

Important guidelines to follow when taking a reasonable accommodation request:

¢ Never ask about the nature or severity of the disability in question. You must also never ask
any of the following questions: What caused your disability? What medications do you take?
Why do you require that modification?

¢ Only consider whether or not the request is “reasonable” in terms of cost and alteration of the
property. This will be evaluated and considered by the Supervisor.

¢ Do not attempt to determine whether or not the request is necessary for the individual(s) in
question. This is up to the individual and their advisors.

Reasonable Accommodation Request Verification Form:

If a resident or applicant wishes to request a reasonable accommodation/modification, they are re-
quired to present their request in writing and can use the Reasonable Accommodation Request Veri-
fication (Form CMFHO08 on Tenant Tech). If a resident or applicant provides you with a reasonable
accommodation/modification from their verifier directly, forward to your Supervisor and do not re-
quire the resident/applicant to fill out the above referenced form. The request allows reviewers to:

e Determine that the individual(s) is qualified under law for a reasonable accommodation/
modification and,

e Verify that what is being requested is consistent with the needs associated with the individual
(s) and their disability.

All Reasonable Accommodation Requests and associated documents should be sent to your Super-
visor for review. Since Reasonable Accommodation/Modification requests can be technical in na-
ture, careful research through legal counsel and/or housing experts is required in most instances.
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Know what you can and can’t ask when receiving
a Reasonable Accommodation Request. Saying Resident Management
the wrong thing could violate Fair Housing Laws

Common reasonable accommodation/modification requests:

¢ Relocating or creating a Handicap parking space

e Installation of grab bars in the bathroom, often by the toilet or bath tub
e |Installation of a wheelchair ramp

e Permission to have a companion or assistance animal

e Changing flooring material in an apartment if the person uses a wheelchair (i.e., removing
carpet from an apartment and installing vinyl flooring throughout for easier movement)

e Installation of strobe-light smoke detectors or doorbell for a hearing-impaired individual
¢ Notification in advance of painting or fumigating due to chemical sensitivities
e Removing interior doors in an apartment for easier access when in a wheelchair

FAQs

What is a reasonable accommodation/modification?

Reasonable accommodations are requests for a change in our policies, procedures, and/or modifica-
tions to the rental unit so that the person(s) requesting may have the same equal opportunity to use
and enjoy our communities.

Who can request a reasonable accommodation?

Requests for reasonable accommodation can come from residents or applicants for housing or on
behalf of residents or applicants, i.e., an applicant may apply with an advocate. We must accept rea-
sonable accommodation requests from credible, third parties familiar enough with the individual’s
needs as well. Examples include a parent who is familiar with the fact that their adult child has a
learning disability. Or, a spouse, who understands, and can document that the resident has been di-
agnosed with a hearing impairment that they know, renders the residents unable to hear at normal
volumes.

Reasonable Accommodations can be requested when:
1) An individual qualifies as “disabled” under federal law

2) The individual needs the requested accommodation in order to have the same opportunity that a
non-disabled individual has to use and enjoy the community.

What defines someone as “disabled” under federal law?

Under Federal Law, an individual is disabled if they have a physical or mental impairment that sub-
stantially limits one or more major life activities: has a record of such impairment; or is regarded as
having such an impairment.
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1 Our company is an equal opportunity renter. We wel-
Re51dent Management come anyone who completes an application, meets
our qualification standards, and wants to live here.”

The term physical or mental impairment includes, but is not limited to, such diseases and condi-
tions as orthopedic, visual, speech and hearing impairments, cerebral palsy, autism, epilepsy,
muscular dystrophy, multiple sclerosis, cancer, heart disease, diabetes, Human Immunodeficien-
cy Virus Infection, mental retardation, emotional iliness, drug addiction and alcoholism.

This definition does not include any individual who is a drug addict and currently using illegal
drugs, or an alcoholic who poses a direct threat to property or safety because of alcohol use [24
CFR Part 8.3, and HUD handbook 4350.3, (exhibit 2-2)]

If | have a prospect that requests a reasonable accommodation because of a disa-
bility, can | ask them what kind of disability they have?

No. You must never ask someone what kind of disability they have. You must also never ask any
of the following questions: What caused your disability? What medications do you take? Why do
you require that modification?

| understand that any property built after March 13, 1991 must meet accessibility
guidelines, but if my property was built before then, do | have to make the entrance
to the office accessible?

If your property was built before March 13, 1991, it is not necessary for you to make the entrance
to your office accessible, however, if someone who is handicapped wishes to view an apartment
and cannot get into your office, they can call you to meet them at curbside.

When a prospect calls my community for information, can | ask how many adults
and children will be residing in the apartment?

No. It is illegal to ask prospective residents about their familial status. Use the following question:
“‘How many people will be residing in your apartment home?”

Can | deny or restrict the children on my property from the use of the facilities or
services?

No. It is illegal to deny or restrict the children’s use of facilities or services. For example, a rule
should not say: “Children may not skateboard on community property”. Instead, the rule should
be stated as “Skateboarding is prohibited on community property”.
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Resident Management about your community and who is responsible to pay
for modifications.

Is there an occupancy standard that | should follow?

The Fair Housing Act does not establish specific occupancy standards. However, for reasons of
public health and safety and to eliminate overcrowding HUD and state laws state that 2 persons
plus one, per bedroom is reasonable in most cases. Exceptions may apply, especially for families
with young children, therefore, consult with the Supervisor.

If a prospect or resident feels they were discriminated against, what can they do?

If someone feels they were discriminated against, they can file a suit with HUD or State or Local
Fair Housing agencies for up to one year from the date of the discrimination act or file a private
suit in Federal Court for up to two years from the date of the discriminatory act.

If | have a prospect that asks for information regarding a certain type of person who
may or may not live at my community, how should | respond?

Answer this person by saying: “Our company is an equal opportunity renter. We welcome anyone
who completes an application, meets our qualification standards, and wants to live here.”

Can a prospect who is a current user of illegal drugs claim to have a disability and
make a request for a reasonable accommodation to waive our criteria?

The handicap status of the protected classes does not protect the current use of illegal drugs.
But, if an individual was a drug user in the past and can prove they attended treatment (or are
currently attending treatment), they are considered to have a disability.

If | manage a conventional (or market rate) property and a resident wants a grab
bar installed in their bathroom, is the property required to pay for the modification?

If the person is a resident at a conventional property, they are responsible to pay for the cost of
the modification. Communities that have received/receive federal funding are obligated to pay for
requested modifications. If there is no federal funding involved, the financial responsibility is that
of the requesting household. Contact your property supervisor to understand which applies to
your community.

If a handicapped resident makes a modification to their apartment, are they re-
quired to restore the interior of the apartment to its original condition?

If the modification will interfere with the next resident’s use of the apartment, the person is re-
sponsible for making reasonable restoration to the interior of the apartment prior to moving. If
they do not restore the apartment to its original condition, you can charge them for the repairs.
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What responsibilities does each staff member have in the reasonable accommoda-
tion process?

Every staff member has the responsibility to recognize when an individual is making a request for
accommodation and know what their specific role in the process is. Generally, site staff are re-
sponsible for facilitating the interactive process by which a resident or applicant requests an ac-
commodation. This can include answering questions, providing an invitation to, but not require,
the individual to utilize our reasonable accommodation form, facilitate forwarding related docu-
mentation to the central office, and implementing approved accommodation requests. PLEASE
NOTE: If the individual requesting an accommodation wishes to use our form, you are instructed
to provide the reasonable accommodation form to the person making the request and have them
bring it to the third party supplying the information. You are not permitted to send the RA form
directly to a person’s third-party health care provider.

Management and Maintenance employees are strictly prohibited from approving or denying any
request for reasonable accommodation or modification at the site level. All requests for reasona-
ble accommodation should be forwarded to the designated fair housing officer at Cambridge Real
Estate Services and/or the property supervisor for review. All decisions/responses to reasonable
accommodation/modification requests are made from the Cambridge Real Estate Services Site
Employee Resource Center.

What should a site employee do if the individual making the request is not clearly
requesting an accommodation or if their disability is not obvious?

A request for reasonable accommodation may be requested by individuals where there is an ob-
vious connection or “nexus” between the individual’s disability and the request. Such as in the
case where someone in a wheelchair requests an access ramp to their apartment. In cases
where the disability is obvious, do not require the person making the request to obtain further
documentation that they have standing under the law as disabled.

In cases where either the disability is not obvious or the nexus between the disability and request
is not clear, employees should contact their property supervisor and/or the designated Fair Hous-
ing Officer of Cambridge Real Estate Services to request assistance.

If any staff member is approached by a resident or applicant with a request and believes the indi-
vidual could potentially be making a request for accommodation, please contact your property su-
pervisor or Fair Housing Officer for guidance and assistance.

If you have any questions about Reasonable Accommodations, please contact your property su-
pervisor.
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Abandoned Property

Sometimes, it happens—A resident vacates, usually on a skip or at the conclusion of the Nonpayment no-
tice, and they leave behind an entire apartment’s worth of furniture, closets full of clothing, groceries in the
cupboards and refrigerator, and their two cats. Here are a few important things to remember when dealing
with Abandoned Property:

o A Site Manager must always presume that the former resident has some intention of retrieving
their belongings.

o Before removal of any item(s), photographs must be taken and an itemized inventory list of all arti-
cles, including model and serial numbers, must be recorded and kept on file.

o The items must be stored, either in a secure location on the property or in the vacated apartment
until State specific guidelines regarding abandoned property have been followed and the property
can be conclusively presumed abandoned.

e The value of the items must be determined, and an attempt must be made to contact the resident
regarding the abandoned property. Value is based on resale or used prices, not on retail prices.

e Under no circumstances can a member of the property’s staff retain any of the abandoned proper-
ty.

e The cost to remove and store any items from the apartment will be charged to the former resident.

The Abandoned Property Notice

Past residents must be notified of the deadline for retrieving their property by receiving the Abandoned
Property Notice (Form M024 on Tenant Tech). It's good practice to attach a detailed list of all items to the
notice.

Delivering the Abandoned Property Notice

¢ In all States, hand deliver and mail the notice to the former resident allowing 3 days for delivery.

o If the former resident is unavailable to receive hand delivery, it is important to not post the Aban-
doned Property Notice — just mail. T

¢ Following delivery of the notice, the lock can be changed on the apartment, the belongings can be
stored, and the apartment readied for rental. If there are no additional storage facilities on the
property, the items should be stored in the apartment. Nofe: In California, possession of the rental
unit can only be conveyed one of two ways: (1) By the surrendering of the keys to the unit; or (2)
By the receipt of written confirmation from the tenant stating they are out of the premises.

e Perishable items, trash, and pets may be removed from the apartment by calling animal control.

o If the former resident responds to the Abandoned Property Notice, the Site Manager will make the
property available for removal by the former resident by appointment at reasonable times.
Note: In Oregon, the date for disposal or sale can be extended 15 additional days on request.
Nofe: In California, the time to reclaim the abandoned property is 15 days if this notice is served
personally or a Sheriff’s lockout has taken place (as the Notice to Reclaim Abandoned Property is
detailed in the Warning notice the Sheriff must serve at least 5 days prior to completing the lock
out. An additional 3 days must be provided if he notice is mailed to the tenant.
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| In Oregon, an Abandoned Property Notice must
Resident Management be completed by all households containing only
one resident.

There are two ways in which a manager can conclude that goods have been permanently aban-

doned:
1. Resident notifies the Site Manager in writing that they have abandoned the property.

The former resident can provide written notice less than 7 days before moving or any time
after moving that they no longer want the possessions. Signing the Unit Condition Report
during the move-out inspection does this as well.

2. The Abandoned Property Notice Expires.

If there is no contact from the former resident after the delivery and expiration of the Aban-
doned Property Notice, the goods may be considered abandoned.

OREGON PROPERTIES ONLY:

An Abandoned Property Notice must be completed upon move-in by all households contain-
ing one resident. The Abandoned Property Notice includes a “designated representative”
name, phone number and address. This information is also listed on the conventional proper-
ty Rental Application.

OREGON PROPERTIES ONLY:

Death of Sole Tenant —Delivering the Abandoned Property Notice

In the event of the death of a sole tenant and goods remain:

—

Mail the Abandoned Property Notice first class to the deceased resident at the premises.

Mail an additional copy of the notice or personally deliver notice to any known heir, devisee,
personal representative or designated person if know to the Landlord.

Mail an additional copy of the notice first class to the attention of:

Estate Administrator

Oregon Department of State Lands
775 Summer Street, NE

Suite 100

Salem, OR 97301-1279

Follow the standard abandoned property procedures.

If neither the heir, devisee, personal representative, nor the Department of State Lands Ad-
ministrator responds according to the abandoned property time-frame, Landlord shall allow
removal of the personal property by the designated person of the resident.

The designated person would have to contact the Landlord in that period to show reasonable
evidence.

The Landlord following these provisions is not liable to another person that has a claim or in-
terest in the personal property.
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lockout. An additional 3 days must be provided if the notice is mailed to the tenant.

« After the time period of the notice expires, and no contact has been received from the for-
mer resident, the property may be sold or disposed of as warranted if the tenant has
signed an abandoned property waiver or the estimated value is less than $1000.

Note: In California, if the property is reasonably estimated to be worth more than $700.00,
the possessions must be auctioned off. If they can be reasonably be estimated to be
worth less than $700.00, they may be disposed of.

Temporary Storage of the Abandoned Property

All abandoned property must be stored for the time periods specified by law. Each State has spe-
cific periods:

State of Oregon

e The property must be stored at the location identified in the notice for a period not less
than 5 days after personal delivery of an Abandoned Property Notice or 8 days from the
date of first-class mailing of the notice.

= The landlord may deduct from the proceeds of the sale of abandoned property, the
reasonable or actual cost of notice, storage and sale and unpaid rent. If the tenant
after due diligence cannot be found, the landlord shall deposit the remaining pro-
ceeds with the treasurer of the county in which the sale occurred. If not claimed
within three years, the deposited proceeds revert to the general fund of the county
and are available for general purposes.

State of Washington

e The property must be stored at location identified on the notice for a period not less than 7
days from the date of the first-class mailing of the notice if the tenant’s property is worth
$250 or less, or 45 days if the property is worth more than $250. Personal papers, family
pictures, and keepsakes must be stored for a period of 45 day no matter the value.

= Following the 7 or 45-day period, the landlord may sell or dispose of property. Any
excess income derived from the sale of such property under this section shall be
held by the landlord for the benefit of the tenant for a period of one year from the
date of sale, and if no claim is made or action commenced by the tenant for the re-
covery of their property prior to the expiration of that period of time, the balance
shall be the property of the landlord, including any interest paid on the income.
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State of California

e The property can be removed from the identified location not less than 15 days after per-
sonal delivery of an Abandoned Property Notice or not less than 18 days after notice is
deposited in the mail.

= If, following the required period, the value of the property has been determined to
be worth less than $700, the property may be kept, sold, or destroyed without fur-
ther notice. If the abandoned property is believed to be worth more than $700, the
property must be sold at public auction. Once sold, the landlord can deduct costs of
storage, advertising of the sale, and conducing the sale from the proceeds.

State of Idaho

Idaho has no statutory framework to deal with abandoned property. Abandonment is a factual de-
termination that must be made by evaluating the circumstances. A strong indication of abandon-
ment exists when rent has not been paid, utilities have reverted back to the landlord’s name, an
inspection of the apartment unit reveals an unlivable condition, and/or the neighbors have not
seen the tenants or heard any activity in the apartment unit for some time. To remain reasonable
in our approach to abandoned property, general Oregon guidelines should be used in cases
where abandonment has taken place.

e The property can be removed from the identified location not less than 5 days after per-
sonal delivery of an Abandoned Property Notice or 8 days from the date of first-class mail-
ing the notice.

= If the belongings have not been claimed following the required period, and the val-
ue of the sale of the belongings is expected to be minimal site staff may dispose of
the property. If sale of the property is expected to produce a reasonable value, con-
tact your supervisor for further instructions.

Grievance Procedures

To effectively identify the issues and determine appropriate resolutions, documentation of a spe-
cific grievance must be provided from the resident in writing.

e Upon notification of a grievance, the Site Manager and/or other appropriate staff must ob-
tain written (English only) and signed documentation from the resident. A copy must be
faxed or emailed to the Supervisor.

e The Site Manager must meet with the resident and try to resolve the issue.

e If the issue cannot be resolved, the Supervisor must step in and resolve it.

e Supervisors will work with all parties involved to ascertain the facts and arrive at a deci-
sion which will become binding.

e Supervisors shall also review any Fair Housing requests.
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In during the Resident Orientation.

Billing Residents for Damages

Has there ever been a situation when a resident calls in for a maintenance request for a clogged toi-
let, only to find a plastic toy clogging the drain? What about the call from the resident that their gar-
bage disposal is broken, and maintenance finds broken glass in it, or even aquarium rocks? What
about the time when the staff gets called after-hours regarding an illegally parked car, a domestic dis-
turbance or a loud party?

We highly value our employee’s time and expertise and when we find that damage or a disturbance
was caused by a resident, family member or guest, it is only fair to bill the resident for the time and
materials to make repairs or the time taken to handle other issues.

e Upon discovery of a damage or needed replacement in an apartment caused by a resident, or
discovery of time spent handling a disturbance or other issue, immediate contact must be
made with the resident. Contact can be made via telephone or correspondence. The type of
communication and the content of that communication should be documented in the Manager
Log.

e The Site Manager will send a Notification of Balance Due (Form M024 on Tenant Tech) to the
resident for the repairs, replacement and time spent by maintenance. In the case of a mainte-
nance repair and replacement, the amount charged to the resident will include time and mate-
rials. In the case of any other issue, such as a call for a disturbance, the amount charged to
the resident will be for time spent.

e The amount due for the repair, replacement, and/or emergency call is to be charged to the
resident’s account in Yardi. See page 111 in the Yardi Voyager Residential Procedures Guide
for how to make charges to your resident’s account.

