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Introduction

Property
Maintenance for
Managers
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-® Materials

Participant Workbook Reference Guide

High-level information

+ Follow along in class
» Take notes

+ Complete activities

+ Study for exam
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[ Managing Inventory

0 Inspections

U Role and Responsibilities
U Hiring Maintenance Personnel
U Maintenance Terminology
U Overseeing Service Requests

0 Contractors and Vendors

0 Types of Maintenance
U Conservation & Green Properties

Property Mair. = naiic
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A CAM’s Role

A CAM s ultimately responsibility for the property’s effective functioning including maintenance operations.
Maintenance refers to the upkeep and repair of property and equipment.

A CAM's Role and
Responsibilities

E® Maintenance Overview

Maintenance refers to the upkeep an
—property and equipment

J Make-ready services
0 Daily property and
equipment inspections
[ Service request response
U Preventive maintenance

C AM E@I © 2016 National Apartment Association .
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® Property Maintenance— Purpose

U Control costs

U Increase efficiency

I Preserve the asset

O Minimize risk to property,
residents, and public

[ Attract and retain skilled
maintenance personnel

1 Attract and retain residents

2= Video: Leam About Majntenance
CAM

How can a CAM learn about
maintenance?

personnel, owners, and contractors
Control maintenance expenditures
Manage the daily maintenance work
Assign and prioritize service requests
Estimate cost and time for completion .

© 2016 National Apartment Association 8
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Slide 10
—® Types of Maintenance Part |
Exterior Interior Make Ready

« Repairing or
replacing items to
keep building and
landscape areas in
excellent condition

« Repairing or
replacing items to
keep building and
amenity interiors in
excellent condition

* Repairing or
replacing items to
make a unit “market
ready”

« Examples

* ExamApIe§ « Examples + Move-out review
* nght{ng + Walls, ceilings + Mechanicals
+ Fencing + Electricaland - Fixtures and
« Driveways plumbing appliances
+ Doors/windows + Safety » Painting, flooring
+ Cabinets + Cleaning
CAME P
Slide 1
™ Types of Maintenance — Part Il
Capital Moisture Preventative
Management
+ Managing the + Managing « A proactive

addition or repair of
large, non-recurring
property
expenditures that
add to the “useful
life” of a property.
Includes the
supervision and
recordkeeping for
capital installations

maintenance issues
related to water
damage, moisture
infiltration, visible
mold or musty odors.

« Ensures meeting
lender and regulatory
requirements for
such incidents.

value of a prop
« A scheduled

CAME

Slide 12

5™ Refer:

CAME

ormation about each of
the Types of
Maintenance. .

Copyrght 2016 National Apartment Associaton
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Types of Maintenance

Types of Maintenance

Property Maintenance for Managers

You will oversee the Maintenance Supervisor or Service Manager, but the Maintenance Supervisor or Service

Manager is responsible for the “market-ready” condition of a property.

Typeof Description Whatis Induded
Maintenance
Exterior Repairing or replacingitemstokeep | ® Landscapeirriga
building exteriors in excellent e  Exterior lighting
condition e Sidingand roofs
e Fencesand retaining
[ ]
[ ]
Interior Repairing or replacing items ti pls, ceilings, windows, floors
building interiors in excellent afety components
condition Smoke/CO detectors
Fire extinguishers
oors, cabinets, counter tops
e Electricaland mechanical
e  Appliances, plumbing, HVAC
Make Ready Repairing O 1. Pre-inspection 7. Shelving, towel racks,
i fady” andmeetthe | 2. Trash removal ceiling fans
ospective residents | 3. Pest control 8. Storage rooms,
4. Mechanical systems— pantries
electrical, plumbing, | 9. Painting, caulking
appliances, HVAC 10. Flooring
5. Retrofits & rehab 11. Drains, sinks, tubs,
items showers
6. Drywall, doors, 12. Post-inspection
windows, screens, 13. Final cleaning and
locks, cabinets, welcome gift
counters, vanities
10
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Typeof Description
Maintenance
Capital Large, non-recurring property

Expenditure
Projects

Preventative

Moisture
Management
Plan

expenditures that add to the “useful
life” of a property

Note: Depreciated over an expected
life rather than a single year and are
not used to calculate NOI

A proactive approach to protect and
maintain the value of property.

It maintains the property so deferred
projects do not overwhelm staff and
helps meet requirements for
inspection set by authorities.

A plan outlining how to deal with
maintenance issues related to yate
damage, moisture infiltratio
mold, or musty/moldy odors

e Manylendggsandinsu

have a plan
gt issues of th
igs and fol

C AME © 2016 National Apartment Association

All aspects of inte

Property Maintenance for Managers

What is Induded

Non-recurring expenses, such as:
Replacing a roof
Painting buildings
Repaving a parking lot
Adding a swimming pool

de

areas of a property.

Cellulose insulation
iberglass insulation

Hard surface, porous flooring (linoleum, ceramic
tile, vinyl)

Non-porous hard surfaces (plastics and metals)
Upholstered fumniture

Wallboard (drywall and gypsum board)
Window drapes

Wood surface

11
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Property Maintenance for Managers

&= Video: Copa Airlines

FranklinCovey

INSights

o differently. Get betters

See differently

003025 =3

® Activity:Copa Airlines

.
Instructions:

1 What was Copa’s strategy to become a great airline?

2. How did they make sure evel as involved in the
strategy and goals

3. Whatis your strategy for achi

© 2016 National Apartment Association 12
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" Setting Standards

Setting high quality
standards ensures a
property is well-maintained
and improved; it ADDS
VALUE .

CAME

Copyright 2015 Nalionsl Aparimenl Associalon

5™ Quality Standards

| Set an example for others

1 Complete repairs correctly
and in a timely manner

1 Ensure make-readies are
perfect and on time

1 Follow preventative
maintenance schedules

Quality workmanship extends
the useful life of everything
on a property.

CAME

C AM Eﬁ © 2016 National Apartment Association
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s Communicating
Standards

[ Write service requests
clearly and accurately

[ Include detailed, accurate
information about the
specific problem

|J Understand the staff
workload and prioritize

J Keep communication open to
avoid misunderstandings

1 Consider options
1 Resolve issues
I Follow up .

The maintenance team can save and control costs n. - than an;,

other ¢

to have contact
with maintenance

personnel than office
personnel.

C AM Fﬁl © 2016 National Apartment Association “
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-m Maintenance
" Personnel

O Increase efficiency

[ Control and reduce expenses
[ Minimize risk and liability

U Preserve the asset

[ Keep a preventive
maintenance program to
extend the life of:

* Equipment .
+ Mhdiires Maximum results at
P minimum costs

® CAM Responsibilities

0O Keep current with laws & regulations
Oversee safety & emergencies

Maintain records & required
certificates

Conduct inspections

Hire qualified technicians
Know when to use a contractor
Understand bagigcontracts

[y i

R R

Set maintenance u|

M Responsibilities.

CAMEE

C AM E@I © 2016 National Apartment Association s
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Property Maintenance for Managers

CAM Responsibilities

e Keep current with new laws and regulations that impact the property, particularly those relating to safety for
residents and staff.

e Maintain records and required certificates (occupancy, elevators, swimming pools, etc.) for the property. This
includes the Environmental Protection Agency (EPA) certification for working with refrigerants and Certified Pool
Operator (CPO) where required.

e Understand the maintenance repairs necessary to ensure that all OSHA, local and state safe workplace

requirements are met.

Conduct inspections.

Oversee safety issues and emergencies.

Hire qualified maintenance technicians and evaluate their performance.

Know when to use a contractor, and how to write a job specification and conduct

Understand basic contracts.
Prepare and monitor budgets.

ing pro

Plan for capital expenses.
Set maintenance up for success.

C AM [r;_r%l © 2016 National Apartment Association "
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M

® Set Maintenance Up for Success

= Know what must be done/what is scheduled
« Delegate and prioritize tasks
= Utilize skills of maintenance personnel

|

Have a Plan » Understand maintenance responsibilities

- Speak with maintenance staff daily

n

Respect workloads and schedules
Work with Staff - Set attainable goals .

|

Work with
Cthers

|

CAME

‘Copyright € 2016 National Apariment Assoeiatian 7n

M

® Set Maintenance Up for Success

Manage Tasks
& Personnel

« Create a plan and set schedules for wo
Have a Plan
« Develop a budget
« Implement preventative maintenance
programs

- Execute, adjust, and antj

- Take a proactive appro:
Work with maintenance issues

« Establish standards for high g

CAME

‘COpyIgt © 2016 National AJaNMEN! AG0ciEDIN

Share resp

bility for the curb appeal
of the property among all staff

Pliscuss, and explain problems

Work with Staff = Share information and decision making
Seek input for decisions and timeframes

Discuss maintenance in each staff meeting

Work with
Others

Include technicians in off-site activities .

CAME

‘CopyngnE @ 2016 Nalonal Aparment ASG0cEDIN 23
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5® Set Maintenance Up for Success

T
Manage Tasks
& Personnel

Work with Staff
|

Waork with
Others .

CAME

= Work with contractors
= Develop a network for finding help

= Engage residents in conversations on

grounds and in their homes

Encourage residents to report maintenance
needs promptly

Follow up to ensure resident satisfaction .

‘Copyright © 201 Natlonal Apariment Association 24

™ Reference: Set Maintenance Up For Success

' ™
See the Participant
Workbook for an
unabbreviated list of ways
to Set Maintenance Up

For Success. .

