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CAMV2 Study Guide 
 
 
Module 1 Industry Essentials 
 

I. Introduction to Industry Essentials 
 

II. Multifamily as an Investment 7-9 
a. Define Value, Investment, Return 7 
b. 4 Factors to Evaluate Investments – Risk, Income, Growth Liquidity 7-8 

i. Many listed risks 
ii. Growth is asset appreciation on its own 

 
III. The Multifamily Housing Industry 10-17 

a. List of stimuli that the industry provides – economic, neighborhood, 
environmental, specialized housing, investment vehicle, housing advocacy 
10 

b. The Real Estate Cycle 11 
i. Expansion, oversupply, recession, recovery 11 

ii. Affects buying and selling decisions 
c. Real Estate Investment Goals 12-13 

i. Rate of return, cash flow, tax benefits, investment diversification, 
quick profit from repositioning, increased value over time, pride of 
ownership 

ii. Advantages of real estate investment – regular cash payment, value 
increase, tax benefits, sound investment, use of leverage 13 

1. Leverage can be positive or negative 
iii. Disadvantages of real estate investment – lack of liquidity, need to 

manage, risk 14 
d. Ownership Structures 14-16 

i. Sole proprietor, LLC, S Corporation, LP, REIT, Tenancy in Common, 
Joint Venture 

ii. All have tax and liability impacts 
e. Property Lifecycle 17 

i. Growth, stability, decline, revitalization 
 

IV. Rental Housing Configurations 18-22 
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a. Different Types of Housing – Duplex, triplex, garden style, townhouse, low-
rise, mid-rise, high-rise. 18 

b. Apartment Building Types – Conventional market-rate, affordable program 
18-19 

c. Design for Resident Profiles – Student, military, senior, mixed use 19-20 
d. Property Classifications – A, B, C, D 21-22 

 
V. Management of Multifamily Assets – 23 

a. your skills in leasing, sales, marketing, revenue management, budgeting, 
purchasing, forecasting, market analytics, fair housing law, maintenance, 
human resources, computer technology 23 

b. Use standard operating guidelines 23 
c. Monitoring operations with KPI’s 24-25 

i. GMR, GPR, LTL/GTL, EO, Delinquency, turnover, leasing conversion, 
cost/lead/cost/lease, OER, NOI, ROI 24-25 

ii. KPIs must align with owner’s goals 25 
d. Daily Routines and workflows – every move or failure to move has an impact 

26 
e. Documentation and Record Keeping 26 

i. Files, reports, statements 27 
ii. FACTA – data security and destruction 27 

f. Digital property operations 27-30 
i. Property management systems for all primary functions 27 

ii. Online resident services and support 
iii. Paperless offices 28-29 
iv. Electronic documents and e-signing 
v. AI in property operations 29-30 

 
VI. Pricing 31-33 

a. Price Impactors – 
i. Economic conditions – population growth, household formation, jobs 

31 
ii. Housing trends 32 

iii. Law of supply and demand 32 
iv. Rent optimization programs – fluid rents and lease terms 32 
v. Competitors’ offerings 33 

vi. Property features 33 
vii. HUD and Govt assisted programs 33 
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VII. The Onsite Manager’s Role in Daily Property Management 34-36 

a. Build Relationships with Residents 
i. Create rapport – genuine interest, open and friendly, physical rapport, 

active listening, seek agreement 34 
ii. Customer service 34-35 

iii. Solicit resident feedback 35 
iv. Planning resident activities 35 
v. Connecting with residents – multi-cultural and -generational 36 

b. Application and Screening Process 36-42 
i. Screening – FCRA and FACTA laws 37 

ii. Screening Criteria – Credit Measurements, Income, Criminal, Legal 
residence, community guidelines 38-42 

iii. Approve, approve with conditions, deny 42 
c. The Move-In Process 43-44 

i. Preparations 
ii. Walk-through and orientations 

d. Maintenance and Service Requests 44-46 
i. Maintenance orientation 

ii. Service request protocols 
e. Communicating Rent Collection 46 
f. Resident Loyalty and Renewals 46-48 