Nofe: Calculating your maintenance technician’s time can be tricky. Contact your Supervisor or Prop-
erty Supervisor for instructions.

The Move-out Process

The Move-Out Process is routine for many managers, but it can be a stressful experience for some
residents. Many residents don’t understand how charges are assessed and worry that they’ll be
charged for things they aren’t responsible for. Clear communication about the Move-out Process and
how charges are assessed can ease residents’ anxiety and reduce the number of time consuming
Move-out Disputes.

The best time to start the discussion about the Move-Out process with your residents is at Move-In
during the Resident Orientation. Review the Wear and Tear provision on the first page of the Lease,
Cambridge’s carpet replacement policy, and clearly explain the use and importance of the Unit Condi-
tion Report. Describe the Move-out Process and what they can expect when they eventually deliver
their Notice to Vacate.
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| The Pre-Move-Out Inspection allows staff time to
Resident Management schedule efficient turnovers and communicate
with residents about likely move-out charges

Begin the conversation again when residents deliver their Notice to Vacate. Explain the steps of the move-
out process beginning with the Pre-Move-Out inspection, offer the opportunity for residents to remedy re-
pairable issues, describe the Final Move-out Inspection, the carpet inspection by a third-party vendor, how
carpet charges are assessed if there is damage, and the carpet replacement policy regarding urine dam-
age. While assessing the condition of the apartment during the Move-out Inspection, explain what charges
may be, so Residents aren’t surprised when they receive a bill for damages.

The goal is not to retain some, none, or all of the deposit. The goal is simply to utilize security deposits to
recover those costs which the landlord is legally entitled to receive. Never settle a security deposit differ-
ently based on the size of the security deposit.

Resident’s Notice to Vacate

A Resident’s Notice to Vacate (Form M014 on Tenant Tech) should be completed by all adult occupants
residing in the apartment. In Oregon, Idaho and California, residents are required to give a 30-day notice
to vacate. In Washington, residents are required to give a 20-day notice between the 1st and 10th of the
month.

If a written letter of notice is received from a resident (in the rent drop box, for example), the Site Staff
should complete a Resident’s Notice to Vacate. The Site Staff may have to contact the resident for any
information necessary to completely fill out the form and have the resident sign.

Always check the desired move-out date against the resident’s actual lease to determine if proper notice
has indeed been given. Don’t assume it has. If the resident’s lease is not due to expire, remember to re-
view the lease buy-out provision, and contact the resident.

Sometimes a move-out occurs as a result of the death of the sole occupant. When this occurs, it is com-
pany policy to waive the thirty day notice requirement, and to instead engage with the deceased individual’
s named “Emergency Contact” to coordinate the smooth and orderly conclusion of the tenancy including
the removal of all personal property, and the completion of a move-out settlement statement to be mailed
to the “Estate of (Deceased Resident’'s Name)”. The date the death is communicated to Cambridge
should be documented as the “Notice Date”. The actual date of Move-Out should the date the final per-
sonal possessions are removed from the dwelling and possession is transferred back to Property Manage-
ment. Generally, management reserves the right to charge the daily rent between the date of death and
the date possession is returned to management. Again, generally, lease buy-out fees or early termination
fees are waived in the event of the death of the only adult occupant residing in the apartment.

The Pre-Move-Out Inspection

v Allows Staff Advance Time To Schedule Turnovers Efficiently
v Allows management to communicate with residents about likely move-out charges

Once a Notice to Vacate is received:

e Schedule a Pre-Move-Out Inspection At Least Two Weeks Before Move-Out
e Use the Apartment Turnover Checklist (Form C038 in Tenant Tech) for documentation
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Move-out charges will differ based on whether |
residents have lived in their apartments for great- Resident Management
er than or less than 18 months.

o Determine Likely Replacement and/or Repair needs
¢ Note unusual wear and tear.

e Use the Itemized Statement Following Initial Pre-Vacating Inspection (Form C396 in Tenant Tech)
to calculate projected move-out charges.

o Discuss the Itemized Statement with the resident; Encourage them to remedy conditions to avoid
charges

¢ Remind the resident that a Pre-Move-Out Inspection is Just A First Step; All Final Decisions Re-
garding Costs are Made at Move-Out

e Schedule vendors and order materials based on the pre-move-out inspection.
e Schedule the final move-out inspection for the Move-Out Date

The Move-Out Inspection
On the resident’'s move-out date, if possible, inspect the apartment with the resident:

e To determine if the unit has damage beyond normal wear and tear

e The Site Manager and resident should reach an agreement as to the extent of any damage and
the cost for repairs or replacements.

e Document the condition of the apartment upon move-out using the original Unit Condition Report
the resident filled out at move-in

e Document damages and reasons for charges using a digital camera, including a half sheet of pa-
per with the Resident surname, current date, and apartment number in each photo.

e The resident and Site Manager must sign and date the bottom of the Unit Condition Report
e A copy of the completed form should be given to the resident.

If the resident is not present at the time of the move-out, the inspection should be completed using the
same Unit Condition Report. In the Resident signature line, mark “resident not present”.

Maintain a digital file folder for each move-out containing all of the photographs taken during the move-out
inspection. Should the move-out charges be disputed, photographs and other documentation like third-
party carpet inspection reports, the Unit Condition Report, and carpet samples provide proof of damages.

Assessing Move-out Charges

Move out charges differ according to how long a resident has lived in their apartment. A distinc-
tion is made between residents whose tenancies are less than and greater than 18 months. The
condition of the apartment combined with the length of tenancy will determine what charges the
vacating resident is responsible for upon move out.

If a carpet inspection determines that the carpet has been damaged by urine, a section of the
damage carpet should be removed, labeled and stored in a plastic bag for a period of 6 months.

Following the assessment of move-out charges, the Move-out Condition Report, a four part car-
bon copy form (Order using the B&B Print Source Order found on Tenant Tech Form #C000)
needs to be completed prior to processing the move-out in Yardi.

See the following page for instructions on how to assess charges in detail.
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| Every apartment should be cleaned prior to the
Resident Management next occupancy. Residents should be charged
for cleaning in excess of standard ‘sanitizing’.

Painting

Less than 18 Months:

The vacating resident should be charged for all painting — even touch-ups (normal wear and tear
excluded) — as the lease agreement generally states that painting during the first 18 months of
residency is defined as ‘unusual’.

More than 18 Months:

Residents of more than 18 months are generally not responsible for routine interior painting.
Even these long-term residents may, however, still be held responsible for unusual interior paint-
ing due to damage. Unusual interior painting might include seldom painted surfaces such as ceil-
ings, cabinetry, doors and trim. It may also include the cost of a second coat to cover damages
that cannot be covered by a routine single coat.

To determine responsibility for the costs associated
with painting seldom painted surfaces, managers
must make an informed decision regarding the cir-
cumstances which result in the need to paint. If the
need is a result of resident abuse or neglect, the
vacating resident should be held accountable for
painting. For example, damages beyond normal
wear and tear such as smoke damage requiring
sealing, painted walls requiring multiple coats to
cover, or other damages to the wall requiring extra
coats to cover could be charged to the resident.

Cleaning

Any Length of Tenancy

Our standard lease agreement states that residents are responsible for all cleaning. Regardless
of the term of tenancy, vacating residents should leave their apartment reasonably clean at the
time of move-out.

Every apartment should be properly cleaned prior to the next occupant. This is a cost incurred by
management and not the resident, and is estimated at approximately 3 hours worth of clean-

ing. Residents should only be assessed for cleaning that is required to restore the unit to its prior
move in condition, in excess of the cost to sanitize.

In circumstances where an apartment has been left exceptionally dirty, managers have the dis-
cretion to use the non-standard cleaning section of the Move-Out Inspection Worksheet. In all
cases, if the Non-Standard Cleaning section is used to assess additional charges, significant,
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compelling file documentation — including photos, detailed apartment layouts, and specific writ-
ten comments, must accompany the move-out paperwork.

If adequate documentation is not received, the vacating resident cannot be billed for these addi-
tional cleaning charges.

Carpets

Some types of carpet damage are obvious—stains, tears, and soiling for example. Other types of
damage can be more difficult to diagnose—delamination, fiber wear, and urine damage. Unless
you can be certain that the carpet in the vacated unit is unaffected by any potential damage, it
may be necessary to have the carpet inspected by a third-party vendor, typically a carpet sham-
poo vendor. If any damage is found or suspected a carpet inspection must be scheduled.

A carpet inspection by a third-party vendor will determine what damage has been done to the car-
pet and make a recommendation for either repair or replacement, as well as a number of other
important factors which will determine whether charges are assessed to the resident. See Carpet
Inspection for more detailed information about the elements and requirements for carpet inspec-
tions.

Removal and Replacement

If the carpet inspection report completed by a third-party vendor indicates unrepairable damage
and recommends removal and replacement of the carpet, the carpet inspection should be for-
warded to your supervisor and info@cambridgeres.com at the central office. A Recommendation
will be returned indicating the percentage of the carpet replacement cost that should be charged
to the resident.

The Recommendation will also indicate if the resident is charged for the third-party carpet inspec-
tion.

Carpet inspection reports must indicate the percentage of life remaining in the carpet. Cambridge
policy adds a 15% buffer to the percentage to account for potential discrepancy in the evaluation
of wear and tear. For example, if a carpet is determined to have 40% life remaining in the carpet,
the resident would be charged 45% of the cost of replacement.

Subfloor Sealing

The carpet inspection may also recommend that the subfloor be sealed in cases where urine
damage has penetrated the carpet and pad and damaged the underlayment. The Recommenda-
tion from SERC will also indicate if the subfloor sealing should be charged to the resident. Charge
the former resident $50 per room for every room where sub-floor sealing is required. If there is a
hallway in the apartment, consider the hallway one room.
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Carpets that are not replaced
Resident Management are required to be cleaned prior to the new
resident occupying the unit.

Repairable Damage

If damage to the carpet is repairable and beyond normal wear and tear, the resident should be
charged for the cost of repairs.

Less than 18 Months-No Damage Found

Carpets that are not replaced are required to be cleaned prior to the new resident occupying the
unit. The vacating resident is charged for the carpet shampoo as such an assessment is provided
for in the lease agreement. If an inspection is completed but no damage is found, the vacating
resident is not charged for the inspection.

Residency of more than 18 Months—No Damage Found

According to the lease agreement, the landlord reasonably expects to shampoo carpets following
a tenancy of 18 months or longer. Therefore, aside from damage considerations (see above),
there should be no charge for carpet cleaning (and other routine restoration charges) for tenan-
cies of 18 months or longer.

OREGON PROPERTIES ONLY:

The Landlord may deduct the cost of carpet cleaning from the deposit regardless of wheth-
er the residents clean the carpet before delivering possession and regardless of the length
of occupancy.

Window Blinds

If the blinds need a wipe down, the vacating resident should not be
charged unless their tenancy was for less than 18 months. For ten-
ancies longer than 18 months, wipe down of window blinds is con-
sidered normal wear and tear and not eligible for billing to the for- l
mer resident.

If more thorough cleaning is required — typically cleaning which
requires either the removal of the blind from the mounting brackets
or the aggressive use of cleaning chemicals and equipment— this
is considered a ‘wash’ on the Move-Out Inspection Worksheet. Re-
gardless of the term of tenancy, vacating residents should be
charged any time the condition requires an aggressive cleaning uti-
lizing unusual techniques or chemicals. Charge vacating residents

&l
of more than 18 months the difference between a wipe down and a &W“Wﬁ

wash as listed on the Move-Out Inspection Worksheet.
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Charge for keys, gate cards, pool passes, garage .
door openers, etc. that are not returned Resident Management

The Move-out Condition Worksheet

The Move-out Condition Worksheet can be ordered from B&B Print Source using the Order Form
found on Tenant Tech (Form #C000).

e Use original ink only on the white copy of the Move-Out Inspection Worksheet. If you
make a mistake start over. Original ink is an important audit control measure which allows
confirmation that painters and cleaners are not charging excess fees.

e Attach the yellow sheet to the painting contractor’s invoice and the gold (dark yellow)
sheet to the cleaning contractor’s invoice. File the pink copy in the unit maintenance file.

e Always charge the vacating resident for excessive/unusual cleaning and painting as these
are regarded as 'unusual’ wear and tear.

e Charge for keys, gate cards, pool passes, garage door openers, etc. that are not returned.

e You don’t have to wait for vendor invoices to process a move-out in Yardi. Use the
amounts listed on the Move-Out Inspection Worksheet and on Cambridge’s schedule of
standard turnover costs. If there is a considerable discrepancy between the invoice charg-
es and what the former resident was charged, generate a revised move-out statement
and forward it to the Central Office for follow-up processing.

Processing the Move-out Statement

Deadlines

Law requires security deposits to be refunded, and/or notification of itemized damages, to resi-
dents within certain time limits defined by each State. Failure to notify residents of itemized dam-
ages or refunding of the deposit within the specified time frame can lead to double that amount
being refunded to the resident.

To ensure all State requirements are met, it is important to complete the Move-out Statement—

« within 10 calendar days of a move-out in Oregon, California and Idaho
« within 5 calendar days of a move-out in Washington.
These deadlines are consistent with Cambridge’s requirement to complete a move-out settlement

within 30 days in Oregon and ldaho, within 21 days in California and within 14 days in Washing-
ton, to avoid costly financial penalties assessed to the property.

There are generally no penalties if a Revised Move-out Statement is sent to the resident after the
legal time frame expires, as long as the original Move-out Statement was sent within the legal
timeframe.

Using the completed Move-Out Inspection Worksheet (ordered using the B&B Print Source Order
Form on Tenant Tech—Form C000) complete the move-out process in Yardi—see page 84 in the
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If charges differ significantly after receiving in-

Resident Management voices from your vendors, a Revised Move-out
Statement can be completed.

Yardi Voyager Residential Procedures Guide to generate a Move-out Statement. For instructions
on determining charges, see the Assessing Move-Out Charges section of the Operations Manual.

Meeting the Deadline
The Move-Out Inspection Worksheet will help you determine charges for Painting, Cleaning,
Maintenance, and Blinds prior to receiving invoices for the work completed.

1. Identify the work necessary to be completed in the apartment (this should be clearly indi-
cated in the Unit Condition Report completed during the Move-out Inspection)

2. Circle the corresponding numbers according to needs in each room.
Total the charges in the “Total Charges” column

4. Refer to the Assessing Move-out Charges section complete the “Resident Share” section
based on their length of tenancy

Example Move-Out Inspection Worksheet:
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If you’re having difficulty meeting Move-Out
Statement deadlines, contact your Supervisor for

‘ Resident Management
guidance and assistance.

For other damages, Managers should use recent invoices for work done in identical floor-
plans to maintain a list of costs for:

Carpet shampooing

Carpet inspection

Sub-floor Sealing

Extermination

Key Replacement

Goods Removal

FED Costs

Carpet replacement

Vinyl Replacement

all other repair and replacement costs per unit type.

Tips for maintaining an accurate list:

Maintain lists by floorplan. Costs can vary significantly from one floorplan to another.
Costs change over time, so be sure to update costs as they change.

If there is a significant difference between your expected cost and an invoice you re-
ceive from a vendor, review the invoice thoroughly and consider contacting the ven-
dor to discuss the reasons for the difference.

Costs for replacement of Maintenance related repairs can be found on HD Supply.
Discuss the needed replacement items with your Maintenance Personnel to ensure
an accurate assessment of the cost of repairs.

If there aren’t any recent invoices for identical floorplans, your vendor should be able
to provide an accurate estimate for the scheduled work. If the work is abnormal, or
extensive, consider scheduling an appointment with the vendor who will be doing the
work to give you an accurate estimate.

Completing a Pre-Move-Out inspection at least two weeks prior to the resident’s scheduled
move-out date allows time for assessing this type of work, scheduling any necessary inspec-
tions for estimates, and obtaining those estimates prior to the deadline for delivering the
Move-out Statement.

If you’re having difficulty meeting deadlines for completion of the Move-Out Statement, con-
tact your Supervisor for further guidance.
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! If the Move-Out Statement is returned as non-
ReSIdent Management deliverable, attempt to obtain the correct address. If
you’re unable to, forward the envelope to SERC.

Mailing the Move-out Statement

Once the move-out process and the Move-out Statement have been com-
pleted, the next step is to forward the completed paperwork to SERC and to
create a site file.

Use the following instructions, also printed on the front of The Move-Out En-
velope (ordered using the B&B Print Source Order Form on Tenant Tech—
Form C000), to mail the completed move-out packet and Move-out Statement.

A. If a refund is not due to the outgoing resident(s), the Site will mail the Resident copy of the
Move-out Statement directly to the resident in a windowed envelope (Office Depot Item#
679428). Fold the Move-Out Statement so the address appears in the window, or you can use
a plain white envelope and use a mailing label. (Note on the Move-Out Envelope the date the
Move-Out Statement was mailed and initial.)

For California Properties only:

When a “No Refund Move-Out Statement” is mailed to the outgoing resident, it is
important to include copies of all invoices for charges exceeding $125. The Site
Manager will initial to verify. If the invoices are not available at the time the Move-
Out Statement is processed, the Site Manager will forward to the resident upon re-
ceipt.

B. If a refund /s due to the outgoing resident(s), do nof mail the Resident copy of the Move-Out
Statement to the resident. All copies of the Move-Out Statement are placed in the Move-Out
Envelope and the Central Office will mail the Move-Out Statement along with the refund check
(and invoice copies for California move-outs) directly to the resident. Include invoices for
charges exceeding $125, just as you would when a refund is not due.