L1 ———

Property Maintenance for Managers
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Property Maintenance for Managers

Set Maintenance Up for Success

e  Know what maintenance work must be done
e Know what is scheduled for the day

Work with the maintenance supervisor to assign responsibilities; delegate tasks and
prioritize tasks

Work closely with and utilize skills of the maintenance supervisor or service manager
Understand the duties/responsibilities of maintenance personnel

Speak with the maintenance supervisor or staff daily
Respect workloads and schedules
Schedule 20% of day for supervisor
Set attainable goals

Manage Tasks &
Personnel

Create a plan (daily, weekly and long term)
e Work with your maintenance superviso

overtime maintenance work
Develop a budget

ekly, monthly and

reventative maintenance

HaveaPlan
programs

Execute, adjust, and
Take a proactive app iCI@l& maintenance issues; “Fix it before it breaks”
Make decisions

de service technicians in off-site activities such as community service and job fairs

ork with contractors

¢ Develop a network for finding help: schools, temp employees, contractors, vendors

e Engage residents in conversations on grounds and in their homes

e  Encourage residents to report maintenance needs promptly before they become more
costly repairs or emergencies—not just when rent is due

e Follow up to make sure repairs were completed and the resident is satisfied

Work with Others

© 2016 National Apartment Association 19
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Property Maintenance for Managers

1::.~.—. 1 Provide training opportunities
- and professional development
1 Crosstrain regularly

® Reference: Training Types

& ™\
See page the Participant
Workbook for a summary
of Training Types. .

CAMFE Comyright © 2018 National Apartment Associstio
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Training Types
General Training Office Staff
e Provide training opportunities & professional e  Staff must take accurate, detailed service requests
development e  Getting work done right the first time:
e Crosstrain regularly 0 Savestime & money
e Increases resident satisfaction
Technician Training
® Increases: CAMT training:
0 Maintenance personnel’s skills .
O Productivity °

0 Employee job satisfaction

O Resident satisfaction

0 Workfinished correctly the first time rofessionals the krfowledge and tools
e Reduces: ective maintenance

O Maintenance expenses Y

0 Wastedtime ccredited 8 the American National

0 Employee & resident tumover Standards Institute (ANSI), a private non-profit

O Service call backs organization that administers and coordinates
e Include techniciansin reward, incentive and e U.S. voluntary standardization and

recognition programs conformity assessment system.
e Encourage relationships with tec uisites for the Certification:

properties e Oneyear of apartment or rental housing
e Include techniciansin hopping maintenance experience

assignments e  Successful completion of the seven courses and
online content
e Meeting all examination requirements within 24

months of declaring candidacy for CAMT

CAMT provides the knowledge and tools necessary to
run an effective maintenance operation.

For more information:
http://www.naahq.org/leam/education/designation-

programs

Maintenance Technicians who increase their skill levels and accept greater responsibility create a
stronger team and potentially add greater value to the property.

C AME © 2016 National Apartment Association 21
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® Maintenance Training for Office Staff

+ Staff must take
accurate, detailed
service requests

+  Getting work rightthe
firsttime:

+ Saves time and money h

«  Increases residen )
lsatistacﬁon e y

Personnel wastes 2 hours each week
due to unclear service requests!

-

® Activity: Take a Service Request Order

-
Instructions:
In teams, put together a list of questions CAMs
should be asking when someone calls with a
service request to be sure that the request is as
specific as possible.

« Scenario 1: My disposal doesn't work.
+  Seenario 2: | have no hot water.
= Scenario 3: | have no power. .

.

CAME

OV 2015 TR0 TSNS ASSOTIN

Increases:
0 Maintenance personnel's skills
1 Productivity
1 Resident satisfaction
1 Work finished comectly the first time
Reduces:
J Maintenance expenses
J Wastedtime
U Employee and resident tumover
O Service call backs

C AME © 2016 National Apartment Association 2




Certified Apartment Managers"! Participant Workbook

Property Maintenance for Managers

M

=® Training Service Technicians

Training enhances technicians’ skills,
increases job satisfaction, and allows them to
earn professional designations

1 Include in reward, incentive
and recognition programs

| 1 Encourage relationshipswith
techniciansat other properties

1 Include in mystery shopping

assignments

Maintenance
Technicians who

levels and acce
greater
respongibility

MATIONAL APARTMENT ASS|

Education Institute

Available for:
J Local apartment associations
- Apartment management companies

The same curriculum can be taken:

 Through the national program with NAAEI-provided
instructor

J Through local apartment association sponsorship .

C AM Eﬁl © 2016 National Apartment Association .
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Property Maintenance for Managers

5% CAMT Modules

Technical Non-Technical

. Electrical Maintenance and Repair : A Day in the Life of a Maintenance
: - Technician

: Plumbing Maintenance and Repair
: - Welcome to the Industry

: Heating, Ventilation and AIC (HVAC) . customer Service

Maintenance and Repair
. - Teamwork

E Appliance Maintenance and Repair E - Time & Project Management

: Interior and Exterior Maintenance and - Money Matters

epair .+ Documentation & Paperwork
: L. Maintenance & Emergencies
. safety and Compliance

www.naahq.org/education/designationprograms :

—

knowledge and tools
CAMER s st s necessary to run an effective
maintenance operation .

-/ Taking Better Service Requests

Before Service After Service

1 Resident name & address IJ Description of completed work

|~ QO Date and time of request | - Action taken ]
J Follow-up needed (if any)

O Work requested U Estimate of cost incurred
Y U Permission to enter 0 Amount of time spent
. 0 Name of service technician: 0O Resident follow-up call or post-
assigned inspection |

U Resident survey

Ok for a sample

ce Request Form
Template and a list of
Information Needed in

Service Requests. .

Copyright 2018 Naional Apariment Associten 6

CAME
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Service Request Form Template

Property Name:

Property Maintenance for Managers

Date:
Time:
Taken By:

Apartment Number:
Resident Name:

Resident Phone Number:

Entry Permission:

Specific Problem/Work Requested:

Assigned to:

Date:

Recommendations/Comments:

Action Taken
Completed:

Temporary Repai

Parts Replaced:

Parts on Order:

Resident Called Back:

Comments:

C AM F_@I © 2016 National Apartment Association
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Property Maintenance for Managers

Information Needed in Service Requests

Many properties enter service request information online and in some cases the request is also transmitted
electronically to the maintenance technician’s mobile phone.

Some service request forms or software programs automatically provide multiple copies. This is useful to give one
copy to the resident, one to your supervisor, and one to file in the resident and/or unit file.

Before Service

Resident name & address

Date and time of request

Work requested

Permission to enter

Name of service technician assigned

C AM [r;_r%l © 2016 National Apartment Association -
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Property Maintenance for Managers

Hiring Maintenance Personnel

Hiring maintenance personnel may be delegated to the Maintenance Supervisor or Service Manager, but you are
ultimately responsible for employee performance.

e likelyto have

C AM [r;_r%l © 2016 National Apartment Association -
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Property Maintenance for Managers

=® Hiring Maintenance Personnel

Maintenance may hire their staff, but
YOU are ultimately responsible for
employee performance.

-® Job Descriptions

1 Job descriptions should
clearly detail the work to
be performed

1 Depending on the size of

the property, you may

need multiple job
descriptions

Maintenance Skills
Checklist and sample
job descriptions. .

CAME ¢ i

© 2016 National Apartment Association 28
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Property Maintenance for Managers

Hiring Maintenance Technicians

During the hiring process, you should:
e Use a Maintenance Skills Checklist during the interview to identify the candidate’s skills
e Review the job description to ensure skills match the job to be performed
e Checkapplicants’ references, criminal background, driving record
[

Conduct drug tests

C AM Eﬁl © 2016 National Apartment Association 2
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Maintenance Skills Checklist
Skill Experience level
None Some

Electrical Rewire shorted fixtures.
Replace drauit breaker.
Operate testingmeter.

Plumbing Replace washers.
Replace faucetand handles.

Reypair ball cock assemblies.

Install new ball codc assembilies.

Remove and replace trap.

Remove and install/reseal toilet.

Solder and replace pipes.

Hot water heatersand circulating
pumps

General maintenance.

Install water heater.

QOil drculating pump.

Install draulating pump.

Fumaces/wall heaters

Appliances

Install stove element.

Rewire stove (partial).

Installoventimer.

Install oven thermostat.

Recharge refrigerant.

Garbage disposal

Free jammed garbage disposal.

Replace gasket.

C AM [r;_r%l © 2016 National Apartment Association
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Property Maintenance for Managers

Disassemble and reassemble.

Rewire.

Install new disposal.

Dishwasher

Removeimpeller.

Install new pump.

Adjusttimer.

Install newtimer.

Install new dishwasher.

Ceilingsand walls

Repairwallboard and prepare for painting.

Install newwallboard.

Acousticspraying.

Fooring

Repair subfloor.

Replace subfloor.

Installtile.

Repair carpet with patches.

Locks/Doors

Install deadbolt.

Replace lock oylinders.

st sprinkler heads.

Replace sprinkler heads.

Landscaping

Trimand prune.

Fertiizing

Glass/windows

Glass cutting.

Glassinstallation.

Screening

Repair with patches.

Rescreen windows/patio doors.

M F—’ﬁ © 2016 National Apartment Association
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Job Descriptions
Maintenance Supervisor

Principal Objective of the Position: This position is the senior level maintenance person on site and is responsible for the
overall maintenance of the site including planning, coordinating, budgeting, organizing and maintaining the physical needs of
the site. This person will perform and direct other maintenance personnel in the repair and maintenance of HVAC systems,
electrical/mechanical systems, plumbing, grounds, structural elements, mechanical equiggfent and refurbishment of
apartments. The Maintenance Supervisor, under the direction of the Property Mana enerates satisfactory cash flow,
positive resident relations and optimal resident retention.

