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M2 Property Group, LLC

Standard Operating Procedure (SOP)
The following Standard Operating Procedure manual outlines standard procedure to be implemented and adhered to by M2 Property Group employees in certain circumstances.  All standard operating procedures have been carefully created and reviewed to increase productivity, ensure transparency, limit liability and to increase revenue.

This manual will be updated as needed and employees will receive an updated copy via electronic distribution, either by electronic mail or by posting the updated manual to the employee portion of the M2 Property Group website.

The SOP manual is not intended to answer every question that may arise, but is meant to provide guidance in many areas and to provide support for frequently asked operational questions.
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Employment 

Applicant Procedures:

The hiring process starts with the employment application.  Each applicant must complete the application and be interviewed by the Property Manager, Maintenance Supervisor, Regional Manager or Regional Maintenance Supervisor, as appropriate for the position for which the applicant has applied.  Applications are available under the “HR” section of the company website.  
After the interview process has been completed, and you are SERIOUSLY considering the candidate, ask them to fill out the background check form.  Do NOT ask the candidate to complete this form with the application before the interview.  The background form asks questions that could be considered as discriminatory prior to the interview.   Make sure you give the applicant the last two pages of the background form entitled “A Summary of Your Rights Under The Fair Credit Reporting Act.”

Once the interview had been completed and you have discussed potential candidates with your supervisor, send the application and background forms to your regional manager to be processed.  A candidate may not start working on any site, prior to the completion and approval of the background investigation.  

Successful candidates will pass all background checks, including a drug screen, before an approval can be given.  For pre-employment drug screen procedures, see “Drug/Alcohol Testing Procedures” in the Employment section.
Interview:

The interview is your first opportunity to truly evaluate the candidate.  Note the following:  

· Is the candidate dressed appropriately?  

· Did the candidate appear professional and well groomed?
· Was the candidate on time for their interview?

· Did the candidate ask appropriate questions at the end of the interview?

· Is the candidate currently employed?  

· If the candidate is currently employed, do they plan to give their current employer a notice?

Start the interview by placing the candidate at ease.  Ask questions that build rapport:

· Did you have any trouble finding us today?

· How did you find out about this opportunity?

Inform the candidate about the company, its philosophy, and position expectations:

· Describe M2 Property Group
· Describe M2 Property Group’s philosophy with respect to resident satisfaction

· Describe the open position and our expectations
· Describe wages, benefits and other important policies
· Do not quote a salary or hourly rate with an increase after X number of days

1.   Have the candidate provide you with information by asking questions.  In general        

      use open-ended questions, (who, what, when, where, why, etc,)

2.   Use listening skills to be alert to additional information provided by the candidate.

3.   Use appropriate questions to gather information related to:

· Jobs

· Qualifications

· Abilities

· Strengths

· Weaknesses

· Attitude

· Attributes

· Supervisors

· Education

The interview process is designed to answer three basic questions:  
1. Does the candidate have the skills or experience necessary to do the job?

2. Does the candidate want the job?

3. Will the candidate fit in and advance our agenda and goals?

Tips to remember:

· Ask the candidate to describe how they have handled a situation in the past, not how would you handle this hypothetical situation.    For example, ask  “Tell me about a time when you had to deal with a difficult resident”, instead of asking “How would you deal with a difficult resident?”  Past actions and performance is a strong indicator of future actions and performance.  

· If the candidate shows a negative attitude toward his present or previous employer, you can be pretty sure that he/she will bring that negative attitude to his/her next employer.  

· During the interview, if the candidate shows a lack of enthusiasm or interest, you can bet that he/she will show the same lack of enthusiasm and interest on the job once hired.

· If the candidate’s responses give you cause for concern during the interview, chances are the candidate is not a good fit for our organization.  

Remember that federal and state laws prohibit prospective employers from asking certain questions that are not related to the job for which they are hiring. Questions should be job-related and not used to find out personal information. 

Illegal Interview Questions 

Do NOT ask about any of the following prohibited pre-employment inquiries, because the candidate and the EEOC may find the questions discriminatory, especially if the candidate is not hired: 

	Age
	ACCEPTABLE PRE-EMPLOYMENT INQUIRIES: 
None. (The exception, as always, is when you can prove that age is a bona fide occupational qualification - i.e., is necessary to perform the job) NOTE: A pre-employment application may request the applicant’s age or date of birth. Age will not be used in any employment decision in accordance with the Age Discrimination in Employment Act.  

PROHIBITED PRE-EMPLOYMENT INQUIRIES: 
Any question designed to discover someone’s age. 

	Alcohol or Drug Use
	ACCEPTABLE PRE-EMPLOYMENT INQUIRIES:  
Specific job-related inquiries such as whether the applicant has been convicted for drunk driving, drinks alcohol, or uses illegal drugs. Current use of illegal drugs and behavior related to the abuse of alcohol (such as intoxication resulting in inability to perform) are not protected under the ADA.  

PROHIBITED PRE-EMPLOYMENT INQUIRIES:  
Alcoholism is a covered disability under the ADA. Any inquiry about how much the applicant drinks or whether the applicant has participated in an alcohol rehabilitation program.   

	Arrest Record
	ACCEPTABLE PRE-EMPLOYMENT INQUIRIES:  
None.  

PROHIBITED PRE-EMPLOYMENT INQUIRIES:  
Any inquiry relating to arrests. Since, under our judicial system, you are presumed innocent until proven guilty - i.e., convicted - records of arrests without conviction are not useful and may be prejudicial.

	Availability for Saturday or Sunday work (pertaining to religious discrimination)
	ACCEPTABLE PRE-EMPLOYMENT INQUIRIES:  
A question about whether applicant can meet work schedule with reasonable accommodation if necessary. However, the answer to such a question may reveal that an applicant’s religious observance makes him or her unavailable for weekend shifts, and this fact cannot be used in any hiring decision. Title VII requires employers to make "reasonable accommodation" even for a "prospective employee’s religious observance," unless it causes "undue hardship." If you decide to ask, let the applicant know that a reasonable effort will be made to accommodate any religious needs should he or she be hired. 

PROHIBITED PRE-EMPLOYMENT INQUIRIES:  
Any question about religious preference, affiliation, observance, or practices. 

	Availability for weekend or evening work (pertaining to sex discrimination)
	ACCEPTABLE PRE-EMPLOYMENT INQUIRIES:  
Inquiries about an applicant’s availability for evening and/or weekend work, provided that you ask both male and female applicants, and provided that the position in fact requires or will require work on evenings and/or weekends. 

PROHIBITED PRE-EMPLOYMENT INQUIRIES:  
Asking this question because you might want the person to work evenings or weekends, but it is not a requirement for the position. This question is likely to have a discriminatory impact on applicants with families - particularly women. 