Each Move-Out Statement that is processed is placed in a Move-Out Envelope. (One Resident
Household per envelope.)

On the Move-Out Envelope, complete the name of all occupants, the move-out date, the Site
Name and the Apartment #. It is important to write the name(s) legibly.

Check off all paperwork included in the Move-Out Envelope under the area titled: Paperwork
Should be Submitted in the Order Listed Below. A Comment area is also included on the enve-
lope to provide additional information.

Nofe: It is important that you do not seal the envelope. Fold the flap in.

Multiple Move-Out Envelopes can be placed and mailed in a larger envelope (approximately 10”
x13”, Office Depot Item# 331064).
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If the Move-Out Statement is returned as non- |
deliverable, attempt to obtain the correct address. If Resident Management
you’re unable to, forward the envelope to SERC.

Mailing a Revised Move-out Statement

When an Revised Move-Out Statement is processed, and the resident still has a balance owing,
the Site Manager will mail the Resident a copy of the Move-Out Statement directly to the resident.
A copy of the Move-out Statement should also be emailed or faxed to your property accountant to
alert them to the revision. File a copy of the Revised Move-out Statement in the resident’s move-
out file.

If after revising the Move-Out Statement the resident will receive a refund, do not mail the Resi-
dent a copy of the Move-Out Statement. Email or fax a copy of the Move-out Statement to your
property’s accountant and let them know that the resident is owed a refund. File a copy of the Re-
vised Move-out Statement in the resident’s move-out file.

Non-Deliverable Move-out Statement

If a Move-Out Statement is returned to the site
office as non-deliverable, you should attempt to
find out the correct address. If you obtain the cor-
rect address, resend the Move-Out Statement to
the resident. If you are unable to obtain a correct
address, state on the front of the envelope that
you were not able to obtain a new address and
then forward the envelope to the Central Office
with your weekly mail.

In the site move-out file, document the date the
Move-Out Statement was returned non-
deliverable, that you attempted to obtain an ac-
curate address, the date you mailed the Move-Out Statement to the correct address (if applica-
ble) and note the date you mailed the returned envelope to Central Office. (You can make a copy
of the returned envelope and document the information on the copy.)
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1 Check the Early Lease Termination Fee clause in your
Resident Management lease to see if it includes charging for repayment of
rent specials, rent discounts, and move-in incentives.

Charging an Early Lease Termination Fee

The details of the Early Lease Termination Fee are located in the “Charge Information” section of
the Rental Agreement on the first page above prorate accounting. The Early Lease Termination
Fee should be reviewed with the resident at move-in during the Resident Orientation, and again
at the time Notice to Vacate is received, if move-out date occurs during the lease period.

If the resident gives the legally required notice for your state, charge the amount indicated in the
Early Least Termination clause on the lease at the time Notice is given.

See the example below.
Early Lease Termination Fee Example including repayment of specials, discounts and incentives:

e Resident occupies their apartment on February 14th and agrees to a six-month lease.
o Market Rentis $1200.
e The lease term expires on August 31st.
« If the resident gives notice to vacate on May 1st, they will vacate on May 31st with no fur-
ther rent obligations. The cost of their lease buy-out is:
Early Termination Fee $1800
Total Lease Buy Out $1800

Move-Out Disputes

If the former resident disagrees with the charges listed on the Move-Out Statement, they are re-
quired to respond in writing to the Site Office.

After the site manager receives the dispute letter, they need to gather the necessary documenta-
tion (i.e. copies of receipts, photos or file notes), prepare a draft response to the former resident,
and forward all information to their Property Supervisor for review.

After the documents are reviewed, the site manager and property supervisor will coordinate the
mailing of the final, approved response to the former resident.
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Knowing the financial health of your property is
key to knowing the right time to adjust

turnover practices.

Mlanagement

Managing Property

Property Management is, in part, about maintaining and creating value in the asset you man-
age—your property. Value is tied to a number of aspects of your property, like rental rates and
occupancy, but it’s also tied to the condition of the physical property. Creating value at your prop-
erty requires:

e Developing and maintaining a rigorous and routine maintenance program
e Adherence to the biannual Preventative Maintenance Inspection Program
e An awareness of the condition of your buildings and units inside and out

Vendors can be a great resource for understating the overall condition of your property. Talk to
your landscaper, the roof technician or plumber about the causes of the issues they’re there to fix.
Ask them if there are measures that can be taken to prevent similar issues in the future. Utilize
their expertise to understand the condition of elements at your property. What they tell you should
be taken with a grain of salt—they may be motivated by a desire to sell you their services. If you
suspect that’s the case, second and third opinions can always be sourced. If you expect that a
major repair will be required in the future, contact your Property Supervisor so planning and budg-
eting can begin.

The Budget

Marketing effectively, filling vacancies, maintaining competitive rents, and collecting balances
owed are all important aspects of meeting budgetary expectations. They are also all related to
maximizing income. It's a full steam ahead—the more energy and effort you put into it, the better
outcome you're likely to have.

When it comes to maintaining a healthy, safe, and well-tended property the emphasis shifts from
full steam ahead to a balancing act between cost and need. Perhaps your property would look
better with all new siding and windows. Throw in a seal coat for the parking lot and all new land-
scaping. While we'’re at it lets upgrade units too, with granite countertops, all new flooring and ap-
pliances. It all sounds great, but it's also extraordinarily expensive and your property isn’t likely to
realize the gains for years.

Decisions about maijor capital improvements like those are made by owners after months and
sometimes years of careful consideration of numerous factors.

A Property Manager’s decisions don’t come with the same kind of price tag, but they occur nearly
every day and by year end can have a major impact on the bottom line at your property. Be smart
about how you spend money.
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Visiting competitors properties can give you val- Shae oy o ‘
uable information, including new ideas for creat- Property Man‘agement
ing value in your apartments. = )

Carpet and Vinyl Replacement Process

The pre-move-out inspection:

When completing a pre-move-out inspection or a final move-out inspection, Site Managers will
oftentimes conclude that the carpet is marginal, and that replacement carpet should be consid-
ered. When this occurs, Site Managers should do the following:

1. Notify the outgoing residents that the condition of the carpet is such that replacement may
be required.

2. Contact your property’s local carpet shampoo vendor and schedule an inspection, re-
questing that they issue a report describing the condition of the carpet.

3. Submit the carpet vendor’s written carpet assessment via fax or email to your Property
Supervisor for review. Do not schedule carpet installation until you receive approval.

The purpose of the third-party inspection:

The purpose of the third-party inspection is to
avoid the potential that a former resident can
claim the manager or owner replaced the carpet
simply to enhance their ability to rent the apart-
ment. We use the services of a carpet restora-
tion vendor (instead of a carpet supplier) be-
cause the restoration vendor, if anything, is pre-
disposed to restoring the carpet and knows full
well that they won’t make any money if they pro-
nounce the carpet ‘beyond restoration’.

The carpet inspection fee:

Cambridge allows a fee for a carpet inspection. The cost of the inspection will be billed to the for-
mer resident only if damage is determined to be the responsibility of the resident, and is beyond
normal wear and tear. If it’s concluded the damage was related to normal wear and tear, we will
consider the inspection charge an operating cost for the property.

Nofte: It's a good practice to have a third-party inspection of a carpet when any pet has resided in
the apartment. Even if no evidence of urine damage is found, the inspection report documents
the condition of the carpet prior to the next resident’s occupancy, providing proof that the carpet
was urine free at the time of their move-in.
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ten report from a carpet restoration vendor and
written authorization from Cambridge.

Prop'é;r‘ty Man

: ‘ Do not replace carpets without both a prior writ-

The Carpet Inspection Report

Carpet Inspections must include the following information. Be sure to communicate this to your car-
pet vendor, especially if they are not familiar with Cambridge requirements. Provide floor plans for
your Carpet Inspection Vendor to get the most accurate documentation of damages. This can be
invaluable in court if the carpet charges are disputed. If you don’t have floor plans handy, you can
always find downloadable PDF versions on your property’s website.

v A diagram of the apartment interior with notations regarding the location of stains, tears,
burns, urine and any other defects.

v" An estimate of the approximate percentage of wear.

v" A description of the type of carpet in the apartment (i.e., material, color, areas carpeted,
etc.).

v A specific estimate for restoration of existing carpet or a recommendation to replace with
new.

Receiving the approval to replace:

Typically, within one business day of sending the carpet inspection report to

info@cambridgeres.com and your Property Supervisor, you can expect to receive back authoriza-
tion for:

e Carpet Replacement — Yes or No

e The percentage of the replacement cost to be charged to the resident

e Whether to charge the resident the cost of the inspection

e Whether or not to seal the subfloors and charge the resident the cost of subfloor sealing.

If the carpet is replaced, remove a small sample (2 ft. x 2 ft.) of the damaged area of the carpet, la-
bel with the resident’s name, apartment number, and the move-out date and seal in a plastic bag for
a period of no less than six months following the date of the Move-out Statement. If there should be
a dispute regarding the charges associated with the carpet replacement, the sample would be used
as proof of damage in court.

What do you do with the documentation of the inspection?

File a copy of the Carpet Inspection, Carpet Inspection Invoice, Replacement Approval and the Car-
pet Replacement Invoice in the Move-out file for the resident, and the unit’s Maintenance file.

If there should be a dispute regarding the charges associated with the carpet replacement, docu-
mentation of the condition and cost of replacement would be used as evidence for the charges as-
sessed to the resident.

Nofe: Do not replace carpets, regardless of the circumstances, without both a prior written report
from a carpet restoration vendor and written authorization from Cambridge. This policy should be
followed without exception.
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It’s a good practice to have a third-party

inspection of a carpet when any pet has ‘ PI‘Op’éjrAty, | anagement

resided in the apartment.

Vinyl Replacement

When completing a pre-move-out inspection or a final move-out inspection, Site Managers will
oftentimes conclude that a vinyl floor is marginal, and that replacement vinyl should be consid-
ered.

Evaluating Damage
The following are the most common types of damage found in a vinyl floor:
e scratches
e indentations
o tears
e discolored areas
e burn marks

Some damage to vinyl can be repaired. Consider contacting your flooring installer or a flooring
repair vendor and having them inspect the floor and give you their recommendation. Your mainte-
nance technician can also provide a second opinion if you’re unsure whether damage requires
replacement.

Charging the Outgoing Resident

There are a few factors that determine if a resident is responsible for replacement.

e Was the damage present at move-in — consult the unit condition report and any other doc-
umentation of the condition of the apartment at move-in (like photos taken prior to move-
in or after the move-out of the previous resident).

e How old is vinyl being replaced? — The invoice for the vinyl installation can likely be found
either in the maintenance file for the unit, or by searching in Yardi for the invoice. If you
can't find it, consider contacting your property’s accountant.

The Resident should be charged a percentage of the cost of replacement if the vinyl was dam-
aged during the resident’s occupancy andthe damage is not due to normal wear and tear.

The Resident should not be charged if the damage existed prior to the resident moving in and/or
the vinyl is being replaced due to condition related to age.

File a copy of the invoice for the vinyl replacement in the resident’s Move-out File, and in the
unit’s Maintenance File.
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Competitive bidding is a good way of making cer-
tain your property is getting maximum value in
each spending situation.

Capital Improvement Projects

A Capital Improvement is a permanent structural change or the restoration of some aspect of a
property that will either enhance the property's overall value, increase its useful life or adapt it to
new uses. Capital Improvements are investments in your property’s future. They should have a
positive impact on your property’s performance by helping to stabilize occupancy, increase rental
rates, and have a positive impact on your property’s position in the rental market.

Capital Improvements generally require time to plan, budget and implement, and not every idea is
going to be a viable fit for your property. As a Site Manager, you are uniquely acquainted with the
condition and needs of your community. If you believe your property is ready for a capital im-
provement, contact your Supervisor to discuss the idea.

Do you know what kind of improvements your competitors are making?

Taking a few extra minutes to drive by or through your competition’s properties will give you a
good idea of the exterior improvements underway, but it's also important to know what’s being
done on the inside. A great way to get information is through your prospects. Ask them where else
they’ve toured and what they liked and disliked about a competitor’s property. Better yet, visit your
competitors and “shop” the competition on a regular basis.

If you find your competitors are doing something new, let your Property Supervisor know.
Competitive Bidding for Capital Improvement Projects

Competitive bidding is a good way of making certain your property is getting maximum value in
each spending situation.

Developing a Scope of Work

The first step of the process is to establish the scope of work for the project. A scope of work de-
fines the parameters of the job at hand. For example, your property is scheduled to have asphalt
repairs, seal-coating and re-striping. You would need to know which areas need repair, how many
coats of seal-coating are required and how many parking spaces will require striping.

In order to know if we are getting good value out of what we’re bidding, we need to be able to
compare each bid “Apples to Apples”.

If you're uncertain about the scope of work, consider contacting your Supervisor or Supervisor for
help in defining the work required. SERC has spec sheets for properties to use like asphalt im-
provements, exterior paint, etc. that can help define the scope of work at your property and en-
sure you’re receiving “apples to apples”.
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Review your bids carefully. Are they complete? Is o e
all of the required work listed on the proposals? Propert Seiorias

Obtaining Competitive Bids

The next step is to select the contractors you’ll be requesting bids from. If at all possible, use con-
tractors on Cambridge’s current approved vendor list. If you are having difficulty finding the right
contractor for the job or have a project requiring vendors new to you or to Cambridge, check with
your Supervisor or your Supervisor for additional assistance.

Once you’ve selected the contractors, provide them with the scope of work for the project. Be
specific and consistent in your request to each contractor.

Generally, Site Managers are required to obtain a minimum of three bids.

It's important that each bid you receive is kept confidential and is not shared with other bidders.
Our objective is to find the best value for the scope of work provided, not identify the most effec-
tive bidder. For example:

The Manager at the Exceptional Apartments receives the first of its three bids for a
property seal coat at 15,000 from ACME Asphalt Company. A second and third con-
tractor that were both shown ACME's original bid and later submit proposals for
813,500 and $14,500. While seemingly better values than ACME, the reality is that all
three bids were far too high given the scope of work requested, should have brought in
bids closer to the $10,000 mark.

Having each contractor provide an independent bid can help with comparison of costs for each
item in the proposal and in determining which bid is the best value for the property.

Review your bids carefully. Are they complete? Is all of the required work listed on the proposals?
Is there work identified on the bid that wasn’t in your scope of work?

If one proposal shows a different scope of work, find out why. Contractors sometimes have differ-
ent solutions to the same problem. Discussing the different approach with a vendor helps you and
your Supervisor better understand their bid, and ultimately helps in making the best decision for
your property.

The Final Step

After thoroughly reviewing the proposals, submit the proposals in a single submittal to your Prop-
erty Supervisor. Include notes on any differences in the bids and any information about the pro-
ject you learned through your discussions with the bidding contractors.

Be prepared to wait 30-45 days after you submit bids for final approval to proceed. Cambridge is
often required to submit bids to the property owner for their feedback and decision. This process
can take considerable time.
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B T If you aren’t sure which items require USDA ap-
Property M nag amen proval, check page 5 of the RD budget or contact

your Supervisor or Supervisor.

Replacement Reserve Requests—
USDA Rural Development Communities

During the year, it may become necessary to replace items that are beyond their useful life at your
community. USDA Communities must request approval for use of their replacement reserves (savings
account) to pay for non-recurring replacement items. The key to successfully utilizing reserves is that
management must receive the signed and approved request from the agency priorto the item/work
being completed. As such, the timing for when site staff request reserves is critical to ensuring smooth
operations at your community.

Replacements can include but are not limited to:

Major Replacements Routine Replacements
Roofs Windows Appliances
Parking Lots  Exterior Paint Flooring
Pools Siding Cabinets

If your property needs to replace certain higher cost items and utilize replacement reserves, follow
the steps outlined below:

1. Collect information on why the replacement is needed and a quote/estimate for the cost of
replacement. Including but not limited to: page 5 of the RD Budget, Third party inspections,
photos showing condition, appliance “death certificates”

e Check Your Budget. - Page 5 of the RD Budget shows the budgeted items for the year that
are anticipated to be paid for by either the operating or reserve account.

e Cost over $5,000? - If replacement cost for a single item exceeds $5000, a second quote/
estimate is required to be included with the request for comparison. See Obtaining Competi-
tive Bids for more information.

¢ |dentify the Scope of Work. - Whenever possible, utilize one of Cambridge’s published Speci-
fication sheets. Provide to all bidding parties to help ensure the bids you receive are “apples
to apples”

2. Send this information to the SERC contact for replacement reserves. The SERC contact will
submit the formal request to the agency representative for your community.

e Cover Sheet - Utilize the Reserve Request Cover Sheet Form available through the Tenant
Tech Forms program (Form C343)

¢ Plan Ahead. - Understand exactly when you need that item completed and work back-
wards. The timeline for gathering information and submitting for use of reserves needs to be
completed and submitted such that you receive the signed approval from the agency before
the item is installed or work completed at your community.
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Communication with Residents and your Pest Control
Company is the key to successfully combating pests.

The agency’s policy is to respond to any request for reserves within 5 business days of re-
ceiving the request.

o Follow up - If after 5 business days the site has not received the agency’s response, Manag-
ers should follow up with SERC.

¢ Avoid Delays - To avoid delays for life/safety or habitability related replacement requests (i.e.
hot water heater, fridge, & A/C), site staff should keep an inventory of those items on hand
(typically one of each). This helps in cases where management does not have time to wait for
the agency’s approval of the replacement.

Once management receives the signed reserve request, the request work can proceed on
site as soon as the same day, but at no time before approval is received.

e Job Finished? - Site staff are to attach a copy of the Approved Request for Reserves to the
invoice from the vendor, and to include it with the next weekly invoice batch to SERC.