Requirements:

Training/Education

e High School Diploma or equivalent
e Valid Driver’s License and reliable private transportatio
e  EPA Designation/Certification

Experience/Skills
e Threeyears progressive maintenance/repair o

maintenance in multi-family or co
e  Supervisory and training experien

ech electrical, plumbing and grounds

Ability to operate all neg
e Demonstrated
standards
e Ability to perform a variety of duties in all types of weather

tools/equipment to perform the essential functions of the position
e and working knowledge of OSHA standards and other environmental safety

Essential Functions:
e  Schedules, assigns and/or performs all maintenance functions, including responsibility to complete service
requests within 24 hours and refurbish vacant units within five (5) business days or less

© 2016 National Apartment Association 32
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Property Maintenance for Managers

e Supervises, guides and schedules training, when necessary of all maintenance personnel in the maintenance and
repair of HVAC systems, electrical systems, mechanical stems, plumbing, grounds, structural elements, motor
vehicles and equipment

e  Completes move-in and move-out inspections

e Supervises and/or performs all work related to maintenance of the property’s curb appeal

¢ Implements cleaning and maintenance programs for grounds, office/clubhouse, common areas and work areas

e Schedules and performs regular inspections of all grounds, structures and systems and corrects problems, if any

e Supervises and provides or schedules training for employee use of company equipm nd/or vehicle

e Assistsin the maintenance portion of the overall property budget and ensures th aintenance operating
expenses remain within the existing budget

e Develop and implement an inventory control program along with a preventa

e Responsible for expenditures within company guidelines

scheduling and assignment of work, submission of reports and p
hire/termination information, employee counseling and evglkaiti ifig functions in a timely

work to be performed
e  Conductsinspections of contracted work - ch and conformance with specifications and

costs
e Submits timely reporting of any p incidents to the insurance company
e Submits timely reporting of any work i the workers’ compensation insurance company

e Complies with all local,
e Completes other duties

Principal Obj itlih: The Assistant Maintenance Supervisor assists the Maintenance Supervisor with the overall
maintenance functions of th perty. Thisincludes repairs and maintenance of all mechanical, electrical equipment,
plumbing fixtures, cilities, and grounds of the property. The Assistant Maintenance Supervisor works toward the
common goals of satisfactory cash flow, positive resident relations, and optimal resident retention.

Requirements:

Training/Education

e High School Diploma or equivalent
e Valid Driver’s License

e  EPA Designation/Certification
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Experience/Skills

e  Minimum two years of demonstrated experience in the maintenance and repair of mechanical and electrical
systems, plumbing and grounds keeping

e  Good oral and written communication skills

e Knowledge of Equal Housing Opportunity (EHO) requirements and applicable program regulations

Special Requirements

e Ability to lift up to 100 pounds

e  Ability to operate a two-axle motor vehicle
e  Ability to maintain 24-hour, on-call status
e Ability to operate all necessary tools/equipment to perform the essential functio
¢ Demonstrated experience and working knowledge of OSHA standards and other en
e Ability to perform a variety of duties in all types of weather

safety standards

Essential Functions:
e Polices grounds as first task daily and throughout d
e Receives service work orders, performs required wo i Bstablished time frames to ensure service is
within 24 hours
e Refurbishes vacant units within five (5) workin,
e Completes painting, cleaning, groungds work, etc.
e Completes move-in and move-o i80S, S
e  Operates various mechanical or elect
e Completes preventative i sekeePthg inspections of apartment units

e  Assists with administrati ining inventory control and making recommendations for
purchases
e [sabletope aintenance Supervisor in his/her absence

e  Submits tj i operty loss on liability related incidents to the insurance company

Groundskeeper

Principal Objective of Position: The Groundskeeper maintains the grounds of the property and works towards the
common goals of satisfactory cash flow, positive resident relations and optimal resident retention.
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Requirements:

Training/Education

High School Diploma or equivalent
Valid Driver’s License preferred

Experience Desired

Special Requirements

Oral and written communication skills
Knowledge of Equal Housing Opportunity (EHO) requirements and applicable pro

regulations

Essential Functions:

Ability to operate a two-axle motor vehicle
Must be able to lift up to 100 pounds
Ability to operate all necessary tools to perform the essential fun
Demonstrated experience and working knowledge of OSHAs&agdar isnmental safety
standards

Ability to perform a variety of duties in all types of wg

Polices grounds as first task daily and througho
Completes grounds work as neede
Plants, prunes, weeds, seeds or r
Operates various mechanical or elect
Completes other duties
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M

£® Maintenance Technician Skill Levels

: Senior/
Entry-Level Mid-Level .
-w Y L 4 Supervisor
+ Basic knowledgeof =~ * CAMT orequal « Budgeting skills
tools « Troubleshooting + Building codes

Interior make ready Lock & key security « Ability to train others

+ Basic electric + Carpentry &drywall | pooooron
. icati ¢ Read and laii =
Communication and e abnbul + Accountability and
organizational skills 9! =
e e + EPA ifrequired mentoring
. ¥V|||||ngness& ;ﬁlllly Mot o + Understand property
olearnnew skills i management and
+ CPO * Rlumbing: toilets, leasing reports .
faucets, fixtures, etc.
« Basic computer skills
CAME

£ Reference: Skills Levels

P
See page the Participant
Workbook for an
unabbreviated list of
Maintenance
Technician Skill Levels.

LS 11%| ———
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Maintenance Technician Skill Levels

Thisis a list of examples and is NOT a comprehensive list.

Entry-Level skills Mid-Level skills Senior/ Supervisory skills

e Basic knowledge of tools e CAMT orequal Budgeting skills

o Interior make-ready skills o Legibility in writing ¢ Building codes
including minor painting o Repair/replacementof building | e Abilityto train others
e Basic electric: changing light components
bulbs, testing outlets and e Troubleshooting
switches o Familiarity with appliances
e Follows directions well and e Lockand key security
understands safety o Interior repair including
requirements carpentry and drywall

e Good communication and
organizational skills

o Willingness and ability to learn
new skills

o Certified Pool/Spa Operator

Electrical: ohms low, me
Read and explain di

o Administrative skills such as:
0 Organizing and prioritizing
0 Time management
O Record keeping
0 Communication skills
e Professional attitude and appearance

Number of years and
Formal education
Training inindustry design
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Years and type of experience
Formal education

Training and industry credentials

Experience with contractors and
suppliers

Computer skills
Administrative skills:

+ Organizing and prioritizing

+ Time management

+ Maintaining records and schedules
» Communication skills

Professional attitude/appearance .

-® Activity: Hiring a Maintenance Supervisor

-
Instructions:
There is a vacancy for the Maintenance
Supervisor position at Creekwood.
In teams, use the Creekwood Property

Information and Site Staffing Plan to assess the
strengths and weaknesses of your assigned

candidate:
«  JerrydJ
Jody B
¢+ AlexK .
o

CAME
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Maintenance Supervisor Candidate Profiles

Jerry Jis a 54 year old experienced maintenance supervisor. He has worked in the industry for a small owner with
multiple small properties for 18 years. He has complete buying authority and is responsible for parts and supplies
that he keepsin his truck as he goes from property to property. He has not maintained a shop or physical inventory
atanylocation. From time to time he has worked with a helper but is a one-man-show most of the time. The owner
has a reputation in the community for not paying her bills and being slow on responding to maintenance. Jerryis
often frustrated with this and at long last he has decided to make a change.

Jody Bis a 37 year old female with a variety of experience in the industry. She has cg
starting in the industry 12 years ago as a maid. She attended some leasing classe: i t wasn't for her.
She has worked for three companies in her twelve years. She was promoted in the isorona
300-unit property but has struggled with the staff accepting her asthe lead. Sheisate i rand likes to
build consensus but gets frustrated when she is unsuccessful at eami . Mai overisup.The

AlexKis a 28 year old maintenance technician on a 785€il there for 3 years after leaving
his cousin’s busy home repair business. He had w
learning maintenance skills on the job. Heisa stro
He steps into the supervisor role when the lead isa The property manager sees himasa
growing asset. At this community, com i d parts ordering are in place, which suits Alex just
fine. Heis tech-savvy and actively teac opt the new technology. While friendly, he stays
focused on his work and some residents h seems almost rushed and robotic when he is providing
service.
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Administering Service Requests

Administering Service Requests .

™ Service Request Process

(01) Office Staff ——» takes service request

. completes service
@ Maintenance — request

records complete
service requests

@ CAM reviews weekly service
request mary .

@ Office/Maintenance —

CAME Copyrisnt & 2046 Natomal Apariment Associaton
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-® Administering Service Requests — Purpose

Administering the service request process helps you:
+ Assess each staff member's skills
+ Match the work with the correct skill set
« Complete performance appraisals
* Plan preventative maintenance
« |dentify trends
+ Plan budgets

Service request forms can
be completed on paper or
electronically using
maintenance software .

CAME

.meng

« Preventative maintenance needs
= Possible capital expenditures

—— * Trends:

» Large number of requests
in a particular unit
+ Patterns of repeated requests of 3
specific type
Construction defects
+ Deteriorated infrastructure
« Poor workmanship
i « Budget implicationg

ﬂ « Duration of typi

m

a Reviewing Service
Request Summag

When request: r
Types of requésli§ received

.
=5
o
=
@
[0
Q.
w
w

Average turnard®
Status of vacant residences
Cost of service or repair
Technician work perfor|
Planning maintenance & repairs
Training and/or adding staff .
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M

£® Reference: Service Requests

( ™
See the Participant

P Workbook for a summary
of Information in
i Service Request
- ——— Summaries. .

CAMH Copyright © 2016 Naboenal
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Information in Service Request Summaries

The type of information the Service Request Summary should include if maintained for:

Each Maintenance Technician The Property
e Nameandjobtitle Total number of service requests:
e Number of service requests completed e Received
e Types of work performed e Completed and pending
e Total number of hours worked .
e Space forcomments °
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M

-|® Service Request Summaries By Technician

+ Name and job title

+ Number of service requests
completed

+ Types of work performed
+ Total number of hours worked
+ Space for comments .

(™ Service Request Summaries By Property

Total number of requests:

* Received

= Completed and pending

* That needed parts

* From previous week
Total number of:

+  Follow-up calls

+ Inspections made
Emergencies

Preventative
tasks complete
+  Hours worked .