	Citizenship
	ACCEPTABLE PRE-EMPLOYMENT INQUIRIES:  
Inquiries about whether the applicant is legally eligible to work in the U.S., whether the applicant is prevented from lawfully becoming employed in the U.S. due to his/her visa or immigration status, or whether the applicant can provide proof of citizenship, visa, alien registration number after being hired. However, the law does not protect unauthorized aliens. It protects citizens and intending citizens, which includes aliens who are lawful permanent residents, as well as temporary residents under the amnesty program who complete a declaration of intention to become a citizen. It is not an unfair employment practice for an employer to prefer to hire a citizen or national of the U.S. over another individual who is an alien if the two individuals are equally qualified for the job. 

PROHIBITED PRE-EMPLOYMENT INQUIRIES:  
Whether applicant is a U.S. citizen. Any requirement that the applicant present birth or naturalization certificate before being hired. 

	Convictions
	ACCEPTABLE PRE-EMPLOYMENT INQUIRIES:  
Inquiries about convictions that reasonably relate to performing the job in question.  It is permissible to inquire about an applicant’s conviction record for "security sensitive" jobs, since it has been shown that people with high conviction rates are poor risks for these jobs. "Security sensitive" jobs include not only the obvious - treasurer, cashier, etc. - but peripheral positions as well - janitor, typist, trucker, or other jobs in which the employee would be working near or have access to security sensitive area.  

PROHIBITED PRE-EMPLOYMENT INQUIRIES:  
Inquiries relating to convictions that are irrelevant to the job - e.g., inquiries about gambling or drug possession arrests.  A non-hire on the basis of a prior conviction must be justified by business necessity and must be balanced against the possibility of negligent hire liability. 

	Credit Inquiries
	ACCEPTABLE PRE-EMPLOYMENT INQUIRIES:  
Inquiries about credit history that relate to the job in question.  

PROHIBITED PRE-EMPLOYMENT INQUIRIES:  
Inquiries relating to charge accounts, bank accounts, credit history, or credit rating that do not relate to the job in question. Good credit requirements have been challenged as discriminatory because they may have an adverse impact on minorities. 

	Disability
	ACCEPTABLE PRE-EMPLOYMENT INQUIRIES:  
Inquiries about whether the applicant has the ability to perform specific job functions. Asking the applicant to describe or demonstrate how he or she would perform job tasks. Inquiries about whether the applicant will require a reasonable accommodation ONLY when the applicant has an obvious disability, or when the applicant voluntarily discloses that he or she has such a disability. 

PROHIBITED PRE-EMPLOYMENT INQUIRIES:  
Inquiries that are likely to elicit information about a disability. General inquiries - e.g., "Do you have any disabilities?" - which might reveal disabilities not related to ability to perform specific job. Inquiries about whether the applicant can perform major life activities. 

	Education
	ACCEPTABLE PRE-EMPLOYMENT INQUIRIES:  
Inquiries regarding degrees, courses, equivalent experience, or training required for the specific job.  

PROHIBITED PRE-EMPLOYMENT INQUIRIES:  
General questions about high school or college degrees unless the educational degree inquired about is the only way to measure a candidate's ability to perform the job in question.

	Family Status
	ACCEPTABLE PRE-EMPLOYMENT INQUIRIES:  
Whether applicant has any activities, commitments, or responsibilities that might prevent him or her from meeting work schedules or attendance requirements. (NOTE: These questions must be asked of both men and women, or of neither)  

PROHIBITED PRE-EMPLOYMENT INQUIRIES:  
Do not inquire about whether the applicant is married or single, number and age of children, spouse’s job, spouse’s or applicant’s family responsibilities, child care responsibilities, support orders, pregnancy, etc. Do not direct questions to applicants of a particular sex - e.g., asking women about child care arrangements, or asking men about child support obligations.

	Financial Status
	ACCEPTABLE PRE-EMPLOYMENT INQUIRIES:  
None.  

PROHIBITED PRE-EMPLOYMENT INQUIRIES:  
Inquiries about an applicant’s financial condition. This has been found to result in discrimination against minorities since more non-whites than whites are below the poverty level. Questions about home ownership or car ownership (unless owning a car is required for the job).

	Height and Weight
	ACCEPTABLE PRE-EMPLOYMENT INQUIRIES:  
Inquiries about height or weight requirements necessary for the job or about whether applicant has the ability to perform specific job functions. Must be able to prove that a specific minimum or maximum height or weight is required to perform the job.  

PROHIBITED PRE-EMPLOYMENT INQUIRIES:  
Any inquiry about height or weight not based on the actual job requirements.

	Marital Status
	ACCEPTABLE PRE-EMPLOYMENT INQUIRIES:  
None.  

PROHIBITED PRE-EMPLOYMENT INQUIRIES:  
Whether the applicant is married, single, divorced, separated, engaged, widowed.


	Military Service
	ACCEPTABLE PRE-EMPLOYMENT INQUIRIES:  
Inquiries about education, training, or work experience gained in U.S. armed forces as it relates to the particular job.  

PROHIBITED PRE-EMPLOYMENT INQUIRIES:  
Type or condition of military discharge. Experience in other than U.S. armed forces. Request for discharge papers.  Preferring applicants with honorable discharge rather than dishonorable discharge may be race discrimination under the adverse impact theory. The Uniformed Services Employment and Reemployment Rights Act (USERRA) protects against discrimination on the basis of military service. However, a less than honorable discharge can be the basis for denial of reemployment under USERRA. Cannot ask about military convictions, unless job related.

	Name
	ACCEPTABLE PRE-EMPLOYMENT INQUIRIES:  
Whether candidate has ever worked under a different name.  

PROHIBITED PRE-EMPLOYMENT INQUIRIES:  
Inquiries to determine national origin, ancestry, or prior marital status.

	National Origin
	ACCEPTABLE PRE-EMPLOYMENT INQUIRIES:  
Inquiries into applicant’s ability to read, write, and speak English or foreign languages when required for a specific job. Individuals must be able to communicate well enough to perform the job. Inquiries about whether candidate is legally eligible to work in the U.S.  

PROHIBITED PRE-EMPLOYMENT INQUIRIES:  
Inquiries about applicant’s lineage, ancestry, national origin, descent, place of birth, mother tongue, or national origin of applicant’s parents or spouse. Refusal to hire because of a foreign accent or lack of facility with English could be construed as national origin discrimination. 

	Organization Membership
	ACCEPTABLE PRE-EMPLOYMENT INQUIRIES:  
Inquiries about membership in professional organizations related to the job - e.g., does the applicant for a chemical engineering job belong to a chemical engineering society.  

PROHIBITED PRE-EMPLOYMENT INQUIRIES:  
Questions about organizations whose name or character indicates members’ economic or social class, race, color, creed, sex, marital status, religion or national origin - e.g., country clubs, social clubs, religious clubs, fraternal orders, etc.,.

	Personal Information
	ACCEPTABLE PRE-EMPLOYMENT INQUIRIES:  
Whether the applicant has ever worked for your organization. Whether the applicant has ever worked for your organization under another name. Names of character references.  

PROHIBITED PRE-EMPLOYMENT INQUIRIES:  
General inquiries about change of name through application in court or marriage.