¢ Questions? - In situations where stocking emergency replacement items is not viable, consult
with your property supervisor to understand how your community should proceed.

Pest Control

Most properties will deal with a pest invasion at one time or another. They can come in several vari-
eties. Each type of pest presents a different challenge. The key to solving your pest situation is hav-
ing a first-class pest control company to help remedy the issue along with detailed communication
with your residents.

The keys to successful and cost-effective pest control:

Find a first-rate pest control company in your area. If you don’t already have one, try calling
your Supervisor, Supervisor or neighboring communities for their recommendations.

Many pest control companies will provide you with directions for preparation for treatment for
various critters, especially Bed Bugs which require the most preparation by residents to have
a successful treatment. Discuss the needed preparations thoroughly with your pest control
provider so you can describe to residents in detail what they need to do.

Communicating the need for reporting pests early and how to prevent pests is best done at
move-in during the Resident Orientation. Let residents know how important it is to let man-
agement know about a potential infestation immediately. The sooner a problem is caught the
more successful and less expensive the treatment will be, and that, depending on the situa-
tion, those extra costs could be passed on to them. Pest prevention equals good housekeep-
ing. The fewer dark corners and crumbs on the ground the fewer opportunities pests have to
feed and multiply.

Common Types of Infestations:

Fleas — Animals are normally the source for a flea infestation. Fleas can often be eliminated in

one treatment, but affected animals need to be treated at the same time to prevent fleas from
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If you’re uncertain about whether charging a resident
for treatment is appropriate, contact your Supervisor or
Supervisor for advice.

Property Management

returning. While we will happily coordinate treatment of the apartment, it's the Resident’s
responsibility to treat their animals.

Cockroaches — Cockroaches often hitch rides on used furniture and multiply quickly. Unreport-

ed roach infestations can quickly spread to neighboring apartments and can take multiple
treatments to remedy. Early reporting of cockroaches is vital.

Rodents (mice and rats) — Rodents are attracted by food, water and warmth. Good housekeep-

ing practices will help keep rodents at bay. Sealing access points to the building will help
keep them outside.

Bed bugs - Like cockroaches, bed bugs hitch rides and can easily be picked up in hotel rooms,
in suitcases, and even on your clothes. Bed bugs can be difficult to kill and can also spread
to nearby apartments. Early reporting is vital to containing the infestation and resident com-
pliance with instructions is necessary for successful treatments.

When to Charge Residents for Treatment:

Charging residents for an infestation can be a difficult decision. It's primarily based on:

e When the infestation was reported
« If adjacent units were affected

e In cases where multiple units were involved, if the source unit can be identified
o If the infestation was due to a housekeeping issue or pets

« Ifincomplete preparations by residents created the need for multiple treatments or resched-
uling of treatments.

If you’re uncertain about whether charging a resident for treatment is appropriate, contact your Su-

pervisor or Supervisor for advice.
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Take time to educate new residents on the proper
Maintenance use of systems to minimize damage or misuse
and reduce the number of maintenance requests.

Maintenance

A well-run office and superb customer service goes a long way in meeting resident expectations,
but the job isn’t complete without timely and effective maintenance. It’s likely that many residents
will interact with maintenance personnel more often than they will with office staff.

Ensuring that the maintenance program at your property runs smoothly and efficiently will help your
maintenance staff meet resident expectations, complete work orders on time, complete unit turns
on time, and conduct bi-annual Preventative Maintenance Inspections keeping your property in tip-
top shape year-round.

Communication plays an important role in the success of your maintenance program.

« Work Orders—when taking a work order, ask follow-up questions about the maintenance
issue in the resident’s apartment. The more information you can provide to your mainte-
nance tech, the more prepared they’ll be when they arrive at the resident’s door.

« Priorities—Priorities can shift quickly in cases of emergencies. Make sure everyone on your
staff is comfortable communicating, and understands the need and reasons why it's some-
times necessary to quickly transition from one job to another.

« Scheduling—Scheduling time for turns, maintenance requests and PMIs can be a compli-
cated task. Open and clear communication helps manage a difficult and sometimes stress-
ful work load.
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Explain the process for requesting a workorder
including standards for work quality and timing. Also, make sure your residents know where to find
the afterhours emergency maintenance number and what constitutes an emergency.
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Always get as many details as possible about a Maintenance
resident’s maintenance issue. .

Maintenance Requests should be completed within 24-48 hours. Emergency requests should be pri-
oritized and responded to within 4 hours, including afterhours emergency maintenance calls utilizing
the afterhours maintenance staff, vendors and property Emergency Procedures Manual. Following
control of an emergency, repair of subsequent damage will be prioritized and completed within the
standard work order time frame. Work orders requiring ordered parts should be completed promptly
upon receipt of the parts. Follow-up with the resident to inform them that the parts are on order.

Receiving a Maintenance Request

When maintenance is requested by a resident, complete a Maintenance Request. The Maintenance Re-
quest forms are ordered using the B&B Print Source Order Form on Tenant Tech (Form C000). Always
maintain an adequate supply of requests at the Site Office.

It's important to complete all of the fields on the maintenance request. Make sure to document the correct
apartment number, name of the resident, and contact phone number. If the resident is present at the time
of the completion of the request, it's necessary to obtain a signature which provides permission to enter
their apartment. If the resident calls in the request, verbal consent must be noted on the Resident Signa-
ture line.

When receiving a maintenance request from a resident, ask them about the details of their maintenance
issue. Providing detailed information can help your Maintenance Tech be better prepared when they ar-
rive at the apartment to complete the work.

The Maintenance Request is a three-part form. Once the request is completed, the member of the Site
Staff removes the pink copy for the purpose of follow-up. The white/yellow copies are presented to the
Maintenance Technician for completion.

If indicated and permission is given by the resident, the Maintenance Request also allows the mainte-
nance technician to conduct a Preventative Maintenance Inspection and repairs while in the apartment.

Maintenance Technicians can use a Maintenance Door Hanger (HD Supply Item #817888) or the Cam-
bridge supplied door hanger to advise residents that they are completing work inside their apartment.
The HD Supply door hanger can be left on the door following the completed work order allowing feed-
back on timeliness and quality of work.

When the request is completed, the Maintenance Technician is to complete the bottom portion of the
Maintenance Request. The Maintenance Technician should also note the presence of pets. The Mainte-
nance Technician leaves the yellow copy of the form for the resident. The white copy of the request is
returned to the office for filing in the Unit Maintenance File and for follow-up.

Note: Write legibly when filling out a Maintenance Request. Maintenance requests are often used to
demonstrate that the property has not been negligent in their response to maintenance issues,
sometimes long after the issue has occurred.
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Resular Maintenance Maintenance Requests should be completed
g within 48 hours, and preferably within 24 hours.

Follow-up

Following up with a resident after a Maintenance Request has been completed is an excellent
way to demonstrate commitment to customer service, the property and residents. Once complet-
ed by the Maintenance Technician, the bottom portion of the maintenance request will describe
the work done in the resident’s apartment. Use that information to discuss the quality of the repair
with the resident. Is everything still in working order? Was it completed to their satisfaction?

Turnover Maintenance

Your likely busy completing a turn on your property right now. Turns are a near constant part of
business. They are also an opportunity to add value to your property. Sometimes that added val-
ue comes in small packages, an upgraded light fixture, or a closet door replaced. Sometimes the
package is larger, a full remodel for instance.

The scope of unit turns is defined by your budget, the condition of the apartment at move-out, and
consultation with your supervisor. Not every property is in position to replace their laminate coun-
tertops with granite, or to remove those outdated cabinets and replace them with new. Taking ad-
vantage of the opportunities that arise and that your budget allows separates the good from the
best.

There are several factors to consider when thinking about potential upgrades:

Know your budget — Knowing your budget is key to optimizing performance. Have you had
lower vacancy than normal? Have turnover costs been below expectations? Is there a
little more money in the coffers than expected? Or is the inverse true? Have turnover
costs been exceeding budget for months now? Just had an unexpected major capital
improvement? Knowing the financial health of your property is key to knowing the right
time to adjust your turnover practices.

Is it time — It's important to evaluate the condition of replaceable items in the apartment. If
everything in the apartment is in good shape, perhaps the best decision is to leave
things as they are. Spending money to replace good with only slightly better doesn’t
necessarily add value. Knowing your market and prospects’ desires can make a differ-
ence when making these kinds of decisions.

Is it desirable — In some markets, outlets with USB slots for phone charging are very popu-
lar. They can be installed in locations where people usually charge their phones, like in
bedrooms or above countertops. The price for one USB outlet is around $25 whereas
the price for a regular outlet is less than a dollar. It's a great idea, but if your residents
and prospects don’t see a need for them, it’s still wasted money.
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If the resident is present at the time of the request, .
obtain a signature providing permission to enter. ‘ Regular Maintenance

Know your market — Take time to tour nearby competitors. See what they offer. If your

apartments don’t add up, perhaps it’s time to see about making some changes. Remem-
ber, a neighboring complex isn’t necessarily a competitor. Location, condition, amenities
andrent price need to be similar for a neighboring community to be comparable.

Know your options — Touring can be a great way to compare your apartment with those of

your competitors—it can also be a great way to find new ideas. Perhaps it's something
as simple as replacing old base trim with new. You have that old, dark, single-bevel, inch
-and-a-half base trim covered in drips of paint throughout your apartments, but one of
your competitors has replaced theirs with the two and a quarter inch trim from Home De-
pot at seventy-five cents a foot. You can’t believe how much better their apartments look.
Time to do a few calculations, get the total cost together (material, installation, and paint)
and contact your supervisor with your sparkling new idea.

If you have a great idea and want to put it into action, be sure to contact your supervisor first. Have
a complete evaluation of costs before you make the call.

Scheduling the Turn

One of the most expensive parts of a unit turn is vacancy loss. A single extra day may not seem
like much, but if you complete 30 turns in a year with a single extra day that adds up to an extra
month’s worth of unnecessary vacancy. Effective scheduling combined with pre-leasing efforts can
help reduce one of the biggest red lines on the budget.

The Pre-Move-Out Inspection

v Allows All Staff Advance Time To Schedule Turnovers Efficiently
v' Allows management to communicate with residents about likely move-out charges

Once a Notice to Vacate is received:

Schedule a Pre-Move-Out Inspection At Least Two Weeks Before Move-Out

Use the Apartment Turnover Checklist (Form C038 in Tenant Tech) for documentation
Determine Likely Replacement and/or Repair needs

Note unusual wear and tear.

Use the Itemized Statement Following Initial Pre-Vacating Inspection (Form C396 in Ten-
ant Tech) to calculate projected move-out charges. o
Discuss the Itemized Statement with the resident. Encourage them to remedy conditions
to avoid charges

Remind residents that a Pre-Move-Out Inspection is Just A First Step; All Final Decisions
Regarding Costs are Made at Move-Out
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Visiting competitors properties can give you val-
Regular Maintenance uable information, including new ideas for creat-
ing value in your apartments.

e Schedule vendors and order materials based on the pre-move-out inspection.
e Schedule the final move-out inspection for the Move-Out Date

The Turnover Schedule

The Maintenance Technician is required to complete the turnover work for each vacated apart-
ment, preferably within 5 days of the move-out, using the Apartment Turnover Checklist (Form
C038 on Tenant Tech). Once the turnover work is completed, the Site Manager inspects the
apartment. File the completed Apartment Turnover Checklist in the Unit Maintenance File.

The Five-Day Turn — The Typical Turn Schedule

Daya Day 2 Day3 Day 4 Days

Maintenance Painting Cleaning Shampoo Detail

Pressure washing should be a standard part of every turn. It can be completed on any day a ven-
dor is working in the unit. Clean the adjacent apartments or building as well, to make the most of
the time it takes to set up the pressure washer.

The Atypical Turn

It's safe to say that the standard turn can easily be completed in five days. It's the non-standard
turns that give us more difficulty. Unit upgrades and turns with excessive damage may require
more than one day of maintenance work and/or non-standard turn vendors. But in all cases, there
are a few general rules that govern the order in which things are accomplished that help in sched-
uling the most efficient turn possible.

e Maintenance should occur first. This allows your maintenance tech to get their job done
without potentially damaging new paint or making a mess they would then need to clean
up. It also gives them an opportunity to thoroughly evaluate the unit and locate any neces-
sary repairs that may have gone unnoticed during the pre-move-out inspection.

e Painting should proceed cleaning but follow most other vendors. You don’t want painting
done prior to carpet installation due to the risk of paint getting on the carpet. Likewise, you
wouldn’t want a sheetrock repair to occur after the painter finished. Even something like
cabinet replacement is best done prior to painting unless the old cabinets have been re-
moved prior to the painters arriving.
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If your carpet is notbeing replaced, then the cleaners should be the second to last vendors in
your apartment, followed only by the carpet cleaner. If the carpet is being re-placed, cleaners
should be the last vendor in the apartment and the carpet installed the previous day.

o It’s likely there will be a few finishing touches left to complete in the apartment. The mainte-
nance tech should complete a thorough check and review their Apartment Turnover Check-
list. The Manager should also do a final check. Any remaining details should be completed
prior to beginning prospect tours of the apartment.

The Three-Day Challenge

A three day turn is possible. It requires an apartment in excellent condition, vendors that are flexible
and trustworthy, and some extra attention from your staff, but a 3-day turn can be done. It typically
looks like this:

Morning Day 1 — Maintenance

Afternoon Day 1 — Painting

Morning Day 2 — Cleaning

Afternoon Day 2 — Carpet Cleaning

5. Day 3 - Inspections by staff and finishing details

»wn -

Think you’re up for it? Give it a try!

Preventative Maintenance Inspection and Repairs (PMI)

Cambridge Real Estate Services is dedicated to providing the highest quality maintenance to proper-
ties it manages, as well as exceptional service to each resident. An important component of our ser-
vice is a program of Preventative Maintenance.

The Preventative Maintenance program requires that a member of the property’s maintenance staff
enters every apartment to inspect and evaluate the condition of all interior components twice per
year. These inspections allow maintenance to complete minor repairs and detect unreported mainte-
nance issues. A thorough evaluation of the physical condition of each residence also allows the staff
to plan for future maintenance needs.

Each property is responsible for scheduling two annual Preventative Maintenance Inspections for
each apartment at their property. The Preventative Maintenance Notice (Form C402 found in Tenant
Tech) should be used to notify residents of an upcoming Preventative Maintenance Inspection no
more than 14 days and no fewer than 3 day prior to the inspection. The Preventative Maintenance
Notice should be mailed and posted to the door or front entry. A copy of the notice must also be
placed in the resident file. It's recommended to have a schedule in place for the
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PMiIs allow maintenance to complete minor repairs
and detect unreported maintenance issues. They also
allow for planning of future maintenance needs.

year to ensure your property meets the expected twice annual inspection rate, however, there are
two less intrusive opportunities to complete Preventative Maintenance Inspections that can be
used in conjunction with your annual schedule.

Apartment Turns count as a Preventative Maintenance Inspection. If a unit has been
turned in either the first half or second half of the year, there’s no need to also complete a
Preventative Maintenance Inspection during that period. It's recommended that the first
PMI for a new resident occur a minimum of six months into their tenancy.

Gain Resident permission to complete a Preventative Maintenance Inspection during a
maintenance request. On the top right corner of the Maintenance Request, a box can be
checked requesting the Maintenance Technician to conduct a Preventative Maintenance
Inspection. Resident permission must be granted prior to completing a Preventative
Maintenance Inspection during a routine maintenance request.

Using either or both of these methods requires that inspection dates are tracked so inspections
aren’t duplicated. The following is a sample of a simple chart you can create in Excel to keep
track of when PMIs have been conducted on your property:

Aot # Scheduled Date Com- Scheduled Date Com-
pt- Date pleted Date pleted
31 3/21 1/15 9/21
32 3/21 3/21 9/21
33 4/3 10/3

Maintenance Technicians should use the Preventative Maintenance Inspection and Repair Re-
port (Form C037 in Tenant Tech) to record the inspection. The Preventative Maintenance Inspec-
tion is used for:

Addressing all life safety and fire safety issues found in the unit
Making minor repairs as needed and within budgetary guidelines
Grading the resident’s housekeeping

Noting any pets in the unit

Noting any resident caused damage in the unit

Documenting the condition of the unit at the time of the inspection

The Site Manager should:

Preventative Maintenance Inspections

Check this report against resident files to ensure all units with pets have a Pet Agreement
and/or a paid pet deposit on file.

Charge the resident for resident caused damage. Schedule an additional time with the
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It is the responsibility of the maintenance worker
to notify all parties of the request for paid leave, Regulal' Maintenance
and to procure coverage for their absence

resident for time consuming repairs or other reasons for re-entry.
e Contact the resident in writing regarding any lease violations.
e File the Inspection Report in the Maintenance section of the resident file.

Nofte.: Improvements such as new flooring, countertops or cabinet door replacements, etc., are
not replaced during the inspection; these are likely completed at turnover.

The Structure of Our Maintenance Staff

Cambridge Real Estate Services employs maintenance personnel to provide a high level of ser-
vice to the residents and owners of properties. Generally, a fully skilled maintenance employee

will be assigned to somewhere between 90 and 125 apartment units depending on the age and

maintenance activity required at the property. Sometimes this assignment means a one-to-one

correlation between a properly sized property and a maintenance worker. Often, a maintenance
worker will have responsibilities that extend to benefit multiple properties.

Maintenance responsibilities for multiple, generally smaller communities can present unique is-
sues that must receive careful focus and attention by maintenance personnel and the Site Man-
ager. Because of this, this chapter redefines some of the administrative requirements of the job
and adds additional structure to the position. Providing specific procedures for communicating
helps to proactively address some of the complexities that can arise.