i. Keys to resident retention 46 
ii. Controlling turnover 47 

iii. Lease renewal process 
g. The Move-Out Process 48-52 

i. Managing the Notice and response 
ii. Move-out inspection 

iii. Deductions from Deposits 49 
iv. Legal Reasons to Terminate a Lease 50 
v. Holdovers 50-51 

vi. Evictions – pay, cure, unconditional quit 51-52 
 

VIII. The Onsite Manager’s Role in Strategic Property 52-55 
a. Understanding Nine Stakeholders 53 
b. Balancing Advocacy 
c. The Corporation as a Stakeholder 54-55 

i. Ethics 
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ii. Values 
iii. Asset Preservation and Value enhancement 

 
IX. The Impact of IE on the Bottom Line 56 

a. Raising investment value for owners 
b. Manage well to grow value 
c. Advocate for all stakeholder groups. 

 
 
 
Study Questions to Follow  
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Module 2  Property Maintenance 
 

I. Introduction 
 

II. Overview of Maintenance – 5 Primary Tasks 8 
 

III. The Onsite Manager’s Role and Responsibilities 9-20 
a. 6 Primary Types of Maintenance 10 
b. A Well-Maintained Property 10-11 
c. Setting High Quality Standards 11 
d. It takes a Team 11-12 
e. Hiring Personnel 12 
f. Maintenance Related Training 12-14 

i. General, Technician, Office Team, CAMT Certificate 
g. Maintenance Management Software and Maintenance Technology 15-16 

i. Maintenance Software and Service Request Functionality 
ii. Maintenance Technology 

h. Communicating Standards 17-20 
i. Setting Maintenance Up for Success – 4 Primary Areas 17-20 
j. Teamwork and Service Satisfaction 20 

 
IV. Asset Maintenance 21-36 

a. 6 general maintenance areas – exterior, interior, make-ready, capital 
expenditures, moisture management, preventive 22-24 

b. Definition of deferred maintenance 24 
c. Habitability – definition, ensuring, remedies 25-26 
d. Property Inspections – why, how to, exterior and interior 26-28 
e. Inventory – two types, control, purchasing and storage 28-30 
f. Service Requests – intake, 4-step process, quality standards 30-33 

i. Reviewing technician and property data 33-35 
ii. Recognizing the Team 35 

 
V. Making Units Ready for Occupancy 37-39 

a. The Make-Ready Process – from notice to final inspection 37-38 
b. Minimizing Vacancy Loss 38-39 

 
VI. Preventive Maintenance 40-44 
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a. The Onsite Manager’s Role – emphasis and follow-up 40 
b. The five-step preventive maintenance program 41-42 
c. Assigning, monitoring and recordkeeping 42-44 

 
VII. Emergency Response 45-47 

a. Two primary types of emergencies 45 
b. Emergency Maintenance Guidelines 45 
c. Follow-Up and Management Response 46 
d. Emergency Preparedness 46-47 

 
VIII. Supplier and Contractor Relationships 48-54 

a. The onsite manager’s role 48 
b. Difference between supplier and contractor 48 

i. Preferred supplier programs 49 
ii. Working with contractors 49 

1. Finding and using contractors 49-50 
c. Certificates of Insurance 51 
d. The Bidding Process – Ethics in the Process 51-53 

i. Scope and specifications - content 
ii. Solicit bids – review and disqualification 52-53 

iii. Award contract 
e. Managing a Contractor’s or Supplier’s Work 54 

 
IX. Workplace Safety 55-65 

a. OSHA Compliance and Manager’s responsibilities 55 
i. OSHA Inspections and Recordkeeping 56-57 

ii. Areas of focus for OSHA 57 
1. Hazard Communication Standard – labeling and SDS, written 

plan 58-61 
2. Lockout/Tagout Standard – types of energy 61-62 
3. Electrical Safety-Related Training Standard 62-63 
4. Bloodborne Pathogens – Exposure 63-64 
5. Personal Protection Equipment Standard 64-65 