CAME
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™ Service Request Software

Service request software can track:

1 Who is assigned what task(s)

1 Number of assignments given in a day
1 Number of assignments completed

J How long each assignment took

1 How many call backs were made

-® Reference: Service Requests (continued)

-
See the Participant Workbook
for:

+ Service Request Process
* Reviewing Service
Requests and
Summaries

CAME .
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Property Maintenance for Managers

Service Request Process

1. Office staff takes a service request.

2. Maintenance staff completes the service request.

3. The CAM reviews & summarizes service requests.
4. The CAM reviews weekly service request summary.

Reviewing Service Requests and Service Request Summaries
When reviewing Service Requests and Service Request Summaries, you will look for the f;

Reviewing Service Requests

e Preventative maintenance needs
e Possible capital expenditures
e Trendssuchas:
O Large number of requests
ina particular unit
O Patterns of repeated requests of a
specific type ici performance records
0 Construction defects anning maintenance & repairs
O Deteriorated infrastructure Training and/or adding staff
O Poor workmanship on previous
e Budgetimplications
e Duration of typical repairs
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Service Request Summary Template

Property:
Date:
Employee Title #WorkOrders ~ TotalTime
Completed
Work Requests
SERVICE REQUESTS
Total received for week.
Total completed.
Pending from previous week.
Pending from current week.

Holding for parts.
Total all work reqy

Emergendies Handled

Total Vacandies

#0ofSRs Follow-upDate  Response/Resuit
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Managing Inventory

Standard Inventory includes items that are used frequently. When tools or parts are available, maintenance and
repair efficiency increases. Purchasing materials and managing inventory contributes to the Net Operating Income

and consequently adds value.

& Maintaining Standard Inventory — Purg

!&

Standard Inventory i
items that are used

C AM E@I © 2016 National Apartment Association
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Sico60

5% ACAM's Role

|d Ensure the Maintenance
Supervisor:

* Maintains and manages an &
inventory of frequently used
parts and supplies

+ Balances the expense of

inventory with timing of a need

onsible for the
maintenance and management of
inventory.

CAME

® Keeping Costs Down

To keep costs down:

1 Have adequate product
knowledge

1 Develop an inventory
purchasing list

1J Understand each item's role
in everyday maintenance

1J Know maintenance terminology
and industry/common names

1 Shop comparatively

CAME
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M

“® Inventory to Cash Available

O An over-stocked
maintenance shop may

tie up funds needed for
other expenditures

O Purchasing items in bulk
may reduce inventory
costs, but large

inventories can be hard
to maintain and control

- Comparative Shopping

Typical grades in tools, supplies, or parts:

01 Basic 02 Mid-grade 03 Heavy duty
- Least expensive - More expensive - Most expensive

+ Short life span + Longer life span + Long life span
+ More durable -+ Most durable

To decide, consider the following:
+  Shortand long-term costs Always buy the quantity and
Frequency of repurchase size that works best for you.

Maintenance goals Constraints may 4

>

>

+ Bestvalue & Small

=  Currentinventory . Small bui
+  Previously used brand ot

than in-house .

63

cavid Item’s useful life m general

Copyrignt © 2076 Hotonal Apariment Asoc

M

5" Reference:

CAME
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Tool Grades: Comparative Shopping

Always buy the quantity and size that works best for you. Constraints may include:
e Smallshoparea
e Small budgets
e  More contractor work than in-house

Basic Mid-grade
e Leastexpensive e More expensive
e Shortlife span e Longerlifespan

e Moredurable

To make purchasing decisions for inventory, consider the following:
Short and long-term costs
Frequency of repurchase
Maintenance goals

Best value
Currentinventory
Previously used brand
ltem’s useful life in general
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# Activity: Making Inventory Decisions

s .
Instructions:

1. In teams, review your assigned scenario

2. Weigh the options available

3. Answer the questions and make a
purchase decision based on your
scenario .

CAME

Scenario 1
You recently took over management of a property that had virtually n
need to be purchased. The new owner has restricted the amoygis

energy-saving fixtures and green materials. Your ability tg
lease apartments selling the green aspect and getti
. What supplies would you buy firstand how

would you build an inventory of energy saving com i@ strict spending limit?

Scenario 2

Your 30-year old asset has been running equires ongoing maintenance and a reliable inventory of
frequently used parts and sugglies. This olde had a stand-alone shop. Thereis an outbuilding that
houses exterior maintenancd ed out to offer a little more space, but the shop and inventory
have been kept in a down-unit@ ' uthorized funds to get that down unit back on line since the
marketsare so g . Consequently, you need to relocate and re-think your supplies and
inventory. A aterials is essential, but what options will work now? The office building onsite
offersallittle i ea, but not enough for bins and a work bench.

Scenario 3

Your property is for ners have assured everyone that they will be offered nearby transfers and stay with

the firm. This has taken alot of fear away!! The challenge is, now that the property is listed, the owner has cut back
on purchasing and maintaining a working inventory AND also backed off the quality-level of replacement parts and
supplies, including paints, cleaning supplies and fixtures. The financial statement will focus on strong NOI and that
means reducing expenses. How can you help in this effort without finding yourself and your team constantly telling
residents “the partis on order”? Where can you limit inventory size with the least impact and how will you move
forward on ensuring that you can complete work orders and preventative maintenance? What will you say to
residents who notice the smaller or lower quality fixture or bulb you use?
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~® Storing Tools and Supplies

To minimize the risks of theft and
spoilage, supplies should be:

| Secure

d Conveniently located

d Properly organized

il | | |

dIn appropriate cabinets
(flammable chemicals)

JIn compliance with OSHA

a
Keep inventory records for insurance
claims in case of theft.

W EE BN AR e

® Relationships with Suppliers/Vendors/Contractors

Business relationships with
supplier offers many benefits.
Suppliers can:
+ Save you time because you
trust their products and pric
+ Make suggestions because
they know your purchasing
history and needs

items at lower p

+ Require certal
purchases to guarantee lower
prices

« Have rebates tied to 18
spending

* Include a catalog of approved
parts and supplies .

CAME
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® Vendor Programs and You

| Stay abreast of purchasing
requirements, pricing
structures and availability

3 Purchase products that are in
the best interest of the property

| Awvoid buying items just because
they are on sale that week

CAME

Slide 70

+® Maintenance Management Software

Maintenance management
software helps:
1 Generate/track work orders

1 Schedule preventive In all cases:
maintenance

U Produce inventories
U Trigger reorders

O Categorize expenses U Keep warra
1 Analyze productivity
U Provide histories for
property components

[ Maintain records to
monitor purchases

C AM Eﬁ © 2016 National Apartment Association o
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Slide 7
™ Emergency Supplies

Emergency items should be listed in the
property emergency plan.
Depending on the property type, items
might include:

» Plywood to board up openings

* Visqueen to protect roofs

+ Fire Extinguisher

* Generator

+ Caution tape

* Temporary fencing .

CAME _
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Contractors and Vendors

Contractors and Vendors

Slide 73

“® ACAM's Role

You may be actively involved
in identifying and selecting a
contractor.

1 Understand your authority
level when entering into a
contract on an owner’s behalf

1 The management agreement
provides detailed information
about who can sign contracts

CAME
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Slide 74
- Contractors and Vendors
Vendor Contractor

A vendor is a third party company that offers
products and/or services to the maintenance
function. A service vendor may perform
regularly recurring weekly or monthly
maintenance tasks.

A contractor is a person or company
hired to perform specific services or
complete specific jobs not performed by
your maintenance team.

Property Maintenance for Managers

Many companies use these two
identifiers interchangeably

Slide 75

" Preferred Vendors Programs
r - i -2 f"‘.

Your property may have

preferred vendors you're

required to use

« May provide rebates
and/or special discounts

« Ensure everyone uses

specified vendors .

LB Reasonstok

Staff Unable
U Shortage of staff
U Specialized skills
D s - ]v l .

Save Money
L1 Cheaper materials or supplies
L) Lower total cost of labor

Need Documents

L Licenses or permits required
L Defer liability

L1 Obtain a warranty .

C AM E@I © 2016 National Apartment Association -
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™ Typical Contractor and Vendor Services

Contractors may be used for
single-event large jobs or
recurring weekly or monthly
maintenance:

* Pool maintenance

+ Landscaping

+ Pest control

» Interior painting

* Housekeeping

+ Carpet maintenance
* Snow removal .

CAME

copyriy

Slide 78

- Reference: Hiring a Contractor or Vendor

[ B
See the Participant
Workbook for a list of
Reasons to Hire a
Contractor, including a
summary of the Benefits
to Hiring a Contractor. .

CAME
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Reasons to Hire a Contractor
Staff Unable to Complete Task Save Money Need Documentation
e Shortage of staff e  Cheaper materials or supplies e Licenses or permits required
O lliness O Purchased wholesale or O Electrical work
O Vacation bulk 0 Plumbing work
O Termination e Lower total cost of labor e Defer liability
e Specialized skills O Specialinsurance e Obtgigawarranty
0 Parkinglot O Licensing fees
repairs/resurfacing O Payroll taxes
O Roofing
O Landscaping
e Specialized equipment

O Backhoes
0 Welding equipment

Specialized skills and tools
Quality-based experience

C AM Fﬁl © 2016 National Apartment Association e
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£® Benefits to Hiring Contractors

Specialized skills and tools
* Quality-based experience
- Avoid expenses for specialized equipment
+ Maintenance not distracted from day-to-day tasks h

+ Handles licenses, permits, insurance, warranties, etc. .

£ Finding a Contractor

Referrals
Review who did prior work
Local apartment association
Better Business Bureau
Newspapers
Trade magazines
» Ask:
+ Other communities
or management companies
» Other contractors
« Suppliers: lumber yards,
paint companies
« Utility companies .

Slide 8

5® Supervising a Cog

[ Know what is happening on the property ‘
. Check in frequently
. Visually inspect the work daily
= Raise questions or concerns to your ‘

supervisor
G Refer back to the executed contract .
m . >
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~® The Bidding Process

. Scope and
Specifications

. Bidding

. Awarding the Contract

The bidding process will help
you select the best contractor
for the job.

Slide 83

~® 1. Scope and Specifications

4

Scope Specifications

A general description of the Descriptions of specific

work to be performed under materials, equipment, and

a contract or subcontract to construction methods to be

complete a project used on a project

d The scope should be J A detailed description of
accompanied by what, how, whegeand

specifications

bidders with the same
specifications to get
comparable results.

