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Module 1 Client Services and Stakeholder Relations

l. Introduction

Il. Portfolio Supervisors Role in Relation to Stakeholders 10
a. Define Stakeholders 10
b. A Portfolio Supervisors Role i1

M. Ethics and the Portfolio Supervisor 12
a. Keysto Ethical Success 13-15
b. Common Ethical Dilemmas 15-16

V. Property Owners and Investors as Stakeholder
a. Working with Property Owners 17
b. Understanding and Meeting Property Owner Expectations
i. Common Goals 18-19
ii.  The Financial Strategy 19-20
c. Communication and Reporting 22
d. Handling Multiple Owners 22-23

V. The Management Company as a Stakeholder 24
a. Understanding the Management Agreement 24-25
b. Key Parts of the Management Agreement 25-34
c. Creating an Owner’s Report 34
i. Whyisareportimportant 34
ii. Parts of an Owners Report — 35-36
d. The Management Company and its Representatives
i.  Referrals 37
ii. Business Development 37-38

VI. Lenders a Stakeholders 39
a. Lender Requirements 39-40
b. Debt Coverage Ratio 40-41
c. Loans for Government Assisted Properties 41

VII. Regulatory agencies as Stakeholders 42
a. Key Federal Laws and Regulations 42-47
b. Employment Laws and Regulations 48
i.  Posting Requirements

CAPS V2 Study Guide September 2024



CAPS

VIII.

ii. Employment at Will, Right to Work, Pay Equity and Transparency 48-
49
iii.  Workplace Safety Laws 49-51
iv.  Rental Laws and Regulations 51-52
1. Fair Housing in the Leasing Process 52
2. Government Assisted Properties 52-53
3. Fair Housing and Section 504 53
4. Community Reinvestment Act (CRA) 54

Residents as Stakeholders 55
a. Renting to Persons with Disabilities 55
i.  Modifications and Accommodations 56-57
ii. Mandatory 7 Design Features 57
Assuring Habitability 58-59
Environmental Safety 59
Deterring Crime 60
Entering a Residence 61
i.  Official Entry 61
ii. DeniedEntry 62
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Neighborhood and Municipalities as Stakeholders 63
a. Multifamily Contributions to the Neighborhood 63-64
b. Cultivating a Relationship with the Neighborhood 65

Other Stakeholders
a. Mixed Use Properties 66
b. Special Property Types 67-69

Study Questions to Follow
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Module 2 Measuring Asset Performance

l. Introduction

Il Property Ownership Life Cycle 13
a. The Typical Property Ownership Life Cycle 13
i. Factors in the Life cycle 14-15

M. Analyzing the Performance of an Asset 16
a. General Rule: Revenue vs. Expenses 16
b. Investors Goals and performance requirements 17
c. ldentifying Contributing Factors — History 17-18
d. Examining Key Performance Indicators 18
i. KPI’s across a portfolio 19
ii. Using Multiple KPI’s 19
e. Key Performance Indicators 20
i. Samples and Application to a Team or a Portfolio 20-32
ii. GMR, GPR, LTL/GTL, Rent Increase Percentage, OER, Comparisons to
Budget, YOY Same Store, Per Unit or Per Square Foot, Service Ratings,
Service Request Response, Mystery Shops, Variances to repair
Budgets, Renewal Conversions, Turnover Rate, Delinquency, Closing
Ratio, Third Party Surveys, Workplace Safety
f. Troubleshooting an Underperforming Asset and Examples 33, Appendix

V. Asset Acquisition and Due Diligence Overview 36
a. Due Diligence and Risk Assessment 36
b. Due Diligence Processes — Analysis for Budget vs. Acquisition Impacts 37-42
c. RentRoll, lease files, contracts, service requests, governmental compliance,
encumbrances and litigation, physical inspections, tax issues, insurance
claims history, personal property owned, market analysis.
d. Managing during an Asset Sale/Acquisition 43-45

V. Market Analysis 46
a. The Market Analysis Process 46
Regional Analysis 47-49
Neighborhood Analysis (Effective Market Area) 49-51
Competitor Analysis 52-53
Completing the Market Analysis 53-54
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VI. Inspections — extensive lists 55
a. A Portfolio Supervisor’s Role 56-57
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b. During aninspection —look for deferred maintenance, functional and
economic obsolescence 57
c. Types of Inspections 58
i. Environmental Assessment 58-59
ii. Property Exteriors 59-63
iii. Building Inspections 63
iv. Accessibility 63-66
v. Mechanical Inspections 66-71
vi. Interior Inspections 71-75
vii. Using Inspection Findings to Evaluate Marketing 74-75