 
X. Sustainability in Property Maintenance 66-68 

a. Benefits of Going Green – types of green practices 66 
b. Green solutions – examples 66-67 
c. Implementing Green Practices 67 
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d. Engaging Residents and Staff 68 
 

XI. The Impact of Maintenance on the Bottom Line 69 
a. Manage maintenance to raise value 
b. It’s not only a property, but also an asset 

 
 
 
Study Questions to Follow  
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Module 3 Legal Responsibilities and Risk Management 
 

I. Introduction to Legal Responsibilities and Risk Management 5-7 
a. Legal Application in all Property Management Activities 5 

i. Assessing and Managing Risk - Protect: People and Property 7 
 

II. Laws and Risks Related to Residents 8-34 
a. Fair Housing 8 

i. Legal Overview – FHA, Section 504, FHAA, ADA (I, III, IV and V), HOPA 
8-10 

ii. State and Local Laws Apply 10 
iii. Enforcement thru HUD office of FHEO 10-11 
iv. Description of Federally Protected Classes 11-13 
v. Examples of State and Local Protections 13-14 

vi. Discrimination – intentional and Disparate Impact 14 
1. Example of Familial Discrimination 15 
2. Unreasonable Obstruction 15-16 

vii. Compliance – Policies and Practices 16-17 
1. Reasonable Rental Criteria 17 
2. Review of Criminal Background Checks 17-18 
3. Liabilities for Violations and Handling Exceptions 18-19 

viii. Disability-Related Accommodations, Modifications and Accessibility 
19-34 

1. Define Disability 19 
2. Comparison of Disability Legislation 20-21 
3. Define Accommodations and Modifications 21-22 

a. The Resident Request Process 22 
b. Interactive Process 23 
c. Section 504 Exceptions 23 
d. Examples of Accommodations 24 

i. Accommodations and Animals 24-25 
ii. Process Guidance 25-26 

iii. January 2020 HUD Guidance 26-28 
iv. Guidance for Parking Accommodations 28-29 
v. Guidance for Mental Health Accommodations 

29-30 
e. Need for Privacy for Resident 30 
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f. Examples of Modifications 3-types of Classifications 
30-31 

i. Paying for Modifications 31 
ii. Rules under Section 504 31-32 

g. Denying an Accommodation or Modification 32 
h. Managing Accessible Units – 2 Types 32-33 

4. Mandatory Construction Design Requirements – 7 Types 33-34 
5. Fair Housing and Renovations 34 

b. Marketing, Screening, Applicants and Leasing 34 
1. Marketing 34 

a. Fair Housing in Advertising 35 
b. Consumer Disclosures 35 

2. Screening 35 
a. Reasonable Criteria 36 
b. Consistent, documented process 36 
c. FCRA 36-37 

i. Compliance 
ii. Adverse Action Letters 

d. FACTA 37-38 
i. Compliance broadens reports 

ii. Broader adverse action rules 
e. Identity Issues in Virtual Relationships 39-39 

i. 4 kinds – first person fraud (muling); third person 
fraud (identity theft); identity manipulation fraud; 
synthetic fraud 

ii. Identifying Fraud 39 
3. Leasing 40-41 

a. The Lease Contract – 4 parts to a contract 40-41 
b. Working with Leases 41 

c. Risk Management Related to Residents – 3 obligations 42 
i. Property hazards 

ii. Crime deterrence 
iii. Environmental hazards 
iv. Liability 42 

1. Definition 
2. When Liability occurs 
3. Financial Impact of Liability 43 

v. Negligence 43-46 
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1. Mitigation of Liability 44 
2. Implied Warranty of Habitability 44-45 

a. Maintenance around the property and homes 
b. Resident Rights regarding Habitability 45 

vi. Minimizing Risks to Resident 46 
1. Danger awareness and prevention 

vii. Crime deterrence 46-47 
1. Criminal activity on the property 47 
2. Law Enforcement 47 
3. Megan’s Law 48 
4. Federal Pool Safety Requirements 48 

viii. Environmental Hazards 49-55 
1. Interesting Parties – EPA, OSHA, State and County Health 