	Pregnancy
	ACCEPTABLE PRE-EMPLOYMENT INQUIRIES:  
Inquiries about the applicant’s anticipated duration of stay on the job or anticipated absences.  

PROHIBITED PRE-EMPLOYMENT INQUIRIES:  
Any question relating to pregnancy or medical history concerning pregnancy, or inquiries that might elicit answers based on pregnancy or family planning status. NOTE: The EEOC has ruled that to refuse to hire a female solely because she is pregnant constitutes sex discrimination.


	Race or Color
	ACCEPTABLE PRE-EMPLOYMENT INQUIRIES:  
None.  

PROHIBITED PRE-EMPLOYMENT INQUIRIES:  
Any questions about race, color, or complexion of skin.

	Religion or Creed
	ACCEPTABLE PRE-EMPLOYMENT INQUIRIES:  
None.  

PROHIBITED PRE-EMPLOYMENT INQUIRIES:  
Questions about applicant’s religious denomination, religious affiliation, church, parish, pastor, or religious holidays observed.

	Residence
	ACCEPTABLE PRE-EMPLOYMENT INQUIRIES:  
Inquiries about the applicant’s address needed for future contact with the applicant.  

PROHIBITED PRE-EMPLOYMENT INQUIRIES:  
Whether the applicant owns or rents own home (denotes economic class). Names and relationship of persons with whom the applicant resides.

	Sex
	ACCEPTABLE PRE-EMPLOYMENT INQUIRIES:  
None, unless sex is a bona fide occupational qualification (BFOQ).  

PROHIBITED PRE-EMPLOYMENT INQUIRIES:  
Reference to the applicant's sex, if a particular sex is not a BFOQ.

	Union Affiliation
	ACCEPTABLE PRE-EMPLOYMENT INQUIRIES:  
None.  

PROHIBITED PRE-EMPLOYMENT INQUIRIES:  
The Labor Management Relations Act makes it illegal for employers to discriminate on the basis of union membership.


Sample Interview Questions:
Please note that the following are only suggestions, but are safe questions to ask that will not violate the above prohibited items.  
Questions to build rapport: 

· Did you have any trouble finding us? 

· How did you know about this job and organization? 

· What kind of work do you want to do? 

· How would your friends describe you? 

· What are your expectations of your future employer? 

· What goals have you set for yourself and how are you planning to achieve them? 

· Would your supervisor be surprised to learn that you are seeking new employment? 

· How long have you been looking for a job? 

· Why do you want to leave your current position? 

· Have you received any offers so far? 

· Why would you like to work for us? 

· How does this job compare with others you've applied for? 

· What is the ideal position for you in any company? 

· What causes you to lose your temper? 

· What two adjectives best describe you?

· What are your best professional skills? 

· lf you were in my position, would you hire yourself? Why? 

Questions on the candidate's work history (past performance and attitude are excellent predictors of future performance and attitude): 

· In your capacity as a 
at 
company, what did you actually do? 


Please provide details. 

· Tell me about your last (or present) job. 

· How have previous jobs equipped you for greater responsibility? 

· What aspects of your current job would you consider to be crucial to the success of  the business? Why? 

· What did (or do) you enjoy most about your last (or present) job? 

· What did (or do) you enjoy least about your last (or present) job? 

· Have you held other positions like the one you are applying for today? If yes, please describe how you expect the positions to be the same. 

· What is the most important thing you learned from your previous experience that you will bring to this job? 

· If there were two things you could change in your last (or present) job, what would they be and how would you change them? 

· Why did you leave your last job? (or Why do you want to leave your present job?) 

· Why do you think you were successful in your last job? 

· Please describe your last (or present) supervisor's management style. 

· lf you could make one constructive suggestion to your last (or present) CEO, what would it be? 

· What were the most important projects you worked on at your last job? 

· How effectively did your boss handle evaluations? 

· Tell me about a method you've developed to accomplish a job. What were its strengths and weaknesses? 

· Can you describe a situation where a crisis occurred and you had to shift priorities and workload quickly? 

· How do you feel about your present workload? 

· In what ways has your manager contributed to your choosing to leave your present job? 

· How do you think your supervisor will react when you tender your resignation? 

· Tell me about a difficult decision you had to make. What made it difficult? What did you learn? 

· What are the most difficult aspects of your current job, and how do you approach them? 

· What has been your most important work-related innovation or contribution? 

· What caused you the most problems in executing your tasks? 

Questions to determine fit with the job and organization:

· What are your long-range goals? 

· What can you do for us that someone else cannot? 

· What do you like most about this job? 

· What aspect of this job is the least appealing? 

· How do you plan your time? 

· What kind of leader are you? - Please provide an example. 

· Think back to a time when you trained a new employee. Tell me exactly what you did to train that employee and bring the person up to the job's performance standards. 

· Can you describe a major project with which you encountered problems? How did you resolve them and what were the results? 

· Describe one of the best ideas you have ever sold to a peer or supervisor. What was your approach? What was the result? 

· What kind of obstacles to completing assignments on time do you most frequently 

 
encounter at work? 

· What strategies have you devised to handle such obstacles? 

· How do you know you are doing a good job? 

· Describe a time when you were less than pleased with your performance. 

· Describe some projects that were a result of your own initiative. 

· What prompted you to begin such projects? How did they end up? 

· What qualifications do you have to make you successful in this field? 

· How do you motivate people? 

· What do you think differentiates you from the other applicants for this job? Why? 

· Why do you think you'd be a good fit for this job? 

· What do you do when you are having trouble solving a problem? 

· What interests you most about this position? 

· What kind of references do you think your previous employer will give you? Why? 

· What is the most difficult situation you have faced? How did you handle it? 

· How did your supervisor get the best performance out of you? 

· How do you use deadlines in your work? 

· How would you do this job differently from other people? 

· What personality traits do you think are necessary to succeed in this field? 

Questions for job hoppers: 

· You've changed jobs quite frequently. How do we know you'll stick around if we hire you? 

· How do you explain the diversity of jobs you've had? 

· You've been with your current employer for only a short amount of time. Is this an indication that you'll be moving around a lot throughout your career? 

· What strategies have you found to be successful in managing unfair criticism? 

Tell me about a time when you ... 

· Worked effectively under pressure. 

· Lost your cool. 

· Handled a difficult situation with a coworker. 

· Were creative in solving a problem. 

· Were unable to complete a project on time. 

· Persuaded team members to do things your way. 

· Were disappointed in your behavior. 

· Had to deal with an irate customer. 

Sample Questions for Leasing Consultant Applicants 

· Define an opportunity in which you appropriately took advantage of a situation. 

· Give me an example of when your energy level and focus created a very positive result. 

· Prioritize your typical day of errands. 

· Outline the steps you've taken recently to convince an individual to do a task for you. 

· Walk me through a scenario in the recent past in which you properly diffused a potentially negative exchange between two individuals. 

· Describe a time when you were not satisfied with the final outcome of a situation and what steps, if any, did you take to rectify it. 

· List the ways in which you exhibit active listening skills. 

Sample Questions for Maintenance Applicants 

· Describe a time when you were given, in your opinion, "trivial" work orders and how did you handle it. 