VII. Operational and Financial Analysis 76
Analyzing Income Sources 76-77

Rent Roll Analysis 77-78

Lease File Audits 78-80

Resident Profile Data 80-81

Analyzing Expenses 81-82

Analyzing Key Operating Information 82-83

S0 Q00T

VIIl.  Reporting Results
a. The Due Diligence Report Overview 84-85
b. Key Content for a Due Diligence Report 85-87

IX. Asset Ownership Transition 89
a. Asset Transition Overview 89
b. Disposition and Acquisition 89-91
c. Asset Ownership Transition Checklist 91

X. Investment Strategies: Renovation, Disposition and Refinancing 93
a. Asset Renovation 93
i. The Supervisor’s Role 93
ii. Renovation for Improvement or Preservation
b. Asset Disposition 95
i. Factors that impact the decision to Sell 95-96
c. Asset Refinancing 96
i. Reasons for refinancing 96
ii. Refinancing and Leverage 97

Study Questions to Follow
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Module 3

Talent Development

Introduction

Understanding Talent Development 9

a. Benefits of Talent Development 9

b. Challenges of Talent Development 10

c. The Importance of Employee Retention10-11

Building and Inclusive and Supportive Workplace 12
a. Diversity, Equity, and Inclusion (DE&!) 12-14
b. DE&l Initiatives 14
c. Unconscious Bias 15
i. Definition and Impact 15-16
ii. Types of Unconscious Bias 17-20
iii. Effects onthe Organization 20-21
iv. Mitigating Bias 22
d. Mental Health Support 23-24
i. The ALGEE Approach 23-24

Managing through the Employee Cycle 25
a. Recruiting Interviewing and Hiring 27-32
i. Legal Consideration 27
ii. Recruiting from Outside the Industry 28-29
iii. Recruiting from College Degree Programs 29
iv. Interview Questions 29-31
1. Behavior Based 29-30
2. Company Culture 30-31
v. Offers and Compensation 31-32
b. Orientation and Onboarding Definitions 32-33
Training 33-35
d. Goal Setting 35-36
i. Performance Management 35
ii. SMART Goals 36
e. Employee Engagement and Motivation 36-38
i. Employee Engagement 37
ii. Tips for Engagement 37
iii. Tips for Motivation 38
f. Team Building 38
i. Emotionally Intelligent Teams 39
ii. Team Red flags 39
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iii. Stages of Team Development 39
g. Mentoring, Coaching and Evaluating Performance 40-48
i. Definitions 43-44
ii. Mentoring 43
iii. Coaching 44-45
iv. Evaluating Performance 45
v. Providing Feedback — Negative and positive 46-47
vi. Strategic Career Path Development 47
h. Confronting Serious Employee Issues 48-51
i. Employee Complaints —48-49
ii. Harassment and Sexual Harassment 49-50
iii. Substance Abuse 50-51
i. Disciplinary Action and Separation 51-55
i. Counseling 51
ii. Progressive Discipline 52
iii. Involuntary Separation 52-53
iv. Voluntary Separation 55

V. A Portfolio Supervisor’s Role in Talent Development 56-59
a. Managing from a Distance 56

b. Managing When you’re Not the Expert 58
c. Managing a Legally Compliant Workplace 59

Study Questions to Follow
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Module 4 Leadership

l. Introduction

Il. Managing vs Leading 11
a. Leading and/or Managing 10-11
b. The Time Management Challenge 11-12

M. Communication 13-27
a. Understanding Communication 13-14
i. 3 Main ways we communicate 14
ii. Barriers to Communication 14-17
iii. More Communication Skills - Pitch, Tone, Speed 17-18
iv. Non-Verbal Communication 18-21
v. Mechanics of Communication 21-22
vi. Listening Skills 23-24
vii. Asking Good Questions 24-27
1. Clarifying, Ensuring Completeness and Correctness
2. Determining Relevance, Drilling Down
3. Summarizing

V. Critical Conversation 28-38

a. Definition and when should it happen 28-29

b. Preparing and Planning for a critical conversation 30-31

c. Havingthe Critic al Conversation 31-33

i. SBlIModel 32

ii. BodyLanguage, active listening, check for understanding 32-33
iii. Diffusing Anger or Negative Emotions 34
iv. Wrapping up a Crucial Conversation 36-37
v. After the Crucial Conversation 37-38

V. Presenting Persuasively 39-49
a. Creating the Presentation
b. Structuring, Researching and Writing 39-40
c. Delivery Methods and Techniques 42-43
i. Virtual Presentations 43
d. Overcoming Nervousness 44-46
e. Enhancing Your Presentation 46-49