Depts. 49-50 
2. Types of Hazards – Asbestos, HVAC Refrigerant, Lead, Radon, 

Carbon Monoxide, Mold, Meth Labs 50-55 
ix. Resident Education 55-62 

1. Safety and Crime Programs 56 
2. Renters Insurance 57 
3. Key Resident Issues 57 

a. Right of Entry/Notice of Entry – 4 reasons are detailed 
57-61 

b. Unaccompanied minors 61 
c. Denied Entry 61 
d. Protecting Resident Privacy – data 61-62 

x. Telecommunications 62-63 
1. Satellite Dish Rules 
2. New Broadband Rules 

xi. Incident Reports and Forms 63-64 
1. How to complete the form 
2. Handling claims 64 

 
III. Laws and Risks Related to Employees - in Teams and Leading People modules 

65 
 

IV. Laws and Risks Related to Third Parties, Contractors, and Supplier Partners 66-
71 
a. Liabilities and Responsibilities for Working with Contractors 66 
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b. Legal Liability and Onsite Manager Responsibility 66 
c. Contractor Agreement Elements 66-70 

i. Refresh – 4 elements 67 
ii. Third Party Contracts Elements – 6 components 67-68 

iii. Liability Protections 68-69 
1. General waiver and release 
2. Hold harmless agreement 
3. Settlement and Release agreement 

iv. Minimizing Contract Risk 69-70 
1. Lien waivers 
2. Multiple payees 
3. Payment and performance bonds 
4. Certificate of insurance 

v. After Work Begins 70 
1. Inspect before payment 

 
V. Laws and Risks Related to Property 71-84 

a. Emergency Plans 71-78 
i. Developing a Plan 72 

ii. Most Likely Emergencies and Impact 72-73 
1. Property – People – Business Operations 74-76 
2. Prioritize Most likely Risks and Big Impacts 77 

iii. Create a Plan 77-78 
iv. Implement Plan 78 

b. Loss Prevention and Loss Control 78-83 
i. Definitions and examples 78-79 

ii. Liability to Residents 80 
iii. Loss Control Strategies 81-84 

1. Finance the Risk through insurance 81 
2. Types of Insurance 81-83 

a. Property Insurance 
b. Fidelity Insurance 
c. Third Party Liability Insurance 
d. Workers Compensation 
e. Cyber security  

 
VI. The Impact of Legal Responsibilities and Risk Management on the Bottom Line 

85 



 

                                                                                               
 

CAM V2 Study Guide September 2024  12 
 

a. Preventive systems in place 
b. Training and retraining 
c. Avoid claims 

 
 
 
Study Questions to Follow  
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Module 4 Marketing 
 

I. Introduction to Marketing 7 
a. Onsite manager recommends, implements and monitors 
b. May or may not have corporate support 

 
II. Financial Impact of Marketing 8-11 

a. Impactors – rental rates, rates on existing leases, rental revenue adjustments 
8 

b. The balance between occupancy and rental rate 8 
c. The impact of concessions – Net Effective Rent 9 
d. Economic Occupancy - GMR, GPR, TRR, EO 10-11 

 
III. Marketing Fundamentals 12-18 

a. Defining the Market 12 
b. The Manager’s Role in Marketing – note the verbs 12-18 
c. Five P’S 13-18 

i. The basics – people and product 
ii. The variables – price and promotion 

iii. The constant – place 
iv. Detailed discussion of each 14-18 

1. People – more than just the site 
2. Product – reliability, quality, availability 
3. Price – many impactors 
4. Promotion – align method with profile 
5. Place – physical, relative, comparative 