· How did you prioritize your daily routine as a maintenance technician with respect to work orders? 

· Give me an example of how you handled irate residents' complaints. 

· Give me an example of how you handled a maintenance problem when you knew nothing about how to fix it. 

· Walk me through a scenario in the past when you handled a resident's after hours call and discovered it wasn't a true emergency. 

· Tell me a time when you were over budget in a certain area and what you did about it. 

Sample Questions for Groundskeeper Applicants 

· Your job responsibilities in the past were 
. How did you schedule your day 

       to complete all of the tasks? 

· Describe a situation where a resident just destroyed the area where you just picked up. 

· Tell me a time when you were confronted by a difficult or irate resident. 

· Give me an example of how you handled a situation when you had your daily activities planned out and then your manager told you to stop and start a new project. 

New Hire Procedures:
If convenient for the candidate, have them come to your office and complete their new hire paperwork in advance of their start date.  This will allow our HR department to set the new employee up within the EzLabor Manager system, prior to their first day of work; doing so will allow the employee to use the system from their very first day.  
On the employee's first date of employment, have them complete the following forms using the M2 Property Group Employee Master File Form as a guide: 

· I-9 Form (you must take photocopies of the documents they present as authorization to work in the United States. It is important that the front and back sides of the 1-9 form are both photocopied. The back side of the form lists the acceptable documents that may be presented. The instructions page should be given to the employee; however, it does not need to be sent to the Corporate office). 

· W-4 Form - Federal and State
· Direct Deposit Authorization Form (Direct deposit is a condition of employment)
· Voided Check or Instructions

· Health Insurance Application

· Dental Insurance Application

· Health Savings Account Application
· 401k Application
· Employee Handbook Acknowledgement 

· Employee Apartment Addendum (if Applicable)

· Acknowledgement of Responsibility Form
· SOP Manual Acknowledgement
Note the BOLD items in the list above, these only apply to full time employees.  New employees will be subject to a 90-day waiting period before they are eligible for insurance and other benefits.

Please note that the new hire procedures must be completed on the first day of employment and the forms delivered to your regional manager as soon as possible.  This will ensure that your employee will be set up and ready to be paid when the pay period comes to an end.  Please keep in mind that the HR department requires 48 hours notice to add an employee to the system.  To ensure that an employee is added to the ADP system in time, please start your new employees in the first week of the two week pay cycle, if possible.
Below is a sample of an I-9 form, properly filled out.  Please note that you can type this form, print it out and then both you and the new employee can sign, as shown here. [image: image2.jpg]Department of Homeland Security ON{B l:lo .]6.1 5-0047, Ex;.)lres 03/3.1/07
USS. Citizenship and Immigration Services Employment Eligibility Verification

Please read instructions carefully before completing this form. The instructions must be available during completion
of this form. ANTI-DISCRIMINATION NOTICE: It is illegal to discriminate against work eligible individuals. Employers

CANNOT specify which document(s) they will accept from an employee. The refusal to hire an individual because of
a future expiration date may also constitute illegal discrimination.

Section 1. Employee Information and Verification. To be completed and signed by employee at the time employment begins.

Print Name: Last First iddle Initial Maiden Name
Address (Street Name and Number) ﬁt. i Date of Birth imanth/day/year)

City State Zip Code Social Security #

| attest, under penalty of perjury, that | am (check one of the following):
citizen or national of the United States
[] ALawful Permanent Resident (Alien #) A
D An alien authorized to work until

(Alien # or Admission #)

Employee's Signature " - ~ Date (month/day/year)
[ mlw Uzﬁ 02/10/2007

Preparer and/or Translator Certification. (7o be completed and signed if Section 1 is prepared by a person

other than the employee.) | attest, under penalty of perjury, that | have assisted in the completion of this form and that to the best
of my knowledge the information is true and correct.

Preparer's/Translator's Signature Print Name

| am aware that federal law provides for
imprisonment and/or fines for false statements or
use of false documents in connection with the
completion of this form.

Address (Street Name and Number, City, State, Zip Code) Date (month/day/year)

Section 2. Employer Review and Verification. To be completed and signed by employer. Examine one document from List A OR
examine one document from List B and one from List C, as listed on the reverse of this form, and record the title, number and expiration date, if
any, of the document(s).

List A OR ListB AND ListC
Document title: 5 L L
N—  State of Indiana _ Social Security Administration
Document #: — _
Expiration Date (if any): — —

Document #:

Expiration Date (if any):

CERTIFICATION - | attest, under penalty of perjury, that | have examined the document(s) presented by the above-named
employee, that the above-listed document(s) appear to be genuine and to relate to the employee named, that the
employee began employment on (month/day/year) —_ and that to the best of my knowledge the employee

is eligible to work in the United States. (State employment agencies may omit the date the employee began
employment.)

Signature of Ei er or Authorized Representative Print Name Title
: . L AsT—

Busifless or Organization Name Address (Street Name and Number, City, State, Zip Code) Date (month/day/year)

Section 3. Updating and Reverification. To be completed and signed by employer.
A. New Name (if applicable) B. Date of rehire (month/day/year) (if applicable)

C. If employee's previous grant of work authorization has expired, provide the information below for the document that establishes current employment
eligibility.
Document Title: Document #: Expiration Date (if any):

| attest, under penalty of perjury, that to the best of my knowledge, this employee is eligible to work in the United States, and if the employee
presented document(s), the document(s) | have examined appear to be genuine and to relate to the individual.

Signature of Employer or Authorized Representative Date (month/day/year)

NOTE: This is the 1991 edition of the Form I-9 that has been rebranded with a Form I-9 (Rev. 05/31/05)Y Page 2
current printing date to reflect the recent transition from the INS to DHS and its
combponents




Employment Changes:
Any change made to the employee’s status, pay, department (site), promotion, demotion, change of address, separation or other changes must be submitted to your regional manager for approval, using the Payroll Status Change Notice, or PSCN form.  

Generally, promotions, demotions, separations or changes in pay rates will require a discussion with and approved by your regional manager or regional maintenance supervisor.    

The Payroll Status Change Notice as seen below can be found on the company website, under HR Related>New Hire Paperwork.
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Voluntary/SeasonalTermporary L1 Imolutary - Gross Misconduct [
Received letter of resignation? | Yes' [ "No [ ]| nvoluntary - Other, lst reason below [
Reason Discharged
Eligible For Rehire? O Yes O No. IfNo, Why?,
Completed by

Property Manager/Maintenance Supenisor Date
Approved by:

M2 Property Group Approval Date




Employee Discipline:
As stated in the employee handbook, no one likes the roll of disciplinarian, but certain conduct disrupts the natural flow of work, hinders morale, creates liability, puts the property, other employees and residents in jeopardy and decreases cash flow.  To mitigate these losses, we have implemented the following discipline program:
There are two categories of disciplinary offenses.  Level I offenses are offenses that result in immediate termination.  Examples of these types of offenses are dishonesty, theft, fighting on company property.  Level II offenses are those offenses that result in progressive discipline.  Examples of these types of offenses are tardiness, failure to follow work rules, failure to perform satisfactorily.  Your supervisor in his or her sole discretion will determine whether an offense is a Level I or Level II offense.  In those instances where M2 Property Group believes that an offense is a Level II offense, the following progressive disciplinary actions may be employed at the supervisor’s or property manager's discretion:

First Warning:
The supervisor will give the employee an oral warning and record the offense on the employee's record so that there are no misunderstandings.