C AM E@I © 2016 National Apartment Association o

APARTMENT

GER



Certified Apartment Managers"! Participant Workbook Property Maintenance for Managers
Slide 85

5™ Reference: Bidding

[ 2
See the Participant
Workbook for:

e « A summary of The
. s Bidding Process
'i?_é‘\\,\\ —_— = A summary of Scope

and Specifications
= An unabbreviated list of
specifications

CAME CopyTIN & 2016 Natas! Agarmse,
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The Bidding Process
The bidding process will help you select the best contractor for the job.
Step 1: Scope and Specifications Step 2: Bidding Step 3: Awarding the contract
Identify the scope and specifications | Solicit bids from at least three Always check references before
for the project. separate contractors. accepting a bid or signing a
e Qutline specific tasks & deadlines. | ® Do not share details with other contract.
e Write detailed job specifications. contractors who may wishtobid. | e local references so you

e Always present all bidders with Advise staff to keep information visually inspect the work.
the same specifications to get confidential. etter Business
comparable results. e Setthe standard for quality. ints.

e Accurate and complete job e Lookforthe best results, not just
specifications are the most the least expensive; thegheapest
important part of the process. is not necessarily the b

Scope and Specifications
Scope Spedifications
Ageneral description of the work to be performe De ns of specific materials, equipment, and
under a contract or subcontract to complete a proj stru methods to be used on a project

e [t must contain detailed job speci They are a detailed description of what, how,
when, and where.

They must be accurate and complete.

e Theyare the mostimportant part of the bidding

process.

Detailed specifications indude:
Detailed descriptionwork  Startand end of a work day
Preparation and application = Clean up and how often

Specific materials and Proper removal and
equipment disposal of old materials
Location of the jobo—maps  How to handle problems
& site plans may be needed  found during work
Timeframe for completion  List of references

Licenses and permits OSHA requirements
Insurance, warranties, Fair Housing training
guarantees

Payment schedules Contacts: phone, text, email
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® 2.Bidding

| Solicit bids from at least
three separate contractors
[ Keep bids confidential
+ Do not share details with
other contractors
+ Advise staff to keep
information confidential
|d The cheapest contractor is
not necessarily the best

Ny = b
« This is your opportunity to set _|
the standard for quality.
Look for the best results,
not just the least expensive.

CAME

Slide 8

" 3. Awarding the Contract

Always check references before
accepting a bid or signing a
contract

« Check local references so you
can visually inspect the work

« Check the Better Business
Bureau for complaints .

+ Protects you,
management
+ Subject to local,
Have an attorney review contracts
before they are signed t
compliance and reduce
Company policy should identify who
negotiates and signs a contract .

CAME
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What should you include in a contract?

Side

® Reference: Contracts

~

See the Participant
Workbook for a summary
of What to Include in a
Contract. .

CAMB .

2114 s At dawisten
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What to Include in a Contract

A contract is a formal and legally binding agreement made in writing. You may enter into a contract with a contractor
for property maintenance and improvements. All contracts are subject to local, state, and federal laws. An attorney
should review contracts before they are signed to ensure compliance and reduce risk. ACAM may not be the person
to sign the contract; company policy should identify who negotiates and signs the contract; a company supervisor or
owner may need to sign.

Included in a Contract

The scope and nature of the work to be performed | o

Detailed specifications .

Start and completion dates

Aremedies and cancellation clause o

Ahold-harmless clause o

Proof of workers’ compensation

Proof of comprehensive general liability insurance

Total cost of work

A payment schedule, outlining retainage fees *

List of subcontractors, if any, being used on

project ors from vendors?

e Performance penalties, if applicable pndors be required to complete a W-9 and

*Note: A retainage fee is a percenta ubmit a valid certificate of insurance prior to

payment (usually 10%) that is held by eginning work?

management company for a specific time Tghi o  Willthe vendor be responsible for damage he

(usually 30 days) after the j causes, including water intrusion that causes mold?

is to guarantee the completi e  Willthe vendor be held responsible for screening its

any defects in the workmans| employees & their conduct while on your property?

e  Willvendors be required to meet your fair housing,
drug-free, weapon-free workplace policies?

e  Willvendors be asked to use utilities prudently?

e Contactinformation

e Communication protocol

| employees be prohibited from accepting gifts or
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® Contract Components that Minimize Risk

Formal vendor policies should be set and a
list of all vendors providing materials should
be included with the contract documents .

® Reference: Contract Components that Minimize Risk

\
See the Participant

Workbook for
descriptions and uses for
various methods for
Reducing Risk with
Contractors. .

I |
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Reducing Risk with Contractors
Formal vendor policies should be set and a list of vendors that will be providing materials should be included with the
contract documents.
Description When/Whyitis used Paperwork
LienWaivers = Asigned and notarized To ensure the contractor, Requiring lien waivers from
document that waives all vendor, theiremployees, their | subcontractors working for the

claims against the propertyor | subcontractorsand their
the management company material suppliers cannotfile a
from the contractor, his claim, lawsuit or lien (legal

| contractor is a good
ess practice.
WS may require lien

employees, his subcontractors | claim), against the property rs to be filed with

and his material suppliers non-payment il cencies.
Multiple Making disbursement checks | Ensures both partj ! ified in the draw
Payee payable to both the contractor | protects against

sed after a contractis

Payments and his supplier material lieg
3 signed itis not included in

the draw schedule.
Payment& | Abondissuedbyanj Copies of the bonds are
Performance = company or bank to urnish bonds attached to the contract, if

Bonds guarantee satisfactory both the priceandthe | required.
completi oject erformance of his work
Usually required by lenders
or contractorsin new
construction
e Arerequired in some states
for large jobs

Certificates
Insurance

ceforliability | Protectsthe property,owner, & ' Third-party service companies
Compensation | managementcompanyfrom | can track certificates to ensure

ce for contractor liability due to injury claims or accuracy and manage
employees property damage caused by expiration dates for insurance
contractor negligence coverage.

e Sometimes an owner may
obtain insurance on behalf
of a contractor and add the
expense to the total cost of
the contract.
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® Contract Components that Minimize Risk

A signed and notarized document that
waives all claims against the property or
management company

Ensures a claim cannot be filed against
the property

Good practice to require lien waivers .

Make disbursement checks payable to both
the contractor and supplier

Ensures both parties are paid
Prevents future disputes .

A bond issued by an insurance company or

bank to guarantee satisfactory completion of

a project

I Usually required by lenders or general
contractors for new construction

J Required in some states for large jobs

o

e —
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Proof of insurance for liability and workers’

compensation insurance for contractor

employees

. Protects from liability due to injury or
damage caused by contractor negligence
Third-party companies can track to ensure -
accuracy and manage expiration dates Certificates of

Use contractors with insurance Insurance
coverage .

N
N
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Inspections

Property inspections are the ongoing evaluation of the condition of the buildings, grounds, and common areason a
property. Property inspections provide excellent training opportunities for staff.

~® Property Inspections

The ongoing evaluation of

the condition of the buildings,

grounds, and common areas

U Inspect at least once a month

U Use checklists

U Take photos

J Bring the Maintenance Supervisor
along to accompany you

1 Be thorough and carry a flashlight

. Take notes or use electronic
inspection software

See the Participant
Workbook for a summary
of inspection types:
« Exterior and Interior
Inspections
+ Move Out and Make
Ready Inspections .

CAME Capyght @ 2016 Katonal Apartment Assocason

C AM [r;_r%l © 2016 National Apartment Association 71




Certified Apartment Managers"! | Participant Workbook

Property Maintenance for Managers

Exterior and Interior Inspections

Maintenance includes inspecting, repairing, or replacing items to keep building exteriors or interiors in excellent
condition.

Exterior Inspections Interior Inspections

Office & clubhouse
Interior hallways

Property grounds

Stairways, balconies, breezeways
Utility buildings

Trash & mail areas

Carports & garages

Pools, ponds, water features
Parking lots & sidewalks

Tennis courts, playgrounds, spas, volleyball & picnic
areas °
Fences and lighting

e Areaswith ADA & FHA implications

Move Out and Make Ready Inspections

Move Out Inspections Make Ready Inspections

Each unit must be inspected at mowv ectifg units to ensure market readiness. This

the scope of the make-ready process ify: i es:
e Potential charges from previous resi Pre-inspection to identify maintenance and make-
0 Compare conditiopg@Esi i i ready tasks needed
e Possible physical damag Post-inspection to ensure work was completed and
e Working condition of ma : the unit is ready to show
0 Turno i disposal, e Work with your maintenance and housekeeping

o Ch i s of detectors, locks, staffs to develop sound and efficient make-ready
plans to meet the expectations of prospective
e Retrofit residents

The Maintenance Supervisor or Service Manager typically monitors the move out and make ready processes.
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 Budgeting for upcoming year

J Asset preservation

1 Preventive maintenance

1 Risk mitigation; safety protocols
1 Enhancements/improvements

1 Identification of specific,
immediate problems

® Exterior Inspections

Inspecting building exteriors to keep
them in excellent condition

| Property grounds

1 Stairways, balconies, breezeways
[ Utility buildings

3 Trash and mail areas

1 Carports and garages

1 Pools, ponds, water features

| Parking lots and sidewalks

1 Tennis courts, playgrounds, spas,
volleyball and picnic areas

1 Fences and lighting
J Areas with ADA/FHA implications

Slide 102

them in excellent
1 Office and clubho
U Interior hallways
O Cleaning and janitorial
O Trash rooms and storage af€
1 Amenities and common areas

| Business centers

U Fitness centers

0O Laundry rooms Knowledge about these areas

U Occupied units improves your ability to oversee a
property’s interior maintenance .

O Units to ‘make ready’

C AM F_@I © 2016 National Apartment Association
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® Move-Out Inspections

Move-out inspections identify the scope of
the make-ready process

[ Potential charges to previous resident
« Compare to move-in inspection

1 Physical damage

1 Working condition of major equipment

1 Retrofit or rehab work

1 Contractor involvement/scope of work

J Preventative maintenance

Slide 104

5™ Make-Ready Inspections

| & .