 
IV. Planning to Market 19-23 

a. Manager’s Role 19 
b. Goals of the Plan 19 
c. The Plan vs the objectives 20-21 

i. Why do it vs. what’s the goal 
ii. SMART objectives 

d. Gathering Data – property performance stats 21-23 
i. Move-outs and Turnover 22 

ii. Percent Leased 23 
e. Marketing Plan Audience 23 
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V. Marketing Plan: People 24 

a. Types of People – 24-25 
i. Residents  

ii. Future Resident – Target Marketing25-26 
1. Demographic 
2. Geographic 
3. Psychographic 
4. Sweet Spot 
5. Market Segmentation 25-27 

iii. Onsite Staff 27-29 
1. Successful Selling 
2. Relationship Sales 
3. Sales Activities 
4. Selling vs Marketing 

 
VI. Marketing Plan: Product 30-34 

a. Product Basic Standards 30 
b. Onsite Manager’s Role 31 
c. Definition of Product Knowledge 31-32 
d. Market Comparison, Competitor Analysis 32 
e. SWOT Analysis 33-34 

 
VII. Marketing Plan: Price 35 

a. Price is more than the rent 
b. Factors that affect pricing 35-39 

i. Law of supply and demand 
ii. Rent optimization programs 

iii. Economic conditions 
iv. Housing 
v. Property Features 

vi. HUD and government program 
c. Net Effect of Setting Rents 36-39 

i. Raising and Lowering 36-37 
ii. Renewal Increase Percentage 38 

iii. Concessions and Incentives 38-39 
 

VIII. Marketing Plan: Promotion 40 
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a. Attention, Interest, Desire, Action – AIDA 40 
b. Types of Promotion 40-44 

i. Advertising 41-42 
1. Campaigns 
2. Tools and Media 

ii. Sales Promotions 42 
1. Resident and Staff incentives 

iii. Public Relations and Brand Identity 43 
1. Online opportunities to grow your brand and brand awareness 

iv. Outreach – BTB swaps 43-44 
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IX. Marketing Plan: Place 45 

a. Walkability 
b. Proximity 

 
X. Writing a Marketing Plan 46-49 

a. The Marketing Plan Steps 46 
b. The Strategy – the how 46 
c. SMART Objectives 47-48 
d. The Marketing Plan Budget 48-49 

i. List of possible components 
ii. Cost per Lead/Cost per Lease 49 

 
XI. Marketing Plan: Implementation 50 

a. Buy-In, shared responsibilities 
b. Criteria that measure success 50 

 
XII. The Impact of Marketing on the Bottom Line 51 

a. Assertive pricing models 
b. Customize to customer 
c. Impact all 5 P’s 

 
 
 
 
Study Questions to Follow  
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Module 5 Managing Teams 
 

I. Introduction 6 
 

II. Employment Law  7 
a. The Dept of Labor, The Wage and Hour Board, the Equal Employment 7 

Opportunity Commission are the three federal watchdogs for employment 
b. Covered individuals – 7-8 

i. Employees – full time, parttime, temporary seasonal. Applicants 
ii. Work program assignees 

iii. Interns 
iv. Trainees or apprentices 
v. Volunteers 

vi. Independent contractors – watch for definition 
c. Key Employment Laws – Description and Compliance 8-24 

i. FCRA 8  
ii. FACTA 9 

iii. Title VII of the Civil Rights Act of 1964  10 
1. 1991 amendment added tougher penalties 

iv. ADEA 11 
v. Title I of the ADA 11 

vi. FSLA 12 
1. Timekeeper 
2. Hourly vs. Salary Pay 

vii. FSLA Overtime Rules 13-15 
1. Salary Basis 
2. Salary Amount 
3. Duties Test 

viii. EPA 15 
ix. OSHA 16 
x. IRCA 17 

xi. NLRA 17 
xii. USERRA 18 

xiii. FMLA 18 
xiv. COBRA 19 
xv. HIPPA 20 

xvi. Workers’ Compensation 20 
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xvii. Jury Systems Improvement Act 21 
xviii. Federal Posting Requirements 21-22 

xix. Employment at Will 23 
xx. Right to Work 23 

xxi. Pay Equity and Transparency 24 
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III. Compensation and Benefits 25-34 

a. Total Compensation Package – 6 components 25 
i. Base Pay 

1. How to determine 
2. Examples 

ii. Benefits – extras provided by the company 26 
1. Employer contributions 
2. Value of Benefits 

iii. Free or Discounted Housing – calculate value 27 
iv. Incentive or Variable Pay 29 