Second Warning: 
If the initial problem is not cured, the employee will receive a written warning and suspension may result.

Third Warning:
Should the problem continue with the employee, the third violation may result in termination of employment by the supervisor.

Managers and supervisors must follow these procedures.  Just because an employee receives either a verbal or written warning, that does not mean termination of that employee.  Following the company policy on progressive discipline, when appropriate, will ensure that the employee is being given the proper opportunity to correct the offensive conduct.  Written warnings also provide the necessary audit trail to defend the company against unemployment claims when necessary.
Your regional manager or regional maintenance supervisor will assist you in drafting your written warning, if requested.  Warnings should be presented to the employee with an emphasis on helping the employee to correct the conduct.  The employee should be given the opportunity to provide a written response to the warning and sign the form.  Once you have obtained the signed copy, forward to your regional manager or regional maintenance supervisor for signature.  The warning will then be sent to the HR department and placed in the employee’s personnel file. 

Termination Procedures:

Voluntary Separation ~ When an employee gives you notice that they are leaving their position with the company, obtain a written resignation letter indicating the last day to be worked and fax to your regional manager.

On the employee’s last day, complete the following steps:  

· Complete the Payroll Status Change Notice and fax to your regional manager

· Collect all company property (i.e., keys, phones, pagers, uniforms, tools, etc.)

· Determine the employee’s intent in reference to their apartment home, if the employee resides at a M2 Property Group community

· Locks must be changed to all offices and maintenance facilities, to which the employee had keys, even if such keys were surrendered when requested

· Send any and all employee related documents to the HR Department
· Provide the employee with the Exit Interview Questionnaire and have them mail it directly to the HR department at the corporate office
Involuntary Separation ~  Approval to terminate an employee must be received by your regional manager or regional maintenance supervisor.  This approval will be given, if warranted, and provided the progressive discipline protocols were implemented if appropriate.  

Where progressive discipline protocols have failed to correct the conduct, you should approach the employee with two separation options.  The options are termination or resignation.  

If the employee chooses to resign, have them write a letter of resignation, sign it and surrender it to you.    A letter of resignation will preclude the HR department from disclosing a terminated status.  
Once approval has been received to terminate an individual’s employment, on the employee’s last day complete the following steps:

· Complete the Payroll Status Change Notice and fax to your regional manager

· Collect all company property (i.e., keys, phones, pagers, uniforms, tools, etc.)

· Locks must be changed to all offices and maintenance facilities, to which the employee had keys, even if such keys were surrendered when requested
· Notify the employee of their 7-day vacate obligation, if the employee resides at a M2 Property Group managed community
· Send any and all employee related documents to the HR Department
The regional manager will be responsible for deleting access to all key digital systems, including but not limited to the property management software, e-mail system, employee only portion of the company website and the like.
Once an individual has left the company, all records pertaining to their employment should be forwarded to the HR Department.  Any request for verification of employment will only be released with the proper documentation and only by the HR department.  No other employee is authorized to provide employment verifications!
Work Related Injuries:
In the event of a work related injury, make sure the employee is well enough to make his or her own way to the partner facility listed below.  If the injury is not an emergency, and the employee is unable to drive themselves to the partner facility, provide alternate transportation (taxicab, another employee, etc.).  If the injury is of an emergency nature, call 911 and have an ambulance take the employee to the hospital.
All work related injuries require an immediate drug/alcohol screen.  Have the injured employee complete the Drug/Alcohol Test Consent Form for Current Employees and forward to the HR department.  
Fill out and fax the Medical Authorization Form to AmCare at 513-831-5953 and give the form to the employee along with the Chain-of-Custody Form and send them to the partner facility listed below.

Next, complete the First Report of Injury or Illness for your state.  If your state does not have its own form on our website under Management, complete OSHA Form 301.  Do not complete these forms from the company website; download them to your computer, complete them and then save the form as First Report of Injury_Name, where “Name” is the last name of the employee.  Then e-mail the completed form to your regional manager.  Please note that to ensure legibility, please type the form, do not print it out and complete by hand.  
The First Report of Injury should be sent to your regional manager as soon as possible after the injury, in order to allow the insurance company to begin managing the claim promptly.

· Notify the HR department if the injury will result in lost time (more than the day of injury).

· Send any reports received by the insurance company and all medical records and receipts received by the employee to the HR department, via your regional manager.

· Follow up with the employee to see how they are doing, especially if the injury results in lost time.  This is a very important step to show the employee that the company cares about them and wants them to fully recover and return to work.

· Interview the injured employee to find out how the accident happened and what could have been done to prevent it.  If there is an immediate safety hazard at the site, be sure to block off the area until it can be properly addressed to prevent further accidents.  Conduct weekly meetings with employees to reinforce the importance of safety.  It is essential to remind employees often that “ALL ACCIDENTS CAN BE PREVENTED!”

· The employee will be paid the entire 8 hours on the day of injury.  Time off for follow up doctor’s appointments and physical therapy will not be paid.   The employee should be encouraged to schedule those appointments after work hours if possible; otherwise, they are expected to make up the missed time.

· After a work related injury, an employee may be released to return to work, but with restrictions.  In that case, we should make every effort to make reasonable accommodations either to the work being performed or the work schedule that will allow the employee to remain at work.  That does not mean that we would make an accommodation for an employee to perform work for which they are not qualified.
If a work related accident results in death of any employee, or hospitalization of 3 or more employees, you must notify OSHA within 8 hours of the incident or death at 

1-800-321-OSHA.  You must also contact the HR department immediately at 847.677.0070, to make the report.
Drug/Alcohol Testing Procedures: 

Pre-Employment Drug Tests 

1. Send the applicant for the drug test after their background check has been approved and you make them an offer of employment. 

2. Have the applicant complete a "Drug Test Consent Form for Applicants" and send to the HR department

3. Complete a Medical Authorization Form

· Patient (Applicant) Name 

· M2 Location (Site Name) 

· M2 Manager 

· Phone 

· Date 

· Check the box for Urine Collection Only (Pre-Employment) 

4. Fax Medical Authorization Form to AmCare at 513-831-5953. 

5. Send the applicant to the partner facility listed below with the following documents:  

· Completed Medical Authorization Form 

· Forensic Drug Testing Custody and Control Forms (these are the large forms with multiple copies) 

6. To request additional Forensic Drug Testing Custody and Control Forms you may email CHW.ORDERS@QUESTDIAGNOSTICS.COM and give them your client number (this is found on the forms), quantity of forms needed, shipping address, and phone number. 