Inspect units for market readiness

* Pre-inspection identifies make-ready tasks

+ Post-inspection ensures work is
completed and unit is ready to show

- Maintenance staff typically monitors
move out and make ready processes

_—

Work with staff to develop sound 2
plans to meet expectations of

CAM

GapyONt S 2015 Matkal Apartmen Asaocaten 106
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® Vacancy Loss During Make Ready

Vacancy loss is incurred when

units are not turned in a timely

fashion.

Pay attention to:

« How quickly a unit is turned

* Whether staff is "cannibalizing”
units for parts or appliances

* What aspects of the make- ready

process are contracted

YOU minimize vacancy loss by enforcing standards and
ensuring timely turnarounds

Slide 10

® Make-Ready Guidelines

B

S

=y

Make-ready guidelines
typically include:
« Turnaround requirements
+ E.g. 5-7 days after move-out
« Market-ready goals

+ E.g. 75% of all vacant units
market ready at all times

Guidelines help ensure the most
complete apartment home
inventory. .

results depend on:
» The guagtity of ri

Ensure units of every floor plan are
available to show.

If high quality units are not available to
lease, current occupancy and leased
occupancy may decline .

© 2016 National Apartment Association
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™ Reference: Vacancy Loss and Guidelines

0 o
See the Participant

Workbook for a summary
> of Vacancy loss and
a0 Vacancy Guidelines. .
—_—

.
CAM Gopynight & 2018 NaTonal ADAMMEN ABa0CaAbAN
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Make Ready Checklist NAA

Date: Unit: Technician Initials:

Living Room DK Fix Initials
SignagaNumbar
El:f-:l' WIEwEr
Uoor Fnish

Lock et
FrameThreshokd
‘Wal Swilches

131
Yarmis
{_able Lionnection
[VWeier Healers
Preventive Maint.

Siove Arti-ip Denice

MNote: Shaded lasks may be performed affer mowa-in.
Taik with youwr supenvisor io 556 what your
company lims.

el 2016 National Apartment Association 77
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Vacancy

You must minimize vacancy loss by ensuring standards and timely turnarounds. Vacancy guidelines help ensure
maximum effort and focus on the most complete apartment home inventory.

Vacancy Loss Vacancy Guidelines

e Do not allowing maintenance staff to "cannibalize” | Vacancy guidelines typically include:

units for parts or appliances e Standard tumaround time requirements
e Weigh the benefits of contracting certain aspects of

unit tumns vs. doing them in-house, e.g. painting, °

carpet cleaning, unit cleaning.

e Ensure that there are enough units of every unit
type available to show.
¢ Many companies establish standard turnaround
time requirements.
0 Example: 5-7 working days following the
day of move-out.

Ph quality units in sufficient quantities are not
ailable to lease at all times, current occupancy and
leased occupancy will decline.
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-® Protecting the Asset

Actions taken to prevent damage
to a property’s physical
structures, grounds, and
amenities
» Paint wood surfaces to
protect wood
» Seal asphalt cracks to
prevent deterioration
* Repair roofs and bad decking
« Maintain landscaping through
fertilization, pruning, and
watering .
CAME

Slide 11

® Limiting Deferred Maintenance

Upkeep that is deferred or incomplete;
frequently has direct impact on

asset preservation

« Results when a property does not
have enough cash for repairs

+ Creates even higher vacancy .

. Potential liability of safety issues
. Asset preservation projects

. Retrofits/enhancements that result in
increased revenue or decreased costs »y

. Things needed to remain competitive .
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Slide 113

| Preventative Maintenance is based on
everyone's contributions

Gain the commitment of everyone
Customize the program to address the
specific needs of the community
Communicate frequently with your
staff
Monitor and follow up on preventative
maintenance activities .

-® Reference: Preventative Maintenance

e N\
See the Participant
Workbook for additional
details on How to
Manage a Preventative
Maintenance Program
and a summary of
Preventative
Maintenance Benefits.

\.

CAME
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How to Manage a Preventative Maintenance Program

Preventative Maintenance is based on everyone’s contributions; however, you are ultimately responsible for its

success.
Action

Gain the commitment of everyone.

Customize your program to address
the specific needs of your apartment
community.

Communicate frequently with your
staff.

Monitor and follow up on P
activities.

nefits
Many properties suffer physi

Identifies

e Problemareas early

Potential resident problems
0 Damage, housekeeping
issues, overcrowding,
hoarding, un-reported pets

C AME © 2016 National Apartment Association

Details

Involve your staff in planning, scheduling, and implementing your
preventative maintenance program.

Review the PM plan with your staff and disg
Lead by example.

everyone’s assignment.

Consider all aspects of the commupi
Owner’sgoals

Residents’ profile
Staff and rosems

O OO0 O0O0Oo

maintenance activities.
0 keep one another informed.

ack of maintenance work records.

keSure work is inspected.

ure action items are completed by the deadline.
Review PM activities on a regular basis.

and economically as a result of an inadequate preventative maintenance program.

Increases Reduces
The value of the property e Risk
Resident satisfaction and e Expenses
retention e Service requests
The useful life of fixtures and e Unexpected problems
equipment ¢ Frequency of normal problems
becoming more costly

81
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E® Preventative Maintenance — Benefits
Identifies

 Problem areas

[ Potential resident problems

- Damage, housekeeping, hoarding,
overcrowding, un-reported pets

Increases

J The value of the property

1 Resident satisfaction
and retention

U Useful life of fixtures
and equipment

U Risk
1 Expenses

J Service requests

J Unexpected problems

1 Normal problems
becoming more costly

\

" Five-Step Preventative Maintenance Program .

Inspections Inventory

CAME
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5-Step Preventative Maintenance Program

Identify Establish Create a

Inspections Inventory Frequency Schedule
Step
1. Conduct Inspections °
[ ]
2. TakeInventory .
[ ]
°
[ ]
3. Identify Tasks °

4. Establish Frequency
5. CreateaSchedule

of items that are subject to regular maintenance
0 Scheduled date for maintenance

0 Seasonal maintenance

Review procedures in maintenance manuals to identify additional needs.
Use a Tickler file.
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Examples of items that should be included in a preventative maintenance program:

ACcoils Caulking

Fences Chimneys

AC condenser Clubhouse & models
Fire extinguishers Common areas
Balconies Culverts

Blower motors Curb/sidewalks
Boilers Downspouts

Gutters Electric panel/switches
Carpentry Entry gates

Records to Keep in a Preventative Maintenance File

e Preventative maintenance schedule
e Equipmentand warranty information
O Serial/model number
O Date of purchase
O Warranty
0 Manufacturers’ maintenance requi

C AM F_@I © 2016 National Apartment Association

Exterior surfaces Roofs

Exterior walls Screens
Foundations/buildings Sewers/drains
Furnace and A/Cfilters Signage

Gutters Smoke alarms
Landscaping rinkler systems
Lighting

Plumbing/fixture

Pools

e of person who performed the work
ength of time it took to complete the work
gager’s notes
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Slide 11

=® Combine With Regular Maintena

I .

Combine preventative maintenance

with other regularly-scheduled

maintenance tasks

[ Set date for maintenance to do a
quick inspection of each unit

U Ensure A/C filters changed on time ©

[ Supervise pest control technician
+ Make sure the job is done safely

[ Retain tighter key control

nce

Onsite Staff Vendor/

Contractor
+ Working with staff s : - + Central A/C
controls expenses Exrtenor painting + Elevators
« Brickwork
+ Know each « Swimming pool
technician’s skill Carpentry
level Concrete and Pest control
+ Be aware of whom driveway repairs Ring and

the Maintenance
Supervisor assigns
each task

Turn services
(painting, carpet
shampoo or
installation)

8 Maintenance

Meet with the Maintenance Supervisoron a
regular basis to discuss progress
Inspect the property/equipmentwith the
Maintenance Supervisor
Use monthly PM report to record completion
dates for each task
+ Keep a PM tracker to track corrections

+ Include PM schedule, maintenance and
warranty information, staff information, etc.
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5 Maintenance Management Software

All of the maintenance activities
covered are generally managed
using maintenance software

+ Make Ready
« Preventative Maintenance
* Maintenance Management .

C AM Eﬁ © 2016 National Apartment Association
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Conservation and Green Properties

Conservation and
Green Properties .

Slide 122
® Green Properties

Properties that adopt green standards based on metrics
developed by private-sector organizations
Renters look for eco-friendly features
such as:
- Recycling programs ]
- Low E-type glass K.
- Low emissions paint L
» Dedicated green spaces
- ENERGY STAR-rated appliances
» LED and compact florescent lig
- Low-flow water conserving plumb

CAME
oy 8 120 v
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Slide 123
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M

® Reference: Green Practices

s
See the Participant
Workbook for more
information about Green
Practices:

- Energy Efficiency Best
Practices
- Self-Assessment

Energy Audit Guide

Indoor Environmental

Quality

* Resource Efficiency

- Water Efficiency .

o v

.
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+® Activity: Creekwood Slow Water Leaks

-
Instructions:

In groups, use your case study materid
» Determine the amount of water ang
saved by replacing the showerheads '3
Creekwood.

* Calculate the “paybg
+ Determine its cost e

iad” on a retrofit.

.
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Creekwood Slow Water Leaks Activity

Creekwood has 122 apartment homes. The cost of water is $.20 per 100 gallons and, on the average, two showers are taken
per day. In each apartment the estimated length of shower is 5 minutes. The existing showerhead allows water to flow at arate
of seven (7) gallons per minute; a new showerhead allows water to flow at a rate of 2.5 gallons per minute.

The Problem
What are the cost AND energy savings of replacing the existing showerhead with a new sho

Water Usage
Use the following formulas to calculate water usage in gallons per day.