1. Examples 
2. Converting to regular pay 31 

v. Recognition and Reward Program 32 
vi. Other Benefits 32 

vii. Calculate the Cost of an Employee 33-34 
 

IV. Recruiting and Hiring 35 
a. Five specific values of a diverse work team 35-36 
b. DE&I 36-37 
c. Diverse job descriptions 37-39 
d. Overview of Onsite position Scopes 39-41 
e. Inclusive Recruiting and Sourcing – know the job 42 
f. Recruiting Methods 42-45 

i. Current employees 
ii. Current residents 

iii. Networking 
iv. Employee referrals 
v. Advertising 

vi. Employment agencies 
vii. Online resources and social media 

viii. Career fairs 
ix. Industry job boards 
x. More 

g. Applications and Application Design 46-48 
i. Do’s and Don’ts 47 

ii. Salary History? 48 
iii. Unsolicited Applications 48 
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h. The Interview Process 49-56 
i. Interview Guides 49-50 

ii. ADA Impact on Interviewing 50-51 
iii. Do’s and Don’ts 51-53 
iv. The three steps to a Successful Interview 54-55 

1. Medical Test 56 
2. Substance Abuse Testing 56 

i. Evaluating Candidates 57-60 
i. Interview Evaluation Form 57  

ii. Refences and Other Screening 58-59 
iii. Second Interviews 60 

j. Making a Conditional Offer of Employment 60 
i. Offer Letter Topics 61 

ii. Objections and Thank you Notes 62-63 
 

V. Onboarding and Team Development 63-68 
a. Constructing the Employee File 63 
b. Pre-Employment and Employment Documents 63-67 

i. Employee Handbook 68 
c. New Employee Orientation and Onboarding 68 

i. The Orientation Process 
1. 6 steps shared with HR and site staff 69-71 

ii. Creating a Great Onboarding Experience – Components 71-73 
1. Expectations, self-confidence, social connections, company 

knowledge 
d. Fostering and Inclusive Workplace 73-74 
e. Developing your Team 74-82 

i. Training – Types 74-76 
ii. Evaluating Performance 76 - 81 

1. Benefits of Evaluation 76-77 
2. Types of Evaluation methods 77-78 
3. The Performance Evaluation Process 78 - 82 

a. Writing the Evaluation 
b. The performance evaluation conference 
c. Employee Expectations 79 
d. Tips for a successful session 
e. Typical ratings, problems 81-82 

iii. Performance Issues – Counseling Meetings 82-87 
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1. The Counseling Process 83 
2. Tips for Successful Sessions 83 
3. Managing Responses and Additional Disciplinary Problems 85 
4. 4-step typical disciplinary process 86 
5. Suspension/Administrative Leave 86-87 

f. Conflict Resolution 87-88 
i. Healthy vs. Unhealthy 88 

ii. Sources 88 
iii. 5 types of typical responses 88 

g. Employee Complaints 89 
i. Process for investigation and resolution 89 

h. Harassment, including Sexual Harassment 90-94 
i. Definitions 90 

ii. Examples of workplace harassment 91-92 
iii. Liability and Employer Responsibilities 94 

i. Substance Abuse 94 
i. Suspicion 

ii. Proper handling 
j. Workplace Violence 95 

i. Tips for Prevention 95-96 
ii. Addressing it in the Workplace 96 

k. Mental Health Support 96-98 
i. Dealing with trauma 96-97 

ii. The ALGEE Approach 97-98 
iii. EAP’s 98 

l. Worker Compensation Claims 98 
i. Covered Claims 

ii. Guidelines for Response 99-100 
m. Separation of Employment/Termination 100-110 