Post-Accident Drug and Alcohol Tests 

1. Following a work-related accident or injury you must send the employee for the drug and alcohol test as soon as you are made aware of the situation. 

2. Have the employee complete a "Drug/Alcohol Test Consent Form for Current Employees" and send to the HR department.

3. Complete a Medical Authorization Form 

· Patient (Employee Name)  

· M2 Location (Site Name)

· M2 Manager 

· Phone 

· Date 

· Check the box for Urine Collection Only (Post-Accident) 

· Check the box for Breath/Blood Alcohol (Post-Accident) 

4. Fax Medical Authorization Form to AmCare at 513-831-5953. 

5. Send the employee to the partner facility listed below with the following documents:

· Completed Medical Authorization Form 

· Forensic Drug Testing Custody and Control Forms (these are the large forms with multiple copies) 

6. To request additional Forensic Drug Testing Custody and Control Forms you may email CHW.ORDERS@QUESTDIAGNOSTICS.COM and give them your client number (this is found on the forms), quantity of forms needed, shipping address, and phone number. 

Reasonable Suspicion Drug and Alcohol Tests 

1. If you suspect an employee of using drugs and/or alcohol while on company time, or of coming to work under the influence of drugs and/or alcohol, contact the regional manager immediately. The regional manager will consult with the HR department to determine what steps will be taken. These are serious allegations and the confidentiality of the employee must be respected. Do not discuss your concerns with anyone other than the regional manager or HR department.
2. If you are given the OK to send an employee for drug and alcohol tests for reasonable suspicion, have the employee complete a "Drug/Alcohol Test Consent Form for Current Employees" and send to the HR department.  Do NOT let the employee drive himself/herself to the clinic. You should arrange for a taxicab to transport them to and from the clinic. 

3. Complete a Medical Authorization Form

· Patient (Employee) Name 

· M2 Location (Site Name)

· M2 Manager 

· Phone 

· Date 

· Check the box for Urine Collection Only (Reasonable Suspicion) 

· Check the box for Breath/Blood Alcohol (Reasonable Suspicion) 

4. Fax Medical Authorization Form to AmCare at 513-831-5953. 

5. Send the employee to the partner facility listed below with the following documents: 

· Completed Medical Authorization Form 

· Forensic Drug Testing Custody and Control Forms (these are the large forms with multiple copies) 

6. To request additional Forensic Drug Testing Custody and Control Forms you may email CHW.ORDERS@QUESTDIAGNOSTICS.COM and give them your client number (this is found on the forms), quantity of forms needed, shipping address, and phone number. 

When the employee returns from the clinic you should send him/her home (again, arrange for a taxicab if they do not live on the property). Let them know that we will contact them with further instructions once we have the results back from the drug and alcohol test. If the results come back negative, the employee will be paid for all scheduled work hours missed. If the results come back positive, the employment relationship will be terminated.

Partner Facilities

	Abington  
Abney Lake
	Methodist Occupational Health 

7301 Georgetown Road 
Indianapolis, IN  46268
317.875.9584
Hours:  M-F 8:00 AM – 11 PM



	Hunt Club


	Occupational Health Center

8177 Clearvista Parkway

Indianapolis, IN  46250

317.621.7808

Hours:  M-F 8 AM – 9 PM

             Sat. 9 AM – 9 PM



	Woodcrest
Timber Cove

	Safe Works Illinois

1750 East Lakeshore Drive – Lower Level

Decatur, IL  62521

217.425.2732

Hours:  M-F 7:30 AM – 4:30 PM




Employee Evaluations:
Each employee will be evaluated by their supervisor once per year for the purpose of determining their annual compensation increase, if any.  Increases will range between 1% and 5% depending on the employee’s average evaluation score.  
The employee evaluation form can be found on the company website, under Management.
Supervisors will complete an evaluation for employees under their supervision.  The evaluations need to be e-mailed to and will be reviewed by the regional maintenance supervisor and the regional manager to ensure that each are fair and that nothing is stated in such a way as to put the company in jeopardy.  

Managers will complete an evaluation for employees under their supervision.  As with the maintenance employees, the evaluations need to be e-mailed to and will be reviewed by the regional manager to ensure that each are fair and that nothing is stated in such a way as to put the company in jeopardy.

Once the evaluations have been completed and approved, they will be returned to you to present to your employees, along with their approved rate increase, which will be effective starting January 2nd.

Supervisors’ evaluations will be conducted by the regional maintenance supervisor; managers’ evaluations will be conducted by the regional manager.  

Evaluations are due on or before December 1st of each year, for all employees who have completed one year of service.  
Evaluations are assessed using the following scoring model:

	Outstanding
	Truly outstanding performance that results in extraordinary and exceptional accomplishments with significant contributions to objectives of the department, division, group or company.

	Above Expectations
	Consistently generates results above those expected of the position.  Contributes in a superior manner to innovations both technical and functional.

	Meets Expectations
	Good performance with employee fulfilling all position requirements and may on occasion generate results above those expected of the position.


	Below Expectations
	Performance leaves room for improvement.  This performance level may be the result of a new or inexperienced employee on the job or an employee not responding favorably to instruction.

	Needs Improvement
	Lowest performance level which is clearly less than acceptable, and which is obviously well below minimum position requirements.  Situation requires immediate review and action.  Possible separation or reassignment is in order without significant and immediate performance improvement.


Evaluations should be written in such a way as to encourage the employee by pointing out their successes and touching on short comings; giving the employee goals to reach before the next review.  
Very seldom will an employee achieve an outstanding rating, as there is always room for improvement, in most cases.  If the evaluations for your employees are all “above expectations” or “outstanding”, re-evaluate your objectiveness and complete a second review that is honest, objective and impartial.   Your regional maintenance supervisor or regional manager will then review both evaluations and blend them to form a true representation of your employee’s effectiveness.
M2 Property Group encourages each of you to perform employee evaluations at such intervals as you see fit, for the purpose of providing guidance, instruction or correcting improper/disruptive conduct.
Base Compensation Increase:
Annual increases are given each year, after one year of service.  It is possible that an employee will be employed for more than a year before an evaluation and resulting increase is given.  For example, an employee who begins employment in May would not be eligible for an increase until June 1st of the following year, but the evaluation for the purpose of determining an increase, would not be conducted until December and the increase effective the following January.  