Generally, maintenance employees are appointed at their assigned property within a given Geo-
graphic Area (sometimes called a district) with back-up support, technical advise, and shared
coverage for after-hours, on-call duty. The most typical district includes 300 to 800 apartments
where stable staffing levels can range from two full time employees to as many as eight full time
equivalent employees. Employees are assigned to their own individual property or cluster of prop-
erties within a geographic area while simultaneously being a part of a specific district. These dis-
tricts often encompass properties located within a 20 to 30 mile radius of the most centrally locat-
ed property within a district. It is within the district that maintenance employees most frequently
provide mutual support and back-up for one another.
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Work Hours

Work hours can be 8:00 a.m. to 4:30 p.m. with a half-hour for lunch, or 8:00 a.m. to 5:00 p.m. with
an hour lunch. The choice is to be the mutual decision of the maintenance worker and the Site
Manager and may vary depending on the property. Generally a start time before 7:30 a.m. is dis-
couraged and even starting before 8:00 a.m. can create disruptions to the residents who live at
the community.

If for any reason the maintenance worker appeals to modify the work hours for a particular day,
the Site Manager needs to be notified and must consent. At the Site Manager’s discretion, the
maintenance worker may also be asked to present the request to the Portfolio Supervisor for re-
view, consideration and approval.

Unplanned Absences

If the maintenance worker will be absent for a work day, they are required to call the property they
are scheduled to work at before the scheduled start time to notify the Site Manager of the ab-
sence. The maintenance worker also needs to inform the most senior maintenance workers in
their district of their planned or unplanned absence. Please refer to the Employee Handbook re-
garding acceptable forms of notification.

Paid Leave

The maintenance worker is required to schedule any paid leave in advance with the manager or
managers of the properties affected. The maintenance worker will also need to inform the most
senior maintenance employees within their geographic district of their planned absence. Once the
manager(s) and the Regional

Once the necessary Property Manager or Managers has been notified and consented to paid
leave, follow the paid time off request procedure in the ADP time keeping system.

It is the responsibility of the maintenance worker to notify all parties of the request for paid leave.
Furthermore, it is the maintenance worker’s responsibility to actively engage with workers in their
district regarding the assignment of temporary coverage for their property or properties, and the
on-call emergency response system while temporarily absent from the workplace.
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Temporary Reassignments

Temporary reassignments within a district are common. They occur as an emergency or urgent
maintenance requests are received, and as staffing levels within the district require. A temporary re-
assignment can be as short as one day or as long as several days. In the event a temporary reas-
signment is required (typically due to an unforeseen emergency), one or more Site Managers within
a district will collaborate regarding the needs of their property or properties, and the affected mainte-
nance worker(s) will be notified of the temporary assignments. Generally, districts have more senior
managers that will be part of the objective evaluation of the best manner to allocate maintenance
staff resources within the district to meet the needs of all communities within a given district.

Site Managers in need of emergency service are encouraged to contact fellow property managers to
arrange for backup maintenance staff. This is preferrable to managers reaching and contacting
maintenance workers directly. Cambridge encourages cooperation between Site Manager/
properties whenever possible as our goal is to work as one larger organization rather than many in-
dividual property-based operating silos.

If a temporary reassignment of staff greater than one day is approved by all parties, the Site Manag-
er requesting the emergency service shall assume responsibility for providing a courtesy notification
to the Property Supervisor, Cambridge’s Payroll Department, and other properties within the district.
Such notification is encouraged to occur promptly and certainly either prior to or during the tempo-
rary assignment.

HD Supply Solutions Purchase Procedures

Before ordering you should obtain a catalog. You can call 1-800-431-3000, extension 0 to have one
mailed directly to your property. There are three ways to order from HD Supply: on-line, by fax, or by
phone.

Ordering On-Line
Purchases from HD Supply Solutions are made online at HD Supply.

An account number is needed. If you don’t have one already, your Property Supervisor can coordi-
nate with a member of the Central Office, and they will set up an account for your use.

Once on-line, the account number can be requested, and a personalized user ID established. The
Registration section is found on the home page (right in the middle). From there, the username and
password are set up.
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Keep trips to Home Depot to a minimum by stay- .
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Order by Fax

Using the fax sheet included with your HD Supply Catalog or print it off here.Whenever ordering
by fax, fill out the form completely, print legibly, double check the order number and include accu-
rate descriptions to avoid errors. Fax the completed form to the number listed on the form.

Ordering Via Phone
To order by phone, call 1-800-431-3000.

When ordering supplies via phone, simply tell the Customer Service Representative what you
want and confirm the billing address.

Purchases arrive typically the following day if placed by 3:00 p.m. PST, via UPS, FedEx or the
HD Supply Truck. Orders placed after 3:00 p.m. PST will be processed the next day. Some or-
ders may take as long as 5 days.

For orders under $50, there will be a handling and delivery charge. Orders over $50 incur no de-
livery fee or handling charge. Some larger items may have an additional handling charge, but this
will typically be noted in the catalog, on-line, or via the phone.

When there are personnel changes, please contact the Central Office so a user can be added or
deleted.

Note: There is a dollar spending limit per property.

Home Depot Store Purchase Procedures

Site Managers and Lead Maintenance Personnel are required to obtain authorization from the
Property Supervisor to receive a Home Depot card. When approved, a personalized card will be
ordered from Home Depot for the employee by the Central Office. It will take approximately 7-10
days for the card to arrive at the site.

If purchases need to be made prior to the receipt of an individual card, purchasers can go to the
Home Depot “Contractors Counter” to check-out. The clerk will ask the purchaser for personal
picture identification, the property account number (which can be obtained from Central Office),
and a purchase order number, which can be your community’s name. When the personal Home
Deport Card arrives, purchases for the property can be made at any check-out counter.

Purchases at Home Depot should only occur if absolutely necessary, as it is more efficient to or-
der from HD Supply and have materials delivered to the property. Purchases at Home Depot
should be approved in advance by the Property Manager.

Each community’s account has a maximum dollar limit. That amount can be obtained from the
Property Supervisor.

All receipts for purchases made at the store need to be delivered to the Site Manager.

Home Depot J 182


https://hdsupplysolutions.com/shop/ThdsMroUs/Attachment/images/pdf/Appliance_Order_Form_Updated_112213.pdf

Mold and Mildew require Moisture to grow. Ad-
Regular Maintenance dressing mold requires addressing the moisture
issue.

If you encounter problems at the Home Depot check-out counter, contact the Central Office and
someone will attempt to resolve the situation immediately.

Nofte: Before ordering supplies, always refer to the property’s budget and be aware of amounts
allocated in all maintenance expense areas. Review the budget and monthly maintenance-related
expenditures with the maintenance staff. It is good practice to maintain a detailed inventory of all
available supplies in the maintenance shop.

Mold and Mildew Remediation

Mold, also referred to as mildew or fungus, is found throughout the environment. Mold growth
may be caused by leaking roof, pipe leaks, sewage backups, floods, high humidity, heating, leaks
in air conditioning and ventilation systems, construction design defects in the building envelope
and water-damaged building materials.

In the residential environment, mold can be found growing in wallboards, carpets, ceiling tiles,
books and papers, plywood, wooden studs, and wooden furnishings. As long as moisture is pre-
sent, mold will grow; without moisture, mold cannot reproduce.

Many mold and mildews are quite common and have no adverse health effects. A few species of
mold however, if present in a large enough quantity, may have the potential to cause adverse
health effects in certain susceptible individuals. Therefore, mold and mildew issues on your prop-
erty should be taken seriously and addressed according to the guidelines detailed below.

The conditions necessary for mold growth to occur on surfaces are:

e Moisture
e Temperature ranging between 40-100 degrees Fahrenheit
¢ Mold spores

e Nutrient base — Something the organism can metabolize, such as cellulose in wood, paper
and ceiling tiles, or dirt in carpets and hidden areas.

The purpose of these guidelines is to establish procedures for addressing mold and mildew re-
ported or observed at a property. Some of the material in these guidelines is taken from the Envi-
ronmental Protection Agency and the Center for Disease Control. Please read in full the proce-
dures, forms and related documentation contained in these guidelines.

Addressing Mold Related Issues

Mold requires a water source and prefers a dark, stagnant environment. Therefore, should a resi-
dent notify you of water intrusion, remove the existing water as quickly as possible, schedule re-
pairs, and supply the resident with a dehumidifier. The use of ceiling fans, if available, and lower
air conditioning temperatures are also highly recommended. All molds, should they be left un-

Mold and Mildew «P 183



Read safety precautions thoroughly before dealing .
with Mold and/or Lead. Regular Maintenance

treated and allowed to grow, may cause health concerns for individuals suffering from allergies to
mold, have immune deficiencies or sinus conditions. Our goal is to remediate all issues involving
mold, and therefore reduce the health concerns of our residents.

Click to obtain printable version of the Guidelines for Assessment and Remediation of Fungal Con-
tamination.

Safety Precautions When Dealing with Mold/Lead

e Wear rubber gloves or vinyl gloves when handling moldy materials.

e Wear appropriate clothing and shoes, including eye protection; during cleanup of the area.

e Wear appropriate P100 particulate respirator, listed in the Cambridge Specifications Sheet.

e Turn off all HYAC equipment.

e Exercise caution around any electrical equipment or fixtures.

e Make sure the area is well ventilated at all times during the removal process. Do not fan an
area where mold is present or suspected.

e Read and follow the instructions and safety data sheets (MSDS) of all chemicals used.

e HEPA vacuum clean the entire work area at completion. (HEPA vacuums are available at
The Home Depot or similar hardware/home center type stores.)

e Wipe clean all surfaces in the work area at completion of the cleaning and removal process.

e Wash hands thoroughly and HEPA vacuum all clothes during any break and at completion of
the cleanup project.

Humidity

Webster’s defines humidity as: a moderate degree of wetness especially of the atmosphere. Basical-
ly, humidity is how much water is in the air. As we all know, water, or moisture, is one of the two key
components that mold needs to grow, the other being organic materials, especially ones containing
cellulose. In our industry, testing for humidity becomes important when tracing the possible sources
of a mold outbreak in one of our structures.

When mold is brought about because of a leaky toilet, a clogged downspout, or a leaky supply line
under a sink, the source of moisture is obvious, and more often than not, the remedy is simple to de-
termine. Many times, though, moisture is present, but the source is elusive. Ventilation (or lack
thereof,) temperature, and relative humidity are three variables that become important in the hunt to
determine the source of moisture. Relative humidity is the ratio of the amount of water vapor actually
present in the air to the greatest amount possible at the same temperature.

Using a hygrometer, which is a device that measures temperature and relative humidity, we can get
a measurement of how warm a room is, and also find the relative humidity of that same room. Let’s
use an example.
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Always document the temperature and relative hu-
Regular Maintenance midity of the room or rooms on the work order. This
will help track the cause of the mold or mildew.

Responding to a work order in unit 2222, we use our hygrometer and find the temperature in the
living area is 68 degrees Fahrenheit, and the relative humidity is 45%. This means, that at a tem-
perature of 68 degrees, the air currently has 45% of the total water vapor that it can hold at that
temperature.

This may sound like a lot of moisture in the air, but humidity below 30% can lead to discomfort
(dry skin and nose) and lower levels of relative humidity can cause wood to shrink, paint to crack,
and static electricity to discharge. Levels above 60% to 70% can lead to problems with mold and
mildew. So, for any given temperature, a relative humidity between 30% and 50% is acceptable.
Remember, if the temperature drops, and that same amount of humidity stays in the room, the
relative humidity will increase, as the cooler air cannot hold as much water vapor.

Hydrosensors and Hygrometers

When responding to a work order for mold and mildew,
the site staff should always bring two pieces of equip-
ment. One is a Hydrosensor, to check for saturated sur-
faces, and the other is a hygrometer, to check tempera-
ture and relative humidity. This can help determine if the
cause of the mold is caused by lifestyle or a lack of ven-
tilation if the source of moisture is not apparent.

Always document the temperature and relative humidity
of the room or rooms on the work order. This will help
track the cause of the mold or mildew. /

Another example — In unit 2112, there are five occu-

pants living in a two-bedroom apartment, and they com-

plain of mold on the wall by the living room window. The

residents like to be frugal and save money by keeping

their heat bills to a minimum. They keep the blinds closed, to help insulate their windows. The
temperature of the unit is 65 degrees, and there is a relative humidity of 72%. There are no leaks
that can be found, but the window has condensation. Determining the relative humidity of the unit
helps us understand that the air just cannot hold all the water vapor, and it’s collecting on the
colder surfaces, such as the window and the outside wall. Some things that may help the situa-
tion are:

e Turning on the heat — higher temperatures can absorb more water vapor

e Opening the blinds — ventilation is important and closing the binds keeps the circulating air
from helping to keep water from condensing.

¢ Keep the window weep holes clean — This will allow moisture that has collected to exit the
unit

Hydrosensors and Hygrometers J 185



Using a Hydrosensor, and a hygrometer and
documenting the results is a great tool for educating ‘ Regular Maintenance
your residents.

e Proper ventilation — be sure bath fans and vented range hood fans are in use, and are
clean and properly working, but if the range hood fan is not vented, remember that the
moisture from cooking will stay in the unit until ventilated by some other means. Often,
this is just by opening a window for a period of time, although that can be hard to do dur-
ing winter months.

¢ Installing a dehumidifier can be a good, short term solution by quickly removing the mois-
ture, but long term lifestyle changes must happen to keep the moisture levels down By
documenting that the temperature is 64 degrees, and the relative humidity of this unit is
72%, this will help create a record that the mold or mildew is created by the resident’s life-
style, and proper education is the key to solv-
ing the issue. It is vital that we work with resi-
dents to help them understand how to keep
moisture at an acceptable level inside their
apartments. Some common causes of mois-
ture:

e Multiple persons — Four people will produce
three gallons of water vapor a day

e Cooking for long periods of time on high heat

e Keeping the windows shut

e Trying to save on energy bills by not using heat
e Not using the bath fan after showering

e Keeping blinds and doors shut

e Pushing objects, such as furniture or boxes
against exterior walls

e Overfilling closets

'f

Remember, using a Hydrosensor, and a hygrometer and documenting the results when respond-
ing to work orders involving mold or moisture is of paramount importance, and is one of your best
tools in the education of your residents.

Whoa... Wait... What? Yeah, | said that same thing. Let’s try to make this easier to understand.

One fact that’s important to know when determining problems with humidity, is that the warmer
the temperature of the air, the more water vapor it can hold before condensing on the surfaces of
the room, such as walls, windows, or ceilings.
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Every site should have a complete and up-to-date
Emergency Preparedness Emergency Procedures Binder located in an ac-
cessible location.

If you are currently experiencing an Emergency,

refer to the red Emergency Procedures Binder.

Employee Safety Manual

The Employee Safety Manual includes general Guidelines, New Employee Training, Safe Work
Expectations, Maintenance Safety, Mold and Lead Safety, Fire Safety and Prevention, Hazardous
Materials, Incident Reporting, Site Office Safety Procedure, Safety Related Forms and Emergen-
cy Contact information not included here. Click here for a digital copy of the Employee Safety
Manual.

Safety Guidelines

Safety can only be achieved through teamwork at our company. Each employee, supervisor and
manager must practice safety awareness by thinking defensively, anticipating unsafe situations
and reporting unsafe conditions immediately.

Please observe the following precautions:

e Notify your Immediate Supervisor of any emergency situation. If you are injured or be-
come sick at work, no matter how slightly, you must inform your Immediate Supervisor im-
mediately.

e The use of alcoholic beverages or illegal substances during working hours will not be tol-
erated. The possession of alcoholic beverages or illegal substances on the company's
property is forbidden.

e Use, adjust and repair machines and equipment only if you are trained and qualified.

e Know the proper lifting procedures. Get help when lifting or pushing heavy objects.

e Understand your job fully and follow instructions. If you are not sure of the safe procedure,
don't guess; contact your Property Supervisor.

¢ Know the locations, contents and use of first aid and fire fighting equipment.

e Wear personal protective equipment in accordance with the job you are performing.

e Comply with OSHA standards and/or applicable state job safety and health standards as
written in our safety procedures manual.

A violation of a safety precaution is in itself an unsafe act. A violation may lead to disciplinary ac-
tion, up to and including discharge.
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All properties should meet monthly to discuss
safety topics provided by the Safety Committee. ‘ Emergency Preparedness

Site Manager’s Safety Responsibilities

Each of our Site Managers have an important responsibility for safety in their respective areas.
They are the primary contact and have immediate control over their employees.

The Site Managers responsibilities and duties will include, but are not limited to:

e To acquire and maintain a copy of the Cambridge Real Estate Services Safety Manual and
MSDS.

e Ensure all site employee know where the Safety Manual and MSDS is located.
e Provide safety training and support to site employees.

e Enforce the safety rules, procedures, and guideline set forth by the Cambridge Real Estate
Services Safety Committee.

e Meet monthly with site staff to discuss safety topics (provided by the Safety Committee),
communicate site specific safety related incidents and issues, and encourage employee
input regarding incident prevention.

e Conduct quarterly “Community Safety Inspections” of the property, submit reports to your
Property Supervisor. An inspection worksheet can be found on Tenant Technologies.

Basic Employee Responsibilities

Cambridge Real Estate Services expects our employees to follow all objectives for safe work per-
formance and be responsible for their own actions and conduct. OSHA requires that we furnish
employees a place of employment “free from recognized hazards that are causing or are likely to
cause death or serious physical harm to employees.” Our workers also play a significant role in the
success or failure of our safety program.