i. Voluntary Separation 102 
ii. Involuntary Separation 102 

iii. Being Prepared 102-103 
iv. The Termination Process104-105 
v. Wrongful Termination 105 

vi. Exit Interviews 106 
vii. Responding to Reference Requests 107-108 

viii. Understanding Unemployment Compensation 108-110 
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VI. The Impact of Managing Teams on the Bottom Line 111 
a. Your Tams make or break your onsite operation 
b. Managing and developing a team raises productivity and results 
c. Knowledge of laws and regulations can keep owners out of courts 

 
 
 
 
Study Questions to Follow  
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Module 6 Leading People 
 

I. Introduction to Leading People 6 
a. Characteristics of Leaders, communication, common goals 

 
II. Defining Leadership 7-9 

a. The Characteristics of a Leader 7 
b. The Leadership Challenge – 5 Key Practices 7-9 

i. Model the Way 
ii. Inspire a Shared Vision 

iii. Challenge the Process 
iv. Enable Others to Act 
v. Encourage the Heart 

 
III. Communication Skills 10-15 

a. The Mechanics of Communication 
i. Sender, Receiver, the message, the medium, feedback, noise, 

context 10-11 
ii. Unexpected factors 11-12 

b. Establish Common Ground 12 
c. Develop Skills of Influence and Persuasion 12 

i. The Art of Persuasion 13 
ii. 7 Principles of Persuasion 13-14 

iii. Networking Tips 14-15 
 

IV. Team Leadership 16-21 
a. Mutual Respect 16 
b. The Trust Framework – 13 Behaviors of Trust 16-18 
c. Promote Open and Honest Communication 18-19 
d. Reward Initiative 19-20 
e. Celebrate Accomplishments 20 
f. Motivate your Team Members 20-21 

i. What Motivates People 
ii. Evaluate and Adapt 

 
V. Talent Development 22 -32 

a. Empower your People 22 
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b. Provide Clear and Timely Feedback 22-23 
c. Praise Appropriately 23 
d. Give Credit for Good Work 23 
e. Keep Employees Challenge 23-24 
f. Individual Development Plans 24-26 

i. Identify professional goals, recap strengths and talents, open doors 
for opportunities 

ii. Implementing the plan 25-26 
g. Offer on-the-job learning 26-28 
h. Set SMART Goals 28-31 

i. Help employee set SMART goals 28-30 
ii. Use Purpose, Planning and Partnering to clarify and write goals 30 

i. Once goals are set always monitor and give feedback 30-31 
j. Coaching and Mentoring – definitions, great team support 31-32 

i. Know the differences between the two 
 

VI. Giving and Receiving Feedback 33-41 
a. Initiate the conversation, share insights and experiences, recognize a job well 

done, encourage employee feedback, be a role model 33 
b. The SBI Model for Feedback 34 
c. Planning a Formal Constructive Feedback Session 34 

i. Be well prepared – data, documentation, time, and safe place 34-35 
ii. Delivering the Message – tone, words, body, on topic, listen, 

empathize, confirm understanding 35-38 
iii. Creating a Plan for Improvement – collaborate and goal-driven 38-39 
iv. Follow-Up and Monitor Progress – focus on moving Forward, 

measure results, did the plan work? 39-41 
d. Receiving Feedback 41-42 

 
VII. Your Personal Development as a Leader 43 

a. Create your Own Action Plan 43 
b. Create your Own Accountability – deadlines, measurements, regular check-

ins 44 
 

VIII. The Impact of Leadership on the Bottom Line 45 
a. Leadership Requires Collaboration 
b. Effective Communication is Vital 
c. A cohesive team reflect your leadership 
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d. A strong leader produces results through their teams 
 
 
 
Study Questions to Follow  
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Module 7 Investment Management 
 