Annual increases of 1 – 5% are given each year, based on the employee evaluation and are reflective of the following scores:

	0 - 1%
	Needs Improvement

	1 – 2%
	Below Expectations

	3%
	Meets Expectations

	4%
	Above Expectations

	5%
	Outstanding


A merit increase may be awarded outside of the annual schedule; however, such increases are rare and require the approval of the regional manager and the HR director.
Bonuses:
Bonuses may be a part of regular compensation for certain employees.  Where bonuses have been established, they will be calculated at the discretion of the employee’s supervisor in accordance with the published criteria provided to the eligible employee.   The bonus criteria may be amended from time to time as needed to properly gauge employee progress.  Any changes to the bonus criteria will be published to those employees who will be affected by such changes prior to the start of the bonus period.  
Bonuses, if applicable, will be paid, by a separate check or direct deposit, during the last pay period of the first month following the end of the bonus period.  In order to receive bonus compensation you must be employed at the time the bonus would be paid.  Since bonuses are based upon the performance of the employee and the asset to which the employee has been entrusted, a bonus may not be earned for each bonus period, if the employee fails to meet the established bonus criteria.
The following bonus programs are in place for salaried employees and may be amended from time to time:
Property Manager & Maintenance Supervisor Bonus Program:

Property Managers and Maintenance supervisors are eligible to earn quarterly bonuses of 3% of their annual salary.   Ninety percent (90%) of the Property Managers and Maintenance Supervisors bonuses will be based on the quarterly Property Review.  The Property Review is an audit of the site covering several key areas.  The Property Review form is available on under the employee only section of the company website.  The Property Review form may be updated from time-to-time to better evaluate the effectiveness of the on-site management teams.
To be eligible for 90% of the quarterly bonus, the site must score an 85% or higher on their Property Review.   If the site fails to meet the 85% threshold to qualify for the bonus, the site will be given ten (10) business days to correct the deficiencies and ask for a re-inspection.  If a re-inspection is necessary, the site must then score a 90% on the Property Review in order to achieve that portion of the bonus.
Ten percent (10%) of the Property Managers and Maintenance Supervisors bonuses will be at the discretion of the employee’s supervisor, regional manager, COO and the CEO, or other employee of the company that the management so designates.  
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It is important to note, that the resulting bonus in the table above is only an example, your bonus may be more or less, based on your performance and base compensation.

Commissions:

The company has established commission structures to encourage leases, renewal, the sale of rentable items, pet fee collections and referrals to sister communities.  

Commissions will be paid during the last pay period of the month, following the month in which the commission was earned.  

If the agent or employee is in dispute, it will be at the property manager’s discretion whom should be paid, or the manager may decide to split the commissions equally among the disputing agents.

The commission schedule must be sent to the regional manager on the 1st day of each month.  The front page of the lease or the addendum for other revenue items must be submitted to the regional manager with the commission schedule for review.  Errors of any kind on any lease or addendum, or any discrepancy between the lease and related addenda and Yardi, will invalidate the commission for that agent for that particular lease or revenue item and the commission will not be paid. 
New Lease Commissions
Commissions for new leases will be paid to the agent who tours the prospect on their initial visit, regardless if another agent later shows that same prospect on a subsequent visit.  Agents are assignable in Yardi and the agent who takes the initial phone call/e-mail, fax or visit should complete the prospect process if available.  
Commissions for new leases will be paid out at 1% of the total lease value, less any concessions, utility reimbursements, pet fees, parking fees and the like.  The commission will be based on the RENT charge code.  
Lease renewal Commissions

Lease renewal commissions of $50 will be paid for each new 12 month lease renewal.  $25 of the renewal commission will be paid to the relocation specialist/consultant (agent) who “worked” the renewal.  The other $25 will be pooled and split equally among all maintenance, grounds and cleaning personnel (staff).

In order to qualify for the renewal commission, the site must renew at least 50% of the leases expiring in that month.  The following table shows the acceleration of renewal commissions based on renewal performance.

	Renewal % Threshold
	Total Commission
	Agent
	Staff

	50 to 60%
	$50
	$25
	$25

	60.01 to 70%
	$60
	$30
	$30

	70.01 to 80%
	$70
	$35
	$35

	80.01 to 90%
	$80
	$40
	$40

	90.01 to 100%
	$90
	$45
	$45


Sister Site Referral Commission

The company will pay a commission of $35 for referring prospects to a sister site, once that resident moves-in.  The community that receives the benefit of the referral will pay the $35 referral reward on a regular agent commission schedule.
Pet Commissions
This policy applies to all employees, (including maintenance, grounds, painters, housekeepers, tile installers, leasing agents or other employees) that may have cause to enter a resident’s home or witness a pet in a window of a resident’s home. 

A commission of $25 will be paid to employees who report illegal pets to the leasing/management office.  All pets should be reported, either on the work order or by other means.  If the pet is in the premises pursuant to our pet policy, no commission will be paid, nor will a commission be paid if the pet has already been reported to the office by another employee.  The commission will be deemed to have been earned by the employee who first reports the pet.  
It is the property manager’s responsibility to act in a timely manner to notify the offending resident and send the appropriate illegal pet letter and pet addendum.  A copy of both the pet letter and addendum must be placed in the resident’s file and a record of the pet must be recorded in Yardi using the Memo link.  If the pet is a restricted breed, the animal must be removed from the leased premises and the $300 fee paid.  The employee who reported the pet will still be entitled to the commission, even though we will not be collecting monthly pet rent on that particular pet.

Other Revenue Item Commissions
To encourage the sale of other revenue producing items, a commission will be paid to the agent who sells laundry equipment, garage, carport, storage or other such items.  The commission earned will be equal to the first month’s rental fee for the particular item.  Commissions under this policy may be earned for new residents moving-in or for current residents who accept responsibility for an additional revenue item.

For example, the leasing agent sells a garage for $50 per month and the resident executes the appropriate addendum, the commission due on this item would be $50.  Notice that for the $50 commission, the lease term would be 1 month with a base rent of $5,000 so that the commission calculates correctly at $50.
Commissions under this policy should be shown on the commission schedule under the tab of the agent who earned such commission.    Under “Move-In Date” enter the date the resident executed the addendum, under “Resident Name” enter the revenue item, such as “garage, carport or washer/dryer” and then enter the commission due.   See the example below:
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Commissions for Property Managers
M2 Property Group will pay leasing commissions to Property Managers, for new leases, renewals and revenue items, based on the current commission structure.

 
This commission policy is not meant to drastically increase income of the property managers, but to recognize the fact that the sale is important to the company, regardless of who closed the deal.

 

The following limits will apply to property manager’s commissions:

 

· A property manager may not schedule to operate the site with no other leasing agents
· A property manager will not be in competition with their staff for commissions; the leasing agents will still be the first person to act in a sales capacity, followed by the assistant manager, if any.   A property manager should assume the leasing roll, only if there is no other sales agent available at the time. 
· If a property manager and a leasing agent approach a prospect at the same time, the property manager should be recused. 

· When a commission is in question, as to who has “ownership” of the commission the rights of the leasing or other sales agent will prevail
· If renewals are divided equally among all sales members, the property manager may, but will not be required to, take no more than an equal share of those expirations to work for renewals.  In no circumstance will the property manager take a larger share of the expirations to work for renewal than any other member of the sales team. 

· If after reviewing the commission schedules submitted for payment, if a breach of this policy is found, the property manager’s potential to earn commissions under this policy will cease.

Benefits
All full-time regular employees, both exempt and non-exempt, will be entitled to participate in employee benefit programs.  Full time employees are those that are normally scheduled to work at least 35 hours per week.  