Existing showerhead: gallons per day (122 apts X2 sh i rat7 gpm)

New showerhead: gallons per day (122 apts X i showerat 2.5 gpm)

Water Saved
Use the following formulas to calculate the water sa
Savings per day: jsti rhead usage—new showerhead usage)

Savings per year:

Money Saved
Use the following formula to

Savings per year:

Cost of showerheads
Savings on water bill the first year

Number of years to payoff cost of showerheads

C AM F_@I © 2016 National Apartment Association %
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~® Property Maintenance Key Points

IJ The maintenance team can save and control costs more th
any other source
+ Make sure you hire the right people for the job
L1 Overseeing the service request process hg
« Manage the workload of your staff

* |dentify trends
+ Manage budgets
U Contracts minimize risk with coglra
L Preventative maintenance is

C AM [r;_r%l © 2016 National Apartment Association
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Property
Maintenance for
Managers

Thank You

CERTIFIED APARTMENT
MANAGER

N\
S
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Knowledge Check Answers

~ Knowledge Check: Roles and
® Responsibilities

1. Whatare some benefits of ensuring you have a well-
maintained property?
+ Controls or reduces costs

* Increases maintenance efficiency

* Reduces potential risk and liability

+ Aftracts and retains skilled maintenance personnel
+ Atftracts and retains residents

2. Define maintenance.
Upkeep and repair of property and equipment

3. Whatis the end result of setting high quality

standards?
Quality standards add value Q

C AM E@I © 2016 National Apartment Association o
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Knowledge Check: Roles and
® Responsibilities

4. How often should you communicate with your
Maintenance personnel?
Daily

5. Whoiis responsible for the curb appeal and upkeep of
the property?
Everyone; however the CAM is ultimately responsible

Knowledge Check: Hiring
*® Maintenance Personnel

6. Typically, who hires the maintenance staff?
The CAM hires the Maintenance Supervisor
The Maintenance Supervisor hires the rest of their staff (with
participation from the CAM)
7. Whois ultimately responsible for the performant
service technicians?
The CAM

8. Who should conduct the interview and initiate the hiri
process?
The Maintenance Supervisor

9. Whatcan you use during the intervie
the skillsa candidate has?
AMaintenance Skj

It helps you set g Elandards, follow up and inspect
unicate better, control maintenance
expenditur®s; Thanage daily maintenance work,

assign/prioritize service requests, and estimate cost/time

for completion.
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Knowledge Check: Overseeing
Service Requests

11. Whatare the 4 steps of the service request process?
+ Office staff takes a service request
+ Maintenance staffcompletes service request
* CAM reviews & summarizes service requests
+ CAM reviews weekly service request summary

12. Why does a CAM oversee service requests?
+ Assess each staff member's skills
« Match the work with the correct skill set
+ Complete performance appraisals
* Plan preventative maintenance
+ Identify trends
+ Planbudgets

13. Whatare the two ways you can review weekly
service request summaries?
By technician and by property

Knowledge Check: Managing
® Inventory

14. What are the benefits of maintaining standard
inventory?

Purchasing materials and managing inventory contributes to
the Net Operating Income

15. If your owner plans to upgrade and enhance th§
property for a long-term hold, what grade of tools and
supplies should you purchase and why?

Heavy duty because they have a long
durable

life span and are mo!

16. Why do you need to plan for te
areas to store supplies and inventory’?

To prevent ruin or spoilage of paint, caulk, 3
sensitive to weathg

C AM [r;_r%l © 2016 National Apartment Association
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Knowledge Check: Managing
® Inventory

17. Why are relationships with suppliers beneficial?

* May be helpful in emergency situations and when special
products must be found

« Save you time because you trust their products and
prices

Can make suggestions because they know your
products and needs

May deliver purchases
May measure and install products

18. What are the benefits of having maintenance
management software?

Lowers maintenance expenses and improves a property’s
productivity

Slide 136

Knowledge Check: Contractors and
® Vendors

19. When should you hire a contractor?
* Your normal staff cannot do the task
* It is more cost effective
* You need required documentation

20. Whatare the three steps of the bidding process?
+ Scope and specifications
« Bidding
+ Awarding the contract

2

=

. Define scope.

+ Work to be performed under a contra
complete a project
+ Must contain a dejgliled job specification

C AM [r;_r%l © 2016 National Apartment Association o
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® Knowledge Check: Inspections

23. How often should you inspectthe property?
Atleastonce a month

24. Whatare the purposes of property inspections?
* Help manage upcoming budgets
Preserve assets
Mitigate risk
+ Assessenhancements
+ |dentify what needs your supervisor’s attention

25. Why are units inspected at move-out?
To determine maintenance needed and the scope of the
make-ready process

26. Occupancy level and leasing results depend on ?
* The quantity of rent-ready units
The quality of each of those apartment homes

Slide 138

Knowledge Check: Types of
® Maintenance

27. Whattypes of maintenance management,
and prevention did we discuss?
+ Exterior
* Interior
* Make-Ready
+ Capital Expenditure Projects
 Moisture Management
* Preventative

28. Define Make-Ready Maintenan
Repairing or replacing items to make a

property assets

C AM [r;_r%l © 2016 National Apartment Association o
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Knowledge Check: Types of
® Maintenance

30. Whatshould you include in a preventative
maintenance file?

*+ Preventative Maintenance schedule

* Landscaping report

* Monthly preventative Maintenance report

31. Define Capital Expenditure
* Large, non-recurring property expenditures that add to the
“useful life” of a property

Knowledge Check: Conservation
® and Green Properties

32. What Green Property Building Standards were
discussed?
* Leadershipin Energy and Environmental Design (LEED)
= National Green Building Standard (NGBS)

33. Whatis a property’s largest controllable cost?
Utilities

main areas of water conservation?
* Managing arinkable water
+ Water-efficient fixtures, appliances, equipment

+ Water efficient landscaping

C AM F—'ﬂ © 2016 National Apartment Association -



Certified Apartment Managers"! | Participant Workbook

Property Maintenance for Managers

Green Practice Reference Materials

Energy Efficiency Best Practices

Reduce energy consumption by 5-20% without a significant capital investment.

Best Practice Description
Set Goals The goal should be written, clearly defined, and measurable.
Track Track utility usage to monitor progress toward energy goal.
Performance

Weatherization = Weatherization checklists should be created for. season. Basic w ion measures
include insulating walls, crawl spaces, and attics; se and weather-stripping around window
and door frames; and sealing duct systegg i ,add more to save
money.

Operationsand | Improve operations and maintena By regularly checking and maintaining
Maintenance equipment to ensure its funefiBRing ef TSEMBY. Optimize start-up time, power-down time, and
i es to reduce the hours that lights are turned on

Lighting

Change Air
Filters i ystem work harder. You should be familiar with the location, sizes, and types of
ircd® for your system. Also consider upgrading standard filters to MERV 8 or higher

. These filters improve indoor air quality by removing finer particulate matter than
erglass air filters and reduce your maintenance budget due to their 3 month life-span
ared to the 1 month life-span of standard fiberglass air filters.

Install Installing a programmable thermostat is one of the easiest ways to save energy and efficiently

Programmable | manage cooling and heating. Install programmable/set back thermostats in offices, clubhouses,

Thermostats fitness centers, and laundries. Install locked covers and set the desired temperature levels for the
various times of the day.
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Best Practice
Use Equipment

Automatic
Controls

Reduces
Standby Power

Repair Leaks

Sealand
Insulate Duct

Systems
Tune-Up HVAC,
Boilers, and
Building
Systems

Lower
Swimming Pool
and Hot Tub
Temperature
Settings

Participant Workbook

Property Maintenance for Managers

Description
Review and adjust any on-off controls such as programmable and mechanical time clock settings,
set points, lighting photocells, and occupancy sensors.

Standby power or “phantom load” refers to the electrical power consumed by electronic
appliances while they are switched off or in a standby mode. Simple methods to reduce
standby power:

e The easiest way is simply to unplug the unused device
e Replace battery-powered devices,
e Use a power bar such as a Smart Strip. The Smart

ith duct tape before wrapping with insulation.

ally, just as you would tune up an automobile to get
or, and condensers annually. Change filters

nds 78 F as the optimal swimming pool

ent can mean significant savings for pools typically
ry setting hot tubs to 96F during hotter months and
ing cooler months.

ing fans (orinstall ENERGY STAR qualified ceiling fans) to reduce the need for
ing. Ceiling fans cool people not rooms, so if a room is not occupied, the ceiling fans
rmed off to save energy. In the summer months, the blades should turn

clockwise to create a direct breeze toward the floor. In the winter, the blades should turn
clockwise to push warm air at the ceiling toward the floor.

© 2016 National Apartment Association 9
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Best Practice Description
Install Lighting Turn off lights when not in use or when natural daylight is sufficient. This can reduce lighting
Controls expenses by 10 to 40 percent. Some of the more common types of controls are:
e Manual Dimming
e Photo Sensors

e Occupancy Sensors
e Clock Switches or Timers

BetterManage | Effectivemeasuresforvacantunitsincludeturningoffbreakerswh sible, tuming heating and
Vacant Units cooling off or to a minimal temperature setting, adjusting r
warmest settings, and turning off water heaters. Review va i identi necessary
water, and energy use. Frequently walk through vacantunitsto i ermostats

are off and windows and blinds are closed.

Minimize Install weather stripping on doors and windows tQ@kmi ir leakage. Use
Heatingand window shades, tinting, films, or blinds {gfiSée ini mer (and heat loss in the
Cooling Load winter). When weather is temperatg sing mechanical heatingor

ontrol direct sun through windows depending on
the season and local climate. 2350, block direct heat gain from the sun shining

through glass on the east and

Heating, the energy used in commercial and residential
Ventilation, Air uipment, reduce building heating and cooling loads and
Conditioning i e most efficient, cost-effective equipment:

(HVAC)

ng is a large component of the total energy consumption of a building. Water
tion strategies include:

Water Heating

e Repairleaking faucets and supply lines.

e Replace standard fixtures with high-efficiency faucets and shower heads.

e Retrofit existing fixtures with aerators.

o Install pressure reduces to restrict water pressure and flow rate.

o  Install demand-controlled water circulators to save water and energy by eliminating the wait for hot water.
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Best Practice Description
Educate e  Educate employees and building occupants about how their behaviors affect energy use.
Employees and ¢  Ensure that team members from every department are trained in the importance of
Be Diligent energy management and basic energy-saving practices. Hold staff meetings on energy

use, costs, objectives, and employee responsibilities.

o Educate staff about how their behaviors affect energy use. Some teams have created
energy patrols to monitor and inform others when energy is wasted.