I. Managing the Operations of a Successful Apartment Community 7-16 
a. Math is Everywhere! 7 
b. Factors Affecting Rental Rates – recap from Module 1 7-8 

i. Supply and Demand 
ii. Housing trends 

iii. Economic conditions 
iv. Rent optimization programs 
v. Competitor offerings 

vi. Property features 
vii. HUD and government programs 

c. When to Increase Rents – increases for current residents 8-9 
d. When to lower Rents 9-10 
e. Rental Rates and the Bottom-Line Example 10-11 
f. Factors to Consider when Increasing the rents – From Module 4 11-12 

i. 3 P’s – People, Product, Promotion 
g. Minimizing Rental Loss 12-16 

i. 4 Types - Vacancy (VAC); Concessions (CON), Non-Revenue Units 
(NR), Bad Debt or Collections (BD) 13-14 

ii. Follow strict collection guidelines 7 in Text 14-16 
 

II. Reporting and Budgeting Basics 17-30 
a. Accounting vs. Bookkeeping 17 
b. Operational Activity Reports – paint an operational picture 17-30 

i. Rent Roll 18 
ii. Operating or Income Statement 19 

iii. Delinquency Report/Aged Receivables 20 
iv. Balance Sheet 20 
v. Types of Accounting – cash, accrual, modified cash/accrual21 

vi. General Ledge and Chart of Accounts 21 
vii. Invoices and Budget Control 22-23 

viii. Use of Budgets 23-30 
1. Purpose 
2. Types of Budgets – 3 to know 24-25 
3. Budget Development Process – 3 steps 25-26 
4. Tips for Developing the budget 26-27 
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5. Link Budget to Business Plan 28 
6. Annualization and Extrapolation Estimating 28-30 
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III. Income 30-34 

a. Factors that Affect Rental Income 
i. Market rates, rates on existing leases, rental adjustments 30 

b. The Impact of Concessions on Net Effective Rent 30 
i. GMR +/- Loss/Gain to Lease = GPR - Adjustments = TRR + OI = EGI 31-

34 
 

IV. Operating Expenses 35-37 
a. Operating Expenses – typical expenses to operate the property 35 
b. Cost of Goods Sold – cost of readying and selling a product 35-36 
c. Types of Expenses 36-37 

i. Fixed 
ii. Variable (controllable) 

 
V. Net Operating Incomes (NOI) and Cash Flow (CF) 38 

a. Formula – EGI – Operating Expenses = NOI 
b. Why NOI Matters 38 
c. Asset Related Expenses 38-41 

i. Capital Expenses (CE) 38-40 
1. Depreciation 39 
2. Asset Preservation Capitals 
3. Asset Improvement Capitals 

ii. Debt Service 40 
iii. Replacement Reserve 40 
iv. Cash Flow 41 

d. The Cash Flow Formula 41-43 
 

VI. Measuring Asset Performance 43 
a. Purpose of an Economic Analysis 44 

i. OER 44-45 
ii. EO 46 

iii. Turnover Rate 46-48 
iv. ROI 49-50 
v. Cost-Benefit Analysis 50-51 

vi. Analyzing Variances 51-54 
1. Explaining and Recommending Actions 52 
2. Largest Expense Categories 53 
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3. Reforecasting 53 
4. Same Store/YOY 53 
5. Trending 54 
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VII. Determining Asset Value 55 

a. Definition of Value 55 
b. Purposes of Valuation 55 
c. Valuation Methods – 3 56-58 

i. An Appraisers Perspective on Value 56-57 
1. Supply and Demand 
2. Substitution 
3. Highest and Best Use 
4. External Influences 

ii. Cost Approach 57 
iii. Sales Comparison 57 
iv. Income Capitalization 58 

d. Understanding the Income Capitalization Approach 58-62 
i. CAP Rates 58-59 

ii. The Value Formula – Value, NOI, Cap Rate 59-62 
 

VIII. The Onsite Manager’s Impact on the Bottom Line 63 
a. All the skills in other modules have a mathematical impact 
b. Each function the manager serves fuels value 

 
 
 
Study Questions to Follow 