Primary Expectations of Employees

Employee responsibilities for safety include the following:

e Practice good safe work habits and follow all safety mandates, company expectations, and
regulations. Do not operate equipment without the necessary training. Make certain that all
safety features are in place and in working order.

e Wear and maintain appropriate safety equipment as required by your supervisor.
e Keep your area in good housekeeping order.
e Report all injuries and incident to your supervisor immediately.

e Participate in safety by attending meetings or submitting good suggestions for improve-
ment.
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All Cambridge employees are expected to per-
Emergency Preparedness form their jobs to the best of their ability as and
in a safe manner.

General Expectations of Employees

All Cambridge Real Estate Services employees are expected to perform their jobs to the best of
their ability as well as perform them in a safe manner. It is critical that employees do not circum-
vent safety features and safe work behaviors that can cause them or others to be at risk. All acci-
dents are preventable. We must each carry out our safety responsibility. We each share a common
goal and these are our expectations of each person working at Cambridge Real Estate Services.

Follow the safe job procedures established by your supervisor. Perform only those jobs to which
you have been assigned and properly instructed.

Wear the protective equipment required for your job, as established by your supervisor. Be
certain that protective equipment is kept clean and in good repair.

Report damaged equipment immediately for replacement or repair. Do not perform your
task without the appropriate protection.

Report unsafe work practices and/or unsafe conditions immediately. You may use the com-
pany reporting system to record your concern anonymously.

Report all incidents immediately. Summon first aid as soon as possible when injuries de-
mand prompt attention. Only authorized first-aid personnel should be administering first aid
treatment. This includes trained employees, emergency medical technicians (EMTs), para-
medics, and medical personnel. No employee shall attempt to remove foreign objects from
any injured person.

Keep all mechanical safeguards in position during operation. Refer to our company policy
and department/equipment-specific lockout/tagout procedure when maintenance or setup is
underway. Place the equipment in the “off” position when removing materials, jams, or per-
forming minor maintenance or adjustments. Render idle machines unusable by locking the
disconnect.

Do not operate equipment for which you have not been trained or authorized. If you have
questions about the safe operation of a machine, contact your supervisor immediately. Un-
der no circumstances should machines be used in an unsafe manner or with safety fea-
tures missing, malfunctioning, or circumvented.

Keep all fire protection equipment, exits, and suppression equipment clear of obstructions,
supplies, or equipment, etc.

Do not use flammable or combustible solvents in open, unlabeled containers.
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Always keep a supply of safety equipment on
hand. You never know when you’ll need it. Emergency Preparedness

Maintenance Safety

The following are job-specific safe work expectations and are minimum guidelines to help you
avoid injury. This list is not all-inclusive. This list is intended as a summary of “best maintenance
safety practices.” You will be expected to practice them regularly and commit them to habit. This
is a prerequisite to your continued employment, as well as your own safety.

Protect Yourself

Always stock safety equipment. Make sure site staff has access to safety glasses, dust masks,
ear protection, etc. All of the listed items are rather inexpensive, especially when compared to the
cost of the accidents they're designed to prevent.

Use ear protection: When using loud equipment such as a pressure washer or blower, it is
imperative to use ear protection. Although many backpack blowers claim to have low
noise (around 65 dB,) realistically, they tend to operate in the 90 to 120 dB range. This
means blowing your parking lot has the potential for permanent damage without ear pro-
tection. Equipment such as a circular saw or a shop-vac apply as well.

Use eye protection: Eye protection should be worn whenever using heavy tools or power
equipment such as saws, drills, sledgehammers, etc. It should also be used in conjunction
with the proper gloves when using chemicals.

Use dust masks: Dust masks should be worn during any activity that produces small par-
ticulates, such as sanding wood or drywall, but should also be used during sweeping out
dusty spaces or using the backpack blower.

Use gloves and other protective gear: Gloves are on the front line of protection against
injury or contamination ranging from splinters to chemical burns to the avian flu. Use the
proper glove for the proper job, whether it be leather for working around trash areas or
with wood, or PVC for working with chemicals. Using latex or Nitrile gloves help prevent
the spread of bacteria when finding that you have to use your hands in those less than
ideal situations.

Think before you lift: Use proper lifting techniques, bending with your knees, not your
back. Do not overtax yourself. For more information, please see "Safe Lifting” Chapter in
this handbook.

Use a step stool or ladder: Use a step stool or ladder when working or bringing heavy or
bulky items down from high places. Do not overextend your reach. Remember, Cam-
bridge employees are not allowed on ladders past the second story gutter line, and are
never to be on a roof.

Avoid eye strain: Rest your eyes periodically when doing close work.

Avoid muscle strain: Use proper posture, and change positions when sitting or standing
for long periods. Make sure your chair is adjusted to the proper height.

For more on Maintenance Safety—See the Employee Safety Manual
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Make updating information part of your standard
Emergency Preparedness .
move-in procedure to stay up to date.

The Emergency Procedures Binder

Every Property is required to maintain an Emergency Procedures Binder to aid in quick and
effective response if an emergency were to occur.

Information must be updated no less than once per month, or as information changes, such
as new resident information, vacant apartments, changes in phone numbers etc.

Compile and complete your Site Specific Emergency Procedures Binder according to the
instruction on the following pages.

The Binder

Keep in a red three ring binder (Office Depot Item #209197)

Clearly Label the binder “Emergency Procedures Manual”’ along the spine and face
of the binder.

Use a section divider between each section and clearly label tabs with the section
title. The completed binder will have 6 tabs. (Office Depot Item #933218)

Store the binder in a secure and accessible location known to all Site Staff and any
Maintenance Technicians on call for your property.

Review any major changes to the information with Site Staff as they occur.
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Scan a copy of the completed map onto your
computer to create a permanent electronic copy.

Section 1: Site Map

‘ Emergency Preparedness

Your Site Map should be easy to read and understand. Color code each location type. At some
properties, it may be necessary to use more than one map.

Mark the Following Locations on your Map:

Unit Numbers (Site Map)

Site Office

Maintenance Shop

Storage Areas / Non-Resident Occupied Areas

Water shut-off valve locations-all buildings

Natural gas shut-off valve locations-all buildings

Main electrical circuit breaker locations

Fire extinguisher locations

Sprinkler system control location and zone map (if applicable)
Attic access locations

Crawl Space Access

In-house fire alarm panel locations (specific to “interior” buildings)

Sample Map Key:

Fire Extinguisher Locations — Red

Main Electrical Circuit Breaker Locations —

In-House Fire Alarm Panel Locations —

Natural Gas Shut-Off Valves — Green

Water Shut Off Valves — Blue

Sprinkler System Control Location and Zone Map - Purple
Attic Access Locations - Circled

Crawl Space Access — X

Once completed, fax or email your Site Emergency Response Map to the Central Office. The
map will be kept on file.

The Emergency Procedures Binder
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Work with your Maintenance Technician to

Section 2: Directions to the Property

Directions Should Be Clear and Concise (Google Maps is a great tool for generating directions)
Include:

v Directions to the property from the North
v Directions to the property from the South
v Directions to the property from the East

v Directions to the property from the West

Example:
1. Coming from the East to the Central Office
2. Take I-84 Westbound
3. When approaching the I-5 interchange use the Left two lanes to take 15 South
4. Keep Left
5. In 1.1 miles, keep left at the fork to continue 1-405
6. Use the right 2 lanes to take exit 2B toward Everett Street/Glisan Street Exit
7. Merge onto NW 14th
8. The Central Office will be on the left at 1107 NW 14th Ave #200, Portland, OR 97209

Section 3: Contact Information

Print the Contact List and Afterhours Emergency Maintenance Schedule on the following two
pages and fill in all applicable numbers for your property. If needed, write in other numbers that
may be necessary in an emergency at your location. Update numbers when there is a change in
staff at your property.

Section 4: Unit Features

Label the following items clearly on your property’s floorplans for each unit type:

e Unit floor plans with circuit breaker locations
¢ In unit water shut off valves (if applicable)
¢ In unit hot water heater locations (if applicable)

e Unit specifications (examples: pullcord alarm locations in units; location of smoke detec-
tors)

Copies of your property’s floorplans can be found on your Community Website.
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In case of Fire or Threat to Life call 911

Property Name: -
Address -
Phone -

Emergency Numbers:

Fire -

Police -

Poison Control -

Animal Control -

Suicide Prevention Hotline -

Child Protective Services -

Adult Protective Services -

Security Alarm Monitoring Company -

Utility Providers:

Electric Utility Company 24 Hour Number -

Natural Gas Utility Company 24 Hour Number -

Security Alarm Monitoring Company -
Account Number -

Password -
Cambridge Real Estate Services Supervisors
Janeen Kallus - 503 450-0238 Colin Macdonald - 503 450-0234

Damon Kenyon - 503 445-2792 Kristin Strong - 503 450-0248
Jeff Passadore - 503 450-0233

Site Staff:

Afterhours Emergency Maintenance Number-
Site Manager -
Assistant Manager -
Leasing Agent -
Maintenance Technician -

Maintenance Technician -

Vendors:

Plumber - -

Carpet Cleaner - -

Restoration Company - -

Other:
Local Red Cross - Local Hotel(s) for temporary Resident
Salvation Army - Relocation
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On Call Maintenance Tech Name Alt. Contact number Home Property
Afterhours Emergency
Maintenance number
Month
Sunday Monday Tuesday |Wednesday| Thursday Friday Saturday

Write in the schedule for your property's On Call Maintenance Tech. Update every month.
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You can create a new binder section if your
property has issues that emergency responders

‘ Emergency Preparedness
should be aware of.

Section 5: Emergency Report Forms

Print copies of the following forms.
v Incident Report (Form C360 on Tenant Tech)
v" On the Job Injury Report (Form C364 on Tenant Tech)

The Incident Report

The purpose of incident reporting is to notify Cambridge Real Estate Services and the property’s
insurance carrier if a guest or resident is injured at the property, or of any damage to the property or
automobiles. All incidents should be reported to Cambridge Real Estate Services within 24 hours.
Keep all information confidential.

Please complete ALL areas of the Incident Report with as much factual information as possible, with
the exception of the “Contributing Factors”- that section should be left blank. Be sure to list brief
facts, rather than speculations by staff or others, as to what could have occurred or caused the inci-
dent to occur.

Be sure to take photos, measurements of the damage, and document weather conditions for weath-
er related incidents.

Utilize supervisor approved vendors, and if your “Incident” turns into an Insurance Claim—be sure
to keep your accountant in the loop about invoices being coded for insurance purposes, as different
accounts are used.

Be proactive about requesting reports—from vendors, police, fire, etc. to help document your inci-
dent or claim.

On the Job Injury Report

Fill out this form as soon as an injured worker is medically stationary or within 24 hours from time of
injury. Once completed, fax or email to the Human Resources Department at 503-546-7588. Insure
all information is complete and accurate.

Section 6: Resident Information

Yardi and Tenant Tech Reports can provide much of the information below. For easy updating, print
a rent roll report once per month, at minimum.

Resident’s apartment numbers

Resident names (including children)

Resident garage numbers (if applicable)
Resident vehicle descriptions and plate numbers
Resident parking space assignments

Resident phone numbers (home/work)
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It is your responsibility to bring to your Supervi-
Emergency Preparedness sor’s attention any unsafe conditions or work
practices found on your property.

Note: Depending on your property’s location, there may be some issues that would specifically per-
tain to your property that responders to an emergency should be aware of. You can create a sepa-

rate section for that information. Check with your Property Supervisor for details or if you have any

questions.

Safety Practices

Cambridge Real Estate Services has established a safety and health program adapted to funda-
mental occupation safety and health concepts that will help us prevent injury and illness due to haz-
ards. Injury and illness from accidents are costly and often-times preventable.

Employee Safety and Accident Prevention

It is your responsibility to bring to your Supervisor’s attention any unsafe conditions or work practic-
es found on your property. Report immediately any injuries that occur, no matter how small, and
have them treated. Even cuts and scratches can become infected unless properly cared for. Follow
these simple rules to prevent accidents:

e Always act and work safely on the job.

e Work at a safe pace for the job.

e Strictly obey all warning tags, signs and labels.

e Always wear personal protective equipment where required.
e Do not leave power equipment with the engine running.

Lifting and Carrying
Lift comfortably. You are the best judge of the most comfortable position for yourself. Always...

e Use 3.5-gallon containers for paint.
e Use two people if necessary.
e When carrying, do not let the object obstruct your vision.

Personal Safety
Your personal safety is very important! Always...

e Locate first aid kits in the office and maintenance rooms.
e Take precautions when working near moving machinery.
e Use personal protective equipment.

e Use appropriate respirators when working around harmful dust, acid vapor, chemicals, or
similar materials.
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If a resident requests, disclose relevant criminal
activity on the property. Residents can also con- Emergency Preparedness
tact the local Police agency.

Safety Equipment
Common safety equipment that should be available for use at all times are:

e Respirators/dust masks
o Safety goggles

e Ear protection

e Gloves

e Lifting belts

Apartment Security

Locks — all apartments are provided with working locks and window latches at the time
of move in. Residents are instructed to notify management with mechanical problems
with locks.

Peepholes — an additional peephole will be installed on request. (There should be no
more than two peepholes.)

Asbestos Maintenance

If you know of, or even suspect any asbestos in an area in which you are or will be
working, contact your Supervisor. Do not work in that area until you receive clearance.

Burglary

If a resident requests, the manager is instructed to disclose relevant criminal activity on
the property. Residents can also contact the local Police agency.

Chemicals

Read all labels carefully and follow directions and follow these precautionary
measures:

e Chemical drain openers are not to be used.
e Keep chemicals in their original bottles.
e Wear rubber gloves and use protective masks.

e Swimming pool chemicals must be stored away from the pool heater under dry
conditions.
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Keep a copy of the Employee Safety Manual in a
Emergency Preparedness ‘ location accessible by all site staff.

Driving Safety

When there is the need to use your personal vehicle on the property:

¢ Your vehicle must be operable and insured.
e Obey all state driving laws.

e Use defensive driving techniques.

e Use caution based on weather conditions.

Electricity

Use extreme caution when working near electricity.

e Use property lockout/tagout procedures

e Do not try to repair or adjust any electrical equipment unless it is part of your work and
you are fully trained to do so.

e Never use frayed, cracked, or deteriorated extension or equipment cords.
¢ Do not touch dangling wires.

Fire Prevention
Educate all staff members and residents on fire prevention. Follow these steps:

e Fire extinguisher testing — Fire extinguishers must be on a yearly testing program
through a contract with a local vendor.

e If afire extinguisher is deployed or stolen, promptly replace it.

¢ Know the locations of the fire extinguishers and how to use them.
e Inform all residents of the location of fire extinguishers.

e All spills of flammable liquids must be cleaned up promptly.

e Keep all flammable liquids in safety containers. Store flammables in properly vented
rooms.

Hand Tools
When using hand tools for any type of work, always...

e Keep hand tools in good condition. Repair or discard defective hand tools.
e Use the correct tool for the job.
e Do not take safety devices off tools.
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For your own safety, keep prospect photo identi-
fication in a safe location while touring units. Emergency Preparedness

Housekeeping

Whether your property has an on-site housekeeper or uses a vendor, use this list to help prevent
accidents:

e Keep all exit doors and aisles clear of obstructions.
o Keep work areas clean and clear.

e Use waste cans for all general debris. Oily rags and other flammable waste should be
stored in covered, metal safety cans.

e Use a broom and pan when removing broken glass.

e When vacuuming, use a brightly colored extension cord and check frequently to be sure it
is not a hazard to others.

Ladders

Company policy forbids employees from working on a second-story roof or ladders more than 12
feet high. Also follow these tips:

e Straight ladders should have safety feet.

¢ Never use aluminum ladders near electrical lines or power boxes.
e Spread stepladders all the way open.

e Never stand or sit on the top rung of a ladder.

Lead Based Paint

Lead based paint is found in housing/buildings built before 1978. If you are or will be working on
housing built before 1978, check with your Supervisor before starting any projects involving work
with the paint.

Leasing Safety
All office staff members need to follow safety too! Keep these tips in mind:

e Apartments should not be shown after dark.

e Photo identification is required prior to touring a prospect. Take a driver’s license, pass-
port or other governmentally issued identification document from the prospect and leave it
in the office. Do not take it with you or return it to the prospect until after the tour is com-
plete.

e All prospects must be treated equally, therefore all adult prospects are required to present
identification without exception. All staff at the property must strictly adhere to this policy.

e The photo identification policy must be posted in the office.

¢ Let someone know exactly where you are and when you expect to return.
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Always order a locate prior to having work done
Emergency Preparedness ' below ground on your property.

e Keep the apartment door open during the tour. (Flip the deadbolt with the door open or
use the door stop.)

e Position yourself between the prospect and the door. (Don’t walk ahead into bedrooms,
bathrooms or other areas where you could be cornered.)

e Keep groups of people together.
e Be aware of body language.

e Employees are instructed not to show apartments to prospects who are exhibiting erratic
or hostile behavior. Call the police.

MSDS — Material Safety Data Sheet

The first key to safety when using any type of chemical is the MSDS.

e Whenever using a chemical for the first time, or one not familiar to you, consult your Mate-
rial Safety Data Sheet before proceeding with the task.

e MSDS Books can be purchased from Paragon.
¢ Inventory the binder periodically.

e Whenever purchasing a new chemical, request the MSDS from the seller. They are re-
quired by law to have these on hand at the time of purchase.

Power Tools
Know what each power tool is specifically designed to do. And...

¢ Never operate an electrical tool near water.
e Use the tool as it was designed to be used.
e Make sure the tool is properly maintained.
e Use the right tool for the job.

e Use protective devices.

Utility Locating
Before digging a foot or more in the ground, utilities must be located.