VI. Conflict Resolution 50-52
a. Working as a Team 50
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b. Your Perception of Conflict 50-51
c. Resolving the Root of the Conflict 51-52

VII. Emotional Intelligence 53-59

Definition 53-54

Benefits 54-55

Relationship Management 55-56

Failure as an Opportunity to Grow 56-57
Building Rapport 58

Emotional awareness and Empathy 58-59
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VIIl.  Building Teams 60-67
a. Listed Benefits of Team Building 60-61
Team Building Efforts — Activities, Education social 61-62
Common Mistakes when Building Teams 62-64
Tips for Creating a Team-Building Plan 64-65
Evaluation 66-67
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IX. Delegation 68-70
a. Listed Key Benefits 68
b. Delegating Effectively 69-70

X. Change Management 71-
a. Preparing for a Change — 3 Aspects 71-72
b. Creating a Strategy Document 72-73
c. ldentifying the WIIFM 74-75
d. Understanding Change 75-79
i. Typical Reactions to Change75-76
ii. Toolsto Help Sell the Change 76
iii. Leading and Managing the Change 77-78
iv. Celebrate the Successes 79-80

Study Questions to Follow

CAPS V2 Study Guide September 2024



CAPS

Module 5 Investment Management

l. Introduction

Il. Investing in Multifamily Communities 10-13
a. Why Invest in Multifamily? 11
b. Income Taxes and Multifamily Community Investments 12-13
i. Depreciation
ii. Capital Gains
iii. Original Basis — Recoverable Basis — Adjusted Basis

M. Multifamily Ownership Structures 14-17
a. Ownership Types 14-17
b. Tax Status and Liability

V. Mortgage Financing 18-30
a. Mortgages and Investors 19
b. Financing and Leverage 19
c. Mortgage and Promissory Notes19-21
d. Types of Mortgage Loans 21-23
i. 3 standard plus other types of loans 22-23

e. Sources of Mortgage Financing 24
f. Government Funding Sources 24-25
g. Mortgage Financing Risk 25
i. Fiverisks
h. Loan Analysis 26-28
i. LTV27
ii. DCR28

i. Receivership Process 29-30

V. Budgeting 31-43
a. A Portfolio Supervisor’s Role 31

Overseeing the Process 32-33
Types of Budgets 33
Communication — Owner’s Goals and Manager Expectations 34-35
Resources and Manager Coaching37-38

i. Three Steps 38-39
Extrapolating and Annualization 40-42
g. Budget Reforecasts 42-43
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VI. Getting to the Bottom Line 44-57
a. Accounting Methods - cash, accrual, modified cash/accrual 44
b. Income 45
c. Operating Expenses 45-47
i. Cost of Goods Sold 46
ii. Variable and Fixed 46-47
d. NOI47
e. Asset-Related Expenses 48-50
i. Capital Expenses 48
1. Asset preservation 49
2. Assetimprovement 49
ii. Depreciation 48-49
iii. Debt Service DS 50
iv. Replacement Reserves RR 50
f. Cash Flow CF50
The Cash Flow Formula 51-53
Key Calculations the Cash Flow Formula 54-56
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VII. Analyzing Performance 58-73
a. The Operating Statement 59-60
b. The Balance Sheet 60
c. General Ledger 60-61
d. Calculations for Measuring Property Performance 63-69
i. Economic Occupancy 63-64
ii. Operating Expense Ratio 64-65
iii. Returnon Investment 65-67
iv. Cost-Benefit Analysis 67-68
v. Cashon Cash Return 58-69
vi. Budget Variances 69-72
1. Support Managers in Variance Reporting 69-70
2. Analyze and Explain Variances 70-71
3. ldentify Variance Trends 72-73
a. Largest expense categories 73
b. The portfolio perspective 73

VIIl.  Property Valuation75-84
a. Property Value Fundamentals 75-76
i. Why Need to know Value? 75-76
ii. Three approaches tovalue 76
b. The Appraisers Look at Value 76-77
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Four attributes influence any of the three approaches 76-77
Supply and demand, substitution, highest and best use, external
influences 77

c. Cost Approach to Value 77-78
d. Sales Comparison Approach to Value 78
e. Income Capitalization approach to Value 78-84

i
ii.
iii.
iv.
V.

Two major components — NOIl and Cap Rate 78-79
The Value Formula 80-81

Two known variables can solve for the third
Change the cap rate or change the NOI 81-83

The portfolio effect on Value 83-84

Study Questions to Follow
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