» Develop an energy team and assign responsibilities to purs, ergy efficiencyin all

departments.

 Install energy monitors for common areas to help i understand the
energy that is consumed, and how their actions can i impact
consumption.

Irrigation igati . functioning that
Systems in sensors wrk sO you are not watering

Conduct a Self-
Assessment
Energy Audit

Retrofitting
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Self-Assessment Energy Audit Guide
U Checkforindoor air leaks, such as gaps along the baseboard or edge of the flooring and at junctures of the
walls and ceiling.
U Checkfor gaps around pipes and wires, electrical outlets, foundation seals, and mail slots.
U Checktoseeif the caulking and weather stripping are applied properly, have no gaps or cracks, and arein
good condition.
O Inspect windows and doors for air leaks:

O Checkfor rattling frames.
O Checkfor daylight around door or window frames.
U Check the storm windows to see that they fit and are not broke
U Onthe outside, inspect all areas where two different building materials m
O Allexterior corners
O Wheresiding, brick, stucco meet
U Areas where the foundation and the bottom of exte
O Checkfor holes or penetrations for faucets, pipgs
Check for cracks and holes in the mortar, foundatiQg
Check the exterior caulking around doors and vy g rior storm doors and primary
doors seal tightly.
Check to see that areas above condition

oD OO0

aper attached to fiberglass batts, or a plastic sheet.
r, you might consider painting the interior ceilings with

ts are not blocked by insulation.
jon by removing outlet cover plates:

Check to see if water heater, hot water pipes, and furnace ducts are insulated.
Have a professional check and clean HVAC equipment once a year.
Check filters and replace them as recommended by the manufacturer:
U Generally, filters should be changed once every month, especially during periods of high usage.
Check ductwork for dirty streaks near seams; these indicate air leaks.
Check for insulation on any ducts or pipes that travel through unheated spaces.

o0 Oododdooo
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Indoor Environmental Quality (IEQ)

Pollutants in building materials and chemicals diminish Indoor Environmental Quality (IEQ). Controlling the sources is
the most effective method for improving IEQ,

Pollutant Description Health Effects To Reduce Exposure

Asbestos A mineral fiber once Lung cancer, °
used forinsulationand | mesothelioma, and
asafireretardant. asbestosis °
Found in older homes,
in ceilings, floor tiles, or

wrapped pipes
Biological Includes bacteria, Exacerbation of alle
Contaminants | molds, mildew, and and asthma; the
viruses can be j
distributed through r 24 hours or more
buildings by central air ¢ Donotinstall porous materials in
systems. areas exposed to moisture
Carbon Burning fuels creates e Ventilate to outdoors
Monoxide, carbon monoxide e  Use carbon monoxide (CO) detectors
Nitrogen nitrogen dioxide. e Keep burners properly adjusted,
Dioxide, and flame should burm blue
Particles e Never use agas stove to heat a space

e  Annually inspect furnaces, flues,
chimneys

e Asktheinstaller toair out the carpet
in a well-ventilated area. Most fumes
evaporate in 48-72 hours

e  Use proper ventilation equipment
during and after installation

e Specify use of low-emission adhesives

e  Specify carpet with the Carpet and
Rug Institute’s (CRI) Green Label

Carpeting
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Pollutant Description Health Effects To Reduce Exposure
Environmental | Oftenreferredtoas Cancer, respiratory e Do not permit smoking indoors
Tobacco “secondhand smoke.” | infections, and asthma e Ifsmokingis permitted indoors,
Smoke (ETS) Exhaled smoke from designate a sealed smoking area
buming a cigarette, ¢ Do notallow smoking outside near
cigar, or the tobaccoina entrances, windows or air-intakes
pipe.
Pesticides A substance used for Poisoning or death; a °
destroying insects reported 79,000 children | e
were involved in °

pesticide poisonings or .
exposures in 1990.

Lead Exposure can come Poisoning and serious
through air, drinking disabilities, espggiaiiymi
water, food, lead-based | children. nd, burn off, or remove
paint, and practica hat may contain lead
contaminated soil. within the'@n ¢ Find outabout lead in drinking water
Most common e Adhere to EPA guidelines
exposure on a property

Radon e Testforit; purchase a kit or have a test
completed by certified professional

e Seal crawl spaces and ventilate air

Volatile orgghi i Each chemicalcancause @ o Useonlyasdirected
compounds different health effects. | @ Ventilate areas well after use
i i Common symptoms e Dispose of safely
include headaches,
household adhesives, nausea, vomiting,
sealants, cleaners, dizziness, increased risk
disinfectants, etc. of liver, kidney, & central
nervous system damage,
and cancer.

For more information on environmental pollutants and steps you can take to reduce exposure visit the
EPA: An Introduction to Indoor Air Quality/Improving Indoor Air Quality atwww.epa.gov/iag/is-imprv.html.
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Resource Efficiency

Wasted resources are lost profits. Green buildings reduce waste, reuse materials, buy green products, and recycle.

Goal Description
Committo e Setand communicate conservation and recycling goals. You are more likely to achieve goals if
Conserving they are written, clearly defined, measurable, and communicated.
Resources e Educate staff and tenants on the need for conservation practices.
e Designate a staff member or committee to champion your conservation goals.
¢ Include conservation practices in operating procedures / perfori expectations.
e Starta suggestion and incentive system to encourage conse j

e Starta “conservation” column in your building’s newslettef
e Usessigns and placards that promote conservation and recycli

Buy Green Green Product Identification Systems label or certifygreen products. N hizations
include:
e ENERGY STAR Qualified—A joint prog
categories are eligible.
e  Green Seal —Certifies building
maintenance products, gfc.

° ertifies that wood and paper products were
glogy and neighboring local economies.
° d Rug Institute (CRI) to test carpeting,

e equipment, and fumniture.
in a large variety of categories; recognized worldwide.
ion and verification of renewable energy and greenhouse gas

allenge —Voluntary program that allows homebuilders to more easily
their high performing homes through a standardized energy rating system.
ris€Green Communities —An organization that promotes ways to build homes and
ighborhoods with efficient operations, resource conservation, energy efficiency, etc.
rSense—a partnership program by the EPA; the WaterSense label signifies that
products are 20% or more water efficient than average products in that category.
e Green Star—a designer and manufacturer of eco-friendly LED lighting systems to
communities and businesses.
These systems may complete a Life Cycle Assessment (LCA) or similar evaluation to determine the
relative “greenness” of a material or product. In a strict sense, an LCA is a quantitative analysis of the
economic and environmental impact of a product over its entire life cycle.

pl
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Goal Description
Independent = Products may go through certification based on widely recognized standards established by:
Third-Party e  American National Standards Institute (ANSI)
Verification e Intemational Organization for Standards (ISO)

e American Society for Testing and Materials (ASTM)

In addition to green product labeling, look for products with characteristics such as:
e Labeled “low VOC” or “zeroVOC”
e Have identifiable postindustrial and postconsumer recycl
e Made from natural, plentiful, or renewable materials
e Resource-efficient manufacturing to minimize material,
e Materials extracted and manufactured locally
e Materials salvaged, refurbished, or remanyfiactured such as ol ring, and

concrete

e (Canbe easily dismantled and reuseg

Reduce e Turn off lights and computs
OfficeWaste e Reduce paper use; printle
e Cancel unread magazine sub
e Skip bottled io a reu
r thah single-use materials.
or unused materials can be retumed.
arge quantities to receive a discount; you may only use a portion
e folders and envelopes.
e - keep cell phones, computers, and other electronics as long as possible.
Recydle

ing bins near trash bins

accessibility to persons with disabilities

rly label recycling bins

e Keep recycling areas and containers clean and free of odors
e Monitor for pests

© 2016 National Apartment Association 106




Certified Apartment Managers"! Participant Workbook Property Maintenance for Managers
Water Efficiency
Goal Description
Water-efficient = Current water-efficient fixtures, appliances, and equipment provide equal or superior performance.
Fixtures, e  Ultra Low-Flow Fixtures—Can save 20% or more water.
Appliances, 0 Select ones with an EPA WaterSense label which shows water efficiency and flow.
Equipment, e High Efficiency Toilets (HETs)— Use 20% less water than the current federal standard.
and Systems e  Bathroom Faucets—Low-flow faucets can save 30% on watergise.
e Low-Flow Urinals—Replacing inefficient fixtures can save b en 1.0 and 4.5 gallons per
flush.

e  Waterless Urinals —uses oil-based fluid and a dispo: i maintain sanitary trap.
¢ Low-Flow Showerheads—Can save nearly 25% water a

Water Efficient | Create an attractive, water efficient landscape by ysi uessuch as:
Landscape e  Drip systems—Water is applied directly t

sprinkler systems.

e Moisture and Rain Sensors—O j controller’s "on" signal when
sufficient rain has fallen or

e Hydrozone—Group pl g to reduce over- and under-watering of plants.

e  Minimize Turf-Som j ¥equire 40” of water a year. Instead, plant a drought-
tolerant grass such as Y@k requires 5" of water per week.

e  Useamulching mower, 8€ inches to reduce amount of water.

o efined as one that can absorb a half inch of water or

dments can either help a soil drain faster or more slowly.
on top of sail significantly reduces the evaporation of water.

Water rted effort to affect water usage behaviors. Share these ideas with tenants:
Conservation run dishwasher when full. If washing by hand, use a tub; don’t run water continuously.
Practices horten showers, even by one or two minutes.

e Turn off faucets while brushing teeth or shaving.

e Useabroominstead of a hose to clean driveways and sidewalks.

e  While you wait for hot water, capture the flow in a watering can to use later on houseplants.
e Adjust water levels in the washing machine to match the size of the load.

e Don'trun the hose to wash a car. Use a bucket for rinsing, followed by a quick hose rinse.

e Reduce outdoor water use by watering the lawn early in the morning or late in the evening.

Learn more about saving water with EPA WaterSense program by visiting: www.epa.gov/watersense/.
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