Red — electrical power lines, cables, conduit and lighting cables
— gas, oil, steam, petroleum or gaseous materials
— communication, alarm or signal lines, cable television
Blue—water, irrigation
Green—storm drain lines, sewer
White—proposed excavation
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Carbon Monoxide Detectors should be used in
units where a potential Carbon Monoxide source Emergency Preparedness
is present.

Carbon Monoxide Safety

Requirement in the State of Oregon

All available units with a source of carbon monoxide (CO) are required to have a CO detector in-
stalled within 15 feet of the sleeping area of the unit (but no closer than 4” to where the wall &
ceiling meet). Sites with units that do not have carbon monoxide sources are exempt from in-
stalling CO detectors.

Carbon monoxide sources include:

e Gas Heaters (including gas water heaters)
e Gas Fireplaces

e Gas Dryers

e Wood Burning Stoves

e Gas Cooking Ranges (as well as any cooking sources that use coal, kerosene, petroleum
products, wood, or other fuels that emit carbon monoxide as a by-product of combustion)

e Attached Garages (automobiles are also a source of CO)

If not included on the list above, any appliance that uses natural gas, coal, kerosene, petroleum
products, wood or other fuels that emit CO as a by-product of combustion would be a possible
source of carbon monoxide.

If you have any questions about which CO detector to purchase for your community (as there are
hardwired as well as battery operated detectors available) please contact your supervisor.
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Investigations should be made as soon after an
Emergency Preparedness incident as possible. A delay may allow important
facts to be destroyed or removed.

Incident Management

An incident investigation should be accomplished following every incident. The purpose of investi-
gating an incident is to determine the incident cause so that similar incidents can be prevented.

It is the responsibility of the On-Site Staff to make an immediate report of every incident. After an
incident, discuss methods to prevent similar incidents from occurring in the future with your Super-
visor and implement solutions.

Each investigation should be made as soon after the incident as possible. A delay of only a few
hours may allow important facts to be destroyed or removed.

Incidents Involving Non-Employees: Do’s and Don'ts

Do...

e Go to the scene of the incident at once.

e Show your concern for the injured parties health and safety.

e Secure the scene so that others are not injured.

e Be courteous.

o Be professional.

e Inspect scene closely.

o Get all essential details.

e Report the accident to our insurance carrier at your earliest convenience, no matter how
slight the injury.

o Contact your Property Supervisor as soon as possible when a non-employee incident has
occurred for the appropriate investigation to commence.

e Apologize for the incident.

e Argue with the injured party about the cause of the incident.

« Reprimand an employee at the scene of an incident.

o Offer to pay medical expenses

« Admit responsibility (responsibility is often a legal conclusion that parties at the scene are
not competent to make)

e Mention Insurance

o Discuss the incident with anyone other than parties within your organization that need the
information. Only discuss the incident with outside parties upon the recommendation of
your legal counsel.

o Permit investigators to take pictures at the scene without supervision and management ap-
proval.
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If the Media arrive at your property, contact your

Supervisor immediately. ‘ Emergency Preparedness

Managing an Incident

An incident scene can be a chaotic place, particularly when injuries are involved. The Property Man-
ager will take charge of the site and direct response activities, evaluate the scene and determine if
emergency response is necessary.

If the scene requires emergency response, call 911 immediately.

Step 1 — Take Charge of the Site.

Evaluate - Evaluate the scene and determine if emergency response is necessary.
Emergency Response - If the scene requires emergency response, call 911 immediately.
Injuries - Determine if there are any injured individuals

Hazards - Determine if hazardous conditions at the scene present an immediate threat to the
health or safety of anyone, including rescue workers.

Step 2 — Treat the injured.

The care and treatment of the injured will take priority at the scene unless hazardous condi-
tions present an immediate threat to health or safety, then securing the site should take pri-
ority.

Make the injured person as comfortable as possible

Make sure that proper emergency help has been summoned and the victims are given the
necessary first-aid.

If emergency providers are already on the scene, the manager should ensure they receive
whatever cooperation they need to get the job done.

Secure the injured person’s version of the incident.

Only authorized first-aid personnel should administer first-aid treatment. This includes
trained employees, emergency medical technicians (EMTs), paramedics, and medical per-
sonnel.

Step 3 - Secure the Site

If anything at the scene still presents a danger, restrict access to the area until the hazard
has been eliminated or controlled.

If there is any uncertainty about safety at an accident site, don’t take chances.

Keep people out of the area until no danger remains. Caution or Danger Tape, role, cones,
barricades, or other types of signs can be used to restrict access to the area. If none of these
are available, employees may be posted around the site to keep people out of an area.

Keep the area from being disturbed until it has been inspected.
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An incident scene can be chaotic. The Property
Emergency Preparedness Manager needs to take charge of the site and
direct response activities.

Step 4 - Secure the Names of Witnesses

o Gather names, addresses, telephone numbers, and accounts of the incident from others
in the vicinity. Please remember that a person may witness an incident with any of their
five senses. An impartial witness is more credible than an employee.

o Gather the names, addresses, telephone numbers, and accounts of the incident from em-
ployees.

o Have two or more employees to inspect the scene of the incident and fill out witness re-
ports on what they saw.

Step 5 - Evaluate the Condition of the Incident Site

« Analyze and evaluate the premises where the incident occurred. Such as:
o Noteworthy problems in flooring, equipment, or hazards in immediate area
o Cleanliness and general housekeeping -
+ Water and/or moisture (find source of moisture and remedy immediately)
+ Any objects near the injured person

« If a person was injured by falling objects, determine whether the objects were improperly
stored or maintained.

o Take photos of area (NMoate: Do not start investigating the incident scene until after the in-
jured person has been cared for and removed from the area.)

o Preserve pre-incident cleaning/maintenance/repair records for the area or equipment.
Step 6 — Complete an Incident Report

« At the time an accident/incident occurs, the Site Manager must complete the Incident Re-
port Form in its entirety.

o Document the conditions found at the scene as promptly as possible in writing and with
digital photos.

« Ensure you have gathered all the facts surrounding the incident.
« If an accident involved theft, assault, or other criminal action, notify the police.

« If property damage occurred, inform the third party to keep all receipts and estimates for
the insurance claims adjuster.

o Complete the Incident Report Form in conjunction with the resident/guest. Be sure to
note on the report any unusual circumstances that contributed to the incident (unsafe
acts, alcoholic condition, age, weight, eyeglasses, etc).

e Include information about any injuries and/or property damage.
o Describe how the incident occurred.
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If anything at the scene presents a danger, re-
strict access until the hazard has been Emergency Preparedness
eliminated.

e Fax or email a copy of the Incident Report Form to your Supervisor at Cambridge RES.

o Do not accept liability or agree to pay for any medical treatment or property damage.

e Do not give a copy of your claim report to anyone other than your insurance claims repre-
sentative or attorney.

o Discuss the claim only with those persons who properly identify themselves as your
claims representative, your attorney, fire or law enforcement officers.

o Media Relations — before speaking to any member of the Media (should they question
you), please refer to the procedures regarding Media Relations, located in Chapter 2-Site
Office Practices.
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Resources ‘ CAM B RI D G E

real estate services

Cambridge Real Estate Services
1417 NW Marshall Street, Portland, OR 97209 ,Carnbridge Real
PO Box 2968, Portland, OR 97208 Estate Senvices
p: 503.450.0230 | f: 503.450.0241
e: info@cambridgeres.com

eExchange - An online resource for all things Cambridge, including:

=» Bulletin Board - Reminders, Announcements and Current Events from the
Central Office

=» The Calendar - A Calendar on the eExchange listing dates for completion of
routine onsite practices for Affordable Housing, Safety, Conventional Hous-
ing, Yardi, CRES Events, and Holidays.

=» Cambridge University - A catalog of resources for policy and processes.

=» Central Office - Contact information for Central Office team including Supervi-
sors, Accounting, Affordable Housing and more.

=> Filing Cabinet - A resource for forms not available on Tenant Tech and IT
help.

Tenant Tech - Online source for Forms

Yardi - Resident and Financial Management

Grace Hill - Online training center. All Cambridge Employees are required to take
two courses per quarter including Fair Housing and Sexual Harassment courses
one annually.

Office Depot - Online retail for Office Supplies

HD Supply - Online retail for Maintenance Supplies
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mailto:info@cambridgeres.com
http://cresapts.com/eexchange/bulletin-board/
http://cresapts.com/eexchange/bulletin-board/
http://cresapts.com/eexchange/calendar/
http://cresapts.com/eexchange/cambridge-university/
http://cresapts.com/eexchange/central-office/
http://cresapts.com/eexchange/filing-cabiinet/marketing/community-referral-flyers/
https://login.tenanttech.com/auth/login
https://www.yardiaspla5.com/95566cambridge/pages/LoginAdvanced.aspx
http://www.gracehillvision.com/cambridgeres
https://business.officedepot.com/
https://hdsupplysolutions.com/shop/home
https://www.google.com/maps/place/1417+NW+Marshall+St,+Portland,+OR+97209/@45.5310147,-122.6848022,17.5z/data=!4m5!3m4!1s0x549509fc3a5496c3:0x6129aa4cc7a3d48e!8m2!3d45.5308979!4d-122.6858489?hl=en-US
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PRODUCT ITEMINFO BRAMND AND SPECIFCATION R VENDOR OR SOURCE PHOTO DETAIL
APPLIAMNCES
Clathes W asher General Electic GTWZZ0ACK W 4538 HD Supply Number 285038
Diryer General Electric GTHZZEASK W' $523 HD Suggly Number 285293
Ordered through Standard TV &
Clathes Washer [DREGON ONLY) General Electic $624 Appliance -
kfigueroa@standardtvandappliance.
com
Ordered through Standard TV &
Diryer (OREGOM ONLY) General Electic 624 Appliance - )
kfigueroa@standardtvandappliance.
com
‘w'ahing Machine Supply Lines 4 Stainless SteelWashing Machine Hose 26 HD Supply Number 200075 \ L]
!
Dlishw asher General Electric GOF4S0PGR WY #4583 HD Supply Number 210648
}_‘
Oryer Pigil 3 conducior 308 +23 HD Supply Number 301289 @
—
Diryer Pigtail 4 conductar 304 $23 HD Suggly Number 301488
=
Garbage Disposal ISE Badger' W2HP #1585 HD Supply Number 405300 é
Garbage Disposal Pigtail & Disposal Pigeail, 3 Prong #12 HD Supply Number 301466 f
- = -
Range ! Oven Hat Paint RESSE00M s #6553 HD Suggly Number 285167
- =
Range { Oven, Self Cleaning General Electric JESIG00MwW'W #6533 HD Suggly Number 285581
—
Range | Dwen - A04 Compliant ADA Hatpaint JE4SOOF #1333 HD Supply Number 118644 —
e
Fiange | Oven - ADA Compliant ADA 30" Slide In GE GRSS00PYSS - Stainless 3848 Home Depot i
Fiange | Oven - ADA Compliant ADA 30" Slide In Frigidaire FCFE3083A5 - Stainless $E87E Home Depot ﬁ
—
o —
Fiange | Cwen - ADA Compliant ADA 30" Slide In GE GREB00AVY - White ?1'055000' Home Depot -
”'—"- il
Range Pigai 3 condustor $43 HD Supply Number 301471 ¢ 7
st
Range Pigtsi 4 conductor $66 HD Supply Number 301473 %
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Range Hood Broan 30" white Ductless 110 HD Supply Mumber 281200
Range Hood Eroan 30" white Rectangular Vented #33 HD Supply Number 281025
Range Hood Eroan 30" White Found Yented #133 HD Supply Mumber 281376
Refrigeratar [Reversible Swing) Hotpaint HPSIEETHR W 15,6 Cu Ft [Left or Right Swing) $653 s HD Supply Mumber 210423
Furniture Gliders 5" Furniture Floor Glides #1 W HD Supply Mumber 799810 '.
FLOOR COVERINGS
CARPET
Carpet Baze Shaw Industries, Venture Safari I All As pe CtS(O R}
Carpet Upgrade Shaw Industries, Palette Barw aod ra All ASpECtS(OR} b
Price % sl
Includes -
Fad
Carpet Base Shaw Industries, Collinsuille, Calar - Barm Owl {darker) v Al ﬁsr’iﬁ;\f;ﬁiﬁg;}”"g (ID)
ADA Compliant Carpet Meyland 3 - Colar - Gingersnap o Al ﬁ'Spi?dtf;Si' dF:g FI:::ong (D) .
WINYL
Wirl Biase I Lovel Flus Style - Lash Oak [wood grain, darker] v Al Asp;?dt\f;ﬁi:dﬁg;;ong (ID) .
Winyl Upgrade Fatters Alley e All Aspects(OR) ”
i
Wiyl Upgrade VG Level Pluz Sty - Nice (wood grain, lighter) v Al ﬁ.sp?dtf;fi‘d'::gﬁ[__}ong (ID) m !
of
) ) All Aspects(OR) PG Long (D)
Cove Baze Cove Base (per linear ftinstalled) s Advanced (CA)
DDOR MATS
Fubbier backed frant door mat Trafficmaster Fib-l 18" % 27" Charcosl Mat 35 Home Depot SKU 596617

COUNTERTOPS

Laminate Countertops

‘wilzonart brand laminate preformed countertop

Matural Tigris

Laminate Countertops

‘wilzonart brand laminate preformed countertop

Qiled Soapstone

Califarnia Resurfacing Vendors

Spec Sheet

Benjamin Popa
Satisfaction Custom Painting
916.289.5637
satisfactionpaint@yahoo.com

JV Handyman
Juan Venegas - Owner
Cell Phone: 916-544-4547




Resources

ELECTRICAL
CEILING FANS AND LIGHT FIXTURES
Ceiling Fan [Mew Style] Mew lbem # 527 Brushed Mickel Ceiling Fan 173 HD Supply Mumber 501026 )ﬂ
) Y
Ceiling Fan (Dining] 42" 5 blade for small to medium areas 145 HD Supply Number 269304 %
Ceiling Fan [Larger) 52" Sblade forlarge areas #1535 HD Supply Number 269312 M
_‘..__
Ceiling Light, Large (Hall, Bedraom) 13" Satin Mickel LED 56 HD Supply Number 326470
4 -
Ceiling Light, Small (Hall, Bedraam] " Satin Mickel LED $56 HD Supply Number 326466 6 \)
Eiath Wanity Light [Mew Stule] & light w all mount zatin nickel F1TE HD Supply Mumber 320258 ! |
Bath Yanity Light [Mew Style) 3 Light wall mount satin nickel 134 HD Supply Mumber 320257 = ‘: = ¥ g
- ™ 3 \
Biath Y anity Light S Light 35" Standard Length $36 HD Supply Number 323246 Ay Ny B
v
ﬁ. § Y -
Bath W aniity Light 4 Light 30" Medium Length F&1 HD Supply Mumber 324214 X';f -\5- 4 *fr'f !-!
-, ™\ A
Biath Wanity Light 3Light 24" Short Length $86 HD Supply Number 324212 a \43' 3
] .1}
T ¥ —
Bath Wanity Light Replacement Glass Frasted Glass Vani Lens (fits 323246, 324214, 324212) $40Pkgld HD Supply Mumber 315119
Emergency Lighting Mo ltem # Two Light Emergency Unit with Eiattery Backup $52 HD Supply Number 310927
Exit Sign! Emergency Lighting Green Colored LED Exit Sign with Battery Backup 47 HD Supply Number 330603 ExIT
N
Kitchen Ceiling Light (Option One] 4 LED Brushed Mickel Kitchen Light 16T HD Supply Number 326660
T
Kitchen Ceiling Light (Option Twa) Siatin Mickel LED Ol Kitchen Light 203 HD Supply Mumber 292936 //
15 4P OUTLETS AND SWITCHES
) ) ol=<- = *Je
“white Clutlet 15 amp ‘white RBeceptacle #15pkagl0 HD Supply Mumber 337450 4 — =
oo &
rl-..-‘ -
wihite Clutlet (202) 20 amp 'white Peceptacle $37 phgttd HD Supply Mumber 335072 .l "« {3
4 2
Outlet Cover lhite Outlet Cover $16 pkgts HD Supply Mumber 918722 -
J 210
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lvary Dutlet (20 &) 20 amp vory Receptacle #37 phgt10 HD Supply Number 335072 W T T g
; %
. -
SIS
Wwihite Single Pole Wall Switch 15 amp White Single Pole 'wWall Switch $13 pkgtll HD Supply Mumber 336550 G o e el £ o
s B -
Switch Plate ethite Switch Plate #12 phat2s HD Supply MNumber 918715 = =
) e [T
‘white GFCI Outlet 15 amp 'white GFCI Outlet $26 HD Supply Mumber 110294 iﬁ T
white GFCI Clutlet (20a) 20 amp 'white GFC] Cutlet 327 HD Supply Number 110301
wihite Cutlet with USE Charger 154 USE Charger with Duplex: Fecepticle, White 453 HD Supply Number 112151
FORCED &R HEATERS
‘wallHeater Cadet 240 walt 1000 w att heater #136 HD Supply Number 257522 l I
' all Heater Cadet 240 volt 1500 watt heater #180 HD Supply Number 257523 ! I
wall Heater Cadet 240 volt 2000 v a heater $200 HD Supply Number 257524 ' I
' all Heater Cadet 240 ual 3000 w att twin heater $283 HD Supply Number 257525 II I
‘wall Heater Grille ‘white Cadet Heater Grill 33 HD Supply Mumber 257511
Thermastat [Line Yaltage] Fobertzshaw Single Pale Thermastat 21 HD Supply Mumber 213751
Thermastat [Line Yoltage) Cadet Double Pole Thermostat #36 HD Supply Number 115299
Digital Thermostat [Line Yolage] Cadet Double-Fole Electronic Programmable Digital Thermostat $36 v HD Supply Number 151311
Bazeboard Heater 24" Cadet Heater 454 v HD Supply Number 257544
BaszeboardHeater 30" Cadet Heater 74 v HD Supply Mumber 257061
Bazeboard Heater 43" Cadet Heater 164 a HD Supply Mumber 257904
Bazeboard Heater B0" Cadet Heater 01 a HD Supply Number 257906
Baseboard Heater T2" Cadet Heater #1056 v HD Supply Number 257308
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Ad Commurications

-y /
311 Emergency Pool Phone (45 Enabled) Emergency Swimming Pool Phone Systems $296 http://911phone net/poolphone_htm
AlR COMDITIOMNER HARD W ARE
Through the window &iC bracket Universal heawy duty air conditioner suppart #30 Home DEgEﬂ SKU 379103 '
{
electrical continued on next pags
ELECTRICAL (continued)
FIRE { CAREOMN MONCHIDE
Carbon Manoside ! Smoke Alarm Comba Mew Item 3 BRK Hardwire w0'Y'ear Sealed Battery Backup 37 HD Supply Number 353341
#
&=
Carbon Monoside | Smaoke Slarm Comba Mew lbem 3 ERk Battery powerad #66 HD Supply Number 353330 \
Fire Extinguizher Inztallin Aparment(s), 2 |b & oz $160Pkg {6 HD Supply Number 126455 ﬂ
Fire Extinguisher Comman area ! building extinguisher, 5 b #35 HD Supply Number 126453
L
Fire Extinguisher Common area ! building extinguizher, 10 b #10d HD Supply Number 126454 E
Smoke Detector Mewltem# | BPK Hardwired Smoke Alam w0 ear Sesled Battery Backup $dd HD Supply Mumber 353334 |\ &
-
/'t'\
Smake Detectar Mew Ibem 3 BERK Sealed 10 vear lithium battery pow ered 42 HD Supply Number 353336 &
DEVICES FOR THE HEARING MPAIRED
Ftrobe al ¢ in hardwired cirucits init her smok: cod 2. Doz S
He sring Imp sived Smoke { 00 Alam ADA trobe alarm - use in hardwire c':roulc::l:::tizlfnllnaglj:: or zmake or C0 detectorz. Does [ gonny HD Supply Number 269125 y
W3
Hearing Impaired Smoke Detector Hardwired Smoke Detector with Strobe Alarm #1638 HD Supply Number 837493 i
PLUMBING
WATER SUPPLY LINES Stainless Steel Braided
7 /r‘
5" B2 36 HD Supply Number 500398 P (e(-'
vk /-’
B W22 43 HD Supply Number 546265 At N
\J
o &
20" HEs2 8 HD Supply Number 500399 s ;@('I
=5 o //
20 Wzuiiz #10 HD Supply Wumber 546285 8 g
&
5 "/
v 3
12" Toilet Supply SEuTIE 37 HD Supply Number 500401 &f Q‘
WATERHEATER
‘n'ater Heater, Electric 50 Gallon, 237 diameter » 43-114" Tall #7258 HD Supply Number 249259 '

Spec Sheet
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‘w'ater Heater, Gas 50 Gallon, 212 diameter 1 537 Tall #7351 HD Supply Mumber 249257
.
‘water Heater, Gas [Ultra Low Mox) 50Gallon, 20° diameter 2 B0 718" tall California Only (Ultra Low Mos) #3934 HD Supply Number 754146
‘water Heater Earthquake Strap Up ta 55 Gallon Strap Kit 26 HD Supply Mumber 206976
'
‘w'ater Heater Supply Lines 18" Corugated Copper Supply Line F20 HD Supply Number 403376
&i
it
‘w'ater Heater Supply Lines 24" Carrugated Copper SupplyLine #15 HD Supply Mumber 403377 it
o
FAUCET!SINKITUE
Eiath Sink, Round Gerber 197 Round 'white China Lavatory £79 HD Supply Number 404680
Bath Sirk, Oual Gerber 17207 Oval White China Lavatary 79 HD Supply Number 404681
-
-
Bathtub ‘white Enamel, Fight Handed Drain $274 HD Supply Mumber 191228 f
~
Bathtub ‘w'hite Enamel, Left Handed Drain 255 HD Supply Mumber 191227 \
Bathroom Sink Pop-Up Cast Brass Lawvatory Orain Pop-Up Unit 26 HD Supply Mumber 514300 ﬁi
N -
L
&N
Eiath Faucet ADA MOEM Chateau, Single Handle #121 HD Supply Mumber 414830 ’ i \
LY
Y,
Kitchen Faucet ADA MOEM Chateau, Single Handle #130 HD Supply Mumber 412620
Kitehen & Eath Faucet Cartridge Fieplacement MOEN Chate.au Feplacement Carridge $27 HD Supply Mumber 473000
Kitchen Sink, Single Bowl 22" 25", 7" Deep, 22 Gauge Stainless #1749 HD Supply Mumber 837454
Kitchen Sink, Double Bawl 22"%33", 7" Deep 22 Gauge Stainless #2211 HD Suggly MNumber 500686
Tub { Shower Yalve ADA MOEM Chateau, Posi-temp #160 HD Supply Mumber 416966
Under Lavatory Protector ADA Under Sink A0& Cover $33 HD Supply Number 550505
Al
Shower Head Miagara Conservation 1.75 GPM Shower Head #16 HD Supply Number 532923 ]
o o
ADA Handheld Shower Head & Grab Bar ADA Delta Grab Bar Shower Sustem #154 'S HD Supply Number 213228 3 ?(
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PLUMBING (continued)

TOILET

Flappers Forky Plus Red. 57 $5 HD Supply Mumber 579508 &
Flappers (12 Pack) Korky Plus Red, 57 (12 pack] 65 pkgtlz HD Supply Mumber 579589 &
Fluidmaster Fill Wale Fluidmaster 4004 #12 HD Supply Mumber 575250 .
+
[T

aidmaster Fill Valve § Pack Fluidmaster 4004 & Pack $72 HD Supply Mumber 754116 h'

Supply Line Metal Braided 3i5 1 TiG 1 12 &7 HD Supply Mumber 500401 .
Toilet Bowl (Flapperless] Miagra Bowl #1127 HD Supply Mumber 772053
Toilet Tank (Flapperless) Miagra Tank #1127 HD Supply Mumber 772050

&
Toilet Tank Gierbier Mawwell Tank FE3 HD Supply Mumber 189871
Tailet Biowl Gerber Maww ell Bowl #105 HD Supply Mumber 189104
(]
y Compliznt &ll-In-0ne Toilzt ADA Seaszons A04 Elongated Tailet #141 HD Supply Mumber 645134
y Compliznt &ll-In-0ne Toilzt ADA Seaszons A0A4 Round Tailet 136 HD Supply Mumber 645135
W04 Compliant Tailet Gowl ADA Seazons Elongated Bowl (use TTEE1E tank] #100 HD Supply Mumber 776620
DA Compliant Toilat Bowl ADA Seazons Round Bowl [use TTEE16 tank] 72 HD Supply Mumber 776618
DA Compliart Toilet Tark ADA Seasons 128 Gpf Tank (use ?;E‘E?D Elongated or 776615 Round 475 HD Supply Mumber 776616
Toilet Seat [Round] ‘wood Compasition, Closed Front F0Pkat & HD Supply Mumber 568501

Toilet Seat (Elongated) ADA ‘waood Compasition, Closed Front $120Pka B HD Supply Mumber 568515

‘w'an Rings Jumbio 'z Ring with Flange $5 HD Supply Mumber 569283 e
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BAIHROOM HARDWWARE
HUMIDITY COMTROL
- . ) Whispercheics S0/110 CFM Mation and Humidity Sensing Fan
Humidity & Mation Sensing Bath Fan Madel Fy-0511WaC1 214 Home DEQDt # 1002844279
Hurmidity & otion Sensing Bath F an wi Light ‘whisperSense 50 CFI Mation and Humidity Fan wi Light ¥230 Home Depot #1002845338 EAE
Hurmidity & Mation Sensing Bath Fan wi Light ‘whisperSense 50 CFM Mation and Humidits Fan wi Light #172 celia@portlandlighting.com m
BATHROOM HARD ARE
—r
Curved Shower Rod [Satin Mickel) Moen 60" Adjustable Shawer Rod, Brushed Mickel 63 HD Supply Number 822775 2 —
-\-‘!
Curved Shower Fod [Chrome] Moen 60" Adjustable Shower Fod, Chrome $62 HD Supply Number 822770 —
Tention Shower Fod (Mot Curved) 72" Brushed Mickel Adjustable Cam Lock Tension Shower Fod $24 HD Supply Number 822821 '
Tub & Shower Splash Guard Yhite Shower Splash Ender #211pkal? HD Supply Number 406220
»
Tub Surround Three piece high aloss $734 HD SUQQH} HNumber 680061
o . {,{,\
TawelBar Set, Satin Mickel 4-Piece Bath Towel Bar Set ([Brushed Nickel) #30 HD Supply Mumber 900191 e \_J
5
T——
Tawel Bar, Satin Mickel 18" Satin Mickel 25 HD SUQQP}] MNumber 400680
&
Towel Bar, Satin Nickel 24" Satin Mickel $30 HD Supply Number 400679
-
7 ¥
Towel Ring, Satin Mickel Siatin Mickel 14 HD Supply Number 400678
Stainless Steel Grab Bar ADA 1-12 212" Satin Finish $33 HD Supply Number 731220
e
Stainless Steel Grab Bar ADA 112 % 16" Satin Finish $E5 HD Supply Mumber 731221
-
Stainless Steel Grab Bar ADA 112 ¥ 18" Satin Finish 38 HD Supply Mumber 731222
-
Stainless Steel Grab Bar ADA 112 ¥ 24" Satin Finish 42 HD Supply Number 731223
“
Stainless Steel Grab Bar ADA 112 % 32" Satin Finish $50 HD Supply Number 731224
<
Stainless Steel Grab Bar ADA 1-12 ¥ 36" Satin Finish $54 HD Supply Number 731225
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Stainless Steel Grab Bar 112 % 42" Satin Finish $60 HD Supply Number 731227
.‘.
Stainless Steel Grab Bar 112 % 48 Satin Finish $65 HD Supply Number 731228
+ V
Stainless Steel Grab Bar Fastener Commercial Grab Bar Fastener #43 HD Supply Mumber 822688 ‘ﬂ
i
a8
DOOR HARDWARE
-
3 -
Smartk.eyn Deadbolt ADA Kuwikset Smartkey Satin Chrome Deadbolt F21 HD Supply Mumber 900794 ,} ’ 7
| =
Ertry Door Leverset ADA Kuwikzet Kingston Satin Chrome Entry Leverset F46 HD SUQQH@ Mumber 913968 2 fj
-
. }‘
-
Paszage Leverset ADA Ewikset Kingston Satin Chrome Passage Leverset 45 HD Supply Mumber 920927 rE
N\
Privacy Leverset ADA Fwikset Kingston Satin Chrome Privacy Leverset 47 HD Supply Number 920929 ‘{ ‘-’
S Wy
Hinge= Satin Chrome 3 112" Round Carner #3Pkg!2 HD Supply Mumber 894276
£
Strikeplates Stainless Steel $8Pkg!2 HD Supply Number 896615 L
Flexible Daar Stop Siatin Mickel #12Pkg !5 HD SUQQHQ MNumber 806350 \
PROPERTY OWNED EQUIPMENT
Appliance Dally ! Hand Truck Ratcheting Mulan Strap Dally #3851 HD SUQQHQ Mumber 129656
Automatic Poaol Cleaner Dalphin Mautilus CC Plus #7393 QOrder Th rough Central Office
Automatic: Pool Cle aner Filker Dolphin Mautius CC Plus Cartridge Filter Replacement (4pk] 25 Order Through Central Office
Blawer Echo backpack blower [C.4.R.B approved) $553 HD SUQQHQ Mumber 130866
Heater Oil Filled Heater 73 HD Supply Mumber 331838
Diehwmidifier 50 Firt Partsble Debumidifier $4EG HD Supply Number 203819 |
DOrrain Snake 25" Hand Sipin Auger $34 HD Supply Mumber 126015
Elzctrical Lackout Safery Kit Lockaout ! Tagout Kit $362 HD Supply Mumber 300573
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Exutension Cord 50" 14 Gauge # \Wire Extension Cord 63 HD Supply Number 300032 .'
Garbage Can 44 gallon Round Garbage Can $43 HD Supply Number 142432 '
Garbage Can Lid 44 gallon Round Garbage Can Lid #15 HD Supply Mumber 142438 -
Garbage Can 44 gallon Round Garbage Can #100 HD Supply Mumber 127140 q
Garden Hoze T3 Industrial Garden Hose f22x] HD Supply Number 150400 @
Gaz Can One Gallon Safety Can 73 HD Supply Number 131233 é
szardous Materizls Storage [Small) 30 Gallan Flammable Liquid Storage #1480 HD Supply Number 129693 -
O
—
izardous Materialz Storage (Large) 45 Sallon Flammable Liquid Storage $1651 HD Supply Number 129698 'r-
—
Hydrazenszaor Hudrashark Brand Maisture Detectar 160 Order Thl’DLIgh Central Office
.
Hugrometer [me asures humidity) Digital Packet Hugrometer & Thermameter #30 HD SUQQ& MNumber 154547
-~
&' Step Ladder ‘werner § Fiberglass Ladder 120 Home Depot SKU 768651 |F\
FA
24’ Extenzion Ladder ‘wherner 24" Aluminum Tupe | Ladder 260 Home Depot SKU 739347
<
|der Stabilizer far Entengion Ladders ‘werner Aluminum Ladder Stabilizer #45 Home Depot SKU 770334 - .
Faint Test Kit [for sites built before 1978) Lead Check Test Kit $40 pkald HD Supply Number 831085
zone Generators [Small Capacity] 000 zq faot Room Decdarizer 435 HD Supply Number 125452
P
lzone Generator [Large Capacity] 4000 5q foot Foom Deadarizer #5931 HD Supply Mumber 125453
—
4
M
Parking Lat Striping Machine Paint Striping Machine #1563 HD Supply Number 099458
e : )
Pressure ' asher F400P3E, 2.5 GPM Gaz Pressure 'Washer 350 Home Depot # 305967700
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Refrigeratar Coil Brush Refrigeratar Cail Bruzh 7 HD Supply Mumber 203023 /
Shoe Covers Dizposable Shoe Covers [Bow of 300) 51 Pkgi300 HD Supply Mumber 128424
Shep Vac, WetlDn 12 Gallon Wet ! Ory Yacuum #133 HD Supply Number 181776 1 I I |
-
S 5, -
Sriow Shiowel 18" Paly Snow Shewvel £33 HD Supply Mumber 111976
-
Toilet Auger 3 Foot Tailer Auger 355 HD Supply Mumber 152574
Tailet Dolly Falling Toilet Dolly #1258 Order Through Central Office
Tl Kit Praperty Owned Taol Kit [CA Praperties Only) Order Th I'Dllgh Central Office
Two'way Radios Matarala Twa watt, Four Channel HF $288 HD Supply Mumber 155197
"wlater Shuraff Key 287 Sreel Curk Key 13 Home Depot SKU 365270
1ed equipment continued on et page
PROPERTY OWNED EQUIPMENT (continued)
PERSOMAL SAFETY EQUIPMENT
Disposable Gloves, Large Dizpasable Large Mitrile Gloves ([Bow of 100] 20 HD SUQQ|! Number 117954
sposable Gloves, Kira Large Dizpazable XL Mitrile Glowve = (Biaw of 100) 20 HD SUEEH\-} Number 117955
Euewash Dual Eye 'wash Station 50 HD Supply Mumber 129443
First Aid Class “A” First Aid Kit M HD Supply Number 685337
Hearing Protection Earmuff Style Ear Pratection 20 HD SUEEH\-} Number 531073
Hearing Pratection Foam Ear Plugs (200 F airl $46Fkad 200 HD Supply Mumber 531108
Fiezpirator [Dizposable] P 100 Particulate Pespiratar 17 HD Supply Number 273320
Clear Wrap fround Safety Glasses 15 HD SUEEH\-} Number 696622

Safety Glasses
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PAINT / SUNDRIES
Blue 808 [Speedy) Paint ADA Fiodda Driveline Zone - Blue Podda dealer (Fill out form and _emall o
propertyrmanagernent@roddapaint. conn)
Red Curb Paint Fiodda Oriveline Zone - Red Fodda dealer [Fill out form and _ernall to
propertyrnanagement{@roddapaint. corn)
\White Speed Bump & Striping Paint Rodda Oriveline Traffic - White Rodda dealer [Fill out Form and emil to
propertyrnanagement{@roddapaint. corn)
“w'hite Striping Spray Paint [ use with striping machine 033458) “w'hite Fust-oleum Traffic Spray Paint, Case of 6 $59caretb HD Supply Number 900515
Lates Caulk 1010z Dap Alex Pluz, whits $56 Carc 12 HD SUQQH{ MNumber 108709
Latex Caulk [Squeeze Tube] 5.5 oz Dap Ales Plus, White $56 ara {12 HD Supply Number 108708
Silizone Caulk 010z GE Silicone I Kitchen & Bath, White 67 Cara 12 HD Supply Number 108607
e L
Silizone Caulk (squeeze tube) 2.8 GE Silicone || Kitchen & Bath, \white $73 Care 12 HD Supply Mumber 108605 f 'l 'ﬁiii
Sidew alk { Concrete Crack Sealant Sikaflex Crack Sealant #10 Home Depot 207086509 w
(Y
‘wall Tewture 20 oz Homax Orange Peel Texture $22 HD SUQQH{ MNumber 920020 E
-
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