Benefits may be revised from time to time and include but are not limited to health and dental insurance, personal time, vacations, holiday compensation, certain reimbursements, apartment discounts, smoking cessation reimbursement and professional fee reimbursement.
Insurance Programs
· Health and dental insurance will be offered to all qualified employees, when they become eligible, 90 days following their date of hire  

· Current insurance premiums are available on the company website under HR Related/Insurance Forms
· Acceptance or refusal of all insurance plan options is made during the orientation session.  If initially refused, employees must wait until the next enrollment period to participate in the plans, unless a qualifying event occurs which would make them eligible to join the plan
           Examples of qualifying events include, but are not limited to:
· Death of a spouse

· Divorce/Marriage

· Birth/Death of a Child

· Adoption 

Open enrollment will begin each year on January 2nd.  Employees who wish to make changes to their elections must do so before the close of the open enrollment period.  

Personal Time

For the first two months of employment, employees are ineligible for paid personal time.  After two months of full-time employment, a new employee will be granted paid personal time during the calendar year that he or she is hired in accordance with the following table:

 

PERSONAL TIME ENTITLEMENT TABLE (for initial year of hire)

 
	Date of Hire
	Personal Days* 
for initial year of hire

	January 2 through February 28 (or 29)
	5

	March 1 through April 30
	4

	May 1 through June 30
	3

	July 1 through August 31
	2

	September 1 through September 30
	1

	October 1 through December 31
	0


*No paid personal time may be used until after the completion of two full months of employment

Regular full-time employees of record as of January 1st of each year will have five paid personal days available.  

Except for true medical needs, a supervisor may deny a personal day request, if such request will hinder the operations of the site or cause undue hardship on the remaining employees.  For planned use of personal time, employees should give their employer at least a one week notice in advance of the requested leave.

Holiday Pay
As stated in the employee handbook, “for an employee to be eligible for holiday pay, attendance at work on the last scheduled day before the holiday and the first scheduled day after the holiday is necessary”.
If an employee is scheduled to work the day before or the day after a company recognized holiday, the employee must work those days in order to be paid for the holiday itself.  If an employee called in sick or used a personal day that was not scheduled, then the holiday hours would not be paid.  
If an employee had previously requested to use a personal or vacation day before and/or after the holiday and the supervisor approves the request, then the holiday would be paid, even though the employee didn’t physically work the day before or after the holiday.   A request to use vacation/personal time before or after a holiday must be made at least one week in advance.  
Time & Attendance

The company has partnered with ADP to provide easy and accurate payroll management.  Hourly employees will be required to clock in/out each day, using computers either in the leasing office or the maintenance shop.   

The employee hourly sign in screen will look similar to the one below:
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Employees are required to use the “Lunch Out” button when clocking out for lunch.   

It is important to note that the IP address of each clock-in/out is recorded.  Clocking in/out on computers other than those within the apartment community network will result in those hours being canceled and the employee will not be paid for that time.
Managers and supervisors will have a screen that looks similar to the one below:
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Managers and supervisors must log into ezLabor Manager each day and correct any anomalies on employee timecards.  The exception link as shown above is the first step to correcting errors.  

Other errors may be present and must be corrected before the payroll cycle can be locked and the payroll properly processed to generate paychecks.  
The Employee Daily Totals Report, within the ADP system will indicate which hours are regular, overtime, personal, holiday, etc.,.  Once the employee has physically worked 40 hours in a week, the on-call emergency time must be updated to reflect a one hour minimum.  This step should not be taken until the employee has worked 40 hours, because until that time, the employee is ineligible for over time compensation.
Managers and supervisors must approve their employees’ payroll on or before 9 AM the Monday following the close of the pay period.  The regional manager will then review the payroll, make any adjustments or notify the managers/supervisors of errors or omissions.  Once those have been corrected, the payroll will be released to the payroll administrator for processing.
Over Time Calculations

Non-exempt hourly employees are compensated at the rate of 1.5 times their straight time base pay for all hours actually worked over 40 in a work week.  

The following time classifications will not be used for the purposes of determining over time pay:

· Bereavement Leave

· Emergency Closings

· Holiday Hours

· Personal Time Off Hours

· Vacation

· Any other hours the employee may be paid for but did not actually work 
Managers and supervisors should use the tools at their disposal to eliminate impending overtime, before the end of the work week by adjusting schedules and sending employees home early, if the needs of the site will allow.

As stated above . . . The Employee Daily Totals Report, within the ADP system will indicate which hours are regular, overtime, personal, holiday, etc.,.  Once the employee has physically worked 40 hours in a week, the on-call emergency time must be updated to reflect a one hour minimum.  This step should not be taken until the employee has physically worked 40 hours, because until that time, the employee is ineligible for over time compensation.

Managers and supervisors are excluded from overtime compensation and are rewarded under other programs, such as the quarterly bonus program.
Employees cannot use personal, vacation or other benefits to exceed their normal weekly earnings.  If an employee is paid $12 per hour at a 40 hour work week, their normal weekly earnings would be $480 ($12/hour X 40 hours).  If the employee physically worked 42 hours in 4 days and then took a personal day on the 5th day, no personal time would be entered for the 5th day because the employee has already reached, or in this example, exceeded the 40 hour normal work week.  Adding personal time for the 5th day would exceed the employee’s normal weekly earnings by $96 ($12/hour x 8 hours for the 5th day).  

Leasing
Prospect Contact
When answering the telephone, the call should be answered no later than the second ring.  The phones should be answered by agents with sound knowledge of our product, current inventory and prices.  One should never put a prospect on hold to look for prices, availability or other information needed to assist the future resident.

As a sales agent, you cannot assist the prospect with their new home search, without knowing what their needs may be.  Giving the caller the price and then disconnecting is not an effective way to convert the phone lead into a personal visit.

Before disconnecting the agent should obtain the following basic information:

· Name

· Phone number

· Type of apartment home needed

· Desired move-in date

· Status of pets

· Any particular wants or needs in their new home

· Price range 
· Set appointment for personal tour

· Give clear directions to your site

The following script is offered only for reference and does not need to be followed word for word, but it will give the agent a flowing reference so acquiring the above information will not sound like an interrogation.

“Thank you for choosing [Community Name] this is [Your Name], how can I help you today?”  “I’m glad you called, I’m sure I can help you find the perfect home for you”  “May I ask to whom I am speaking?”  [prospect response]  Re-introduce yourself and use their name often in the conversation, but not every other word.  

“To help me better assist you today,  I’ll need to ask you a few questions, may I proceed?”  [wait for response]  “Great, what size apartment home are you looking for?  [wait for response]  What are the most important features to you in selecting your new home?”   Sometimes the caller only wants the rental rate and does not want to answer your questions.  If that is the case ask the prospect “Will the price be your only determining factor in finding your new home?”  If yes, give them the price and ask if that is within their comfort zone.  If they answer no to the above question, ask what factors they are considering in selecting their new home.  
To show the prospect that you are listening, repeat their needs and desires.  “Great I can help you find your new [unit size] bedroom apartment home with [desire], [desire] and [desire].  When would you like to complete your move?”  [wait for response]   Will the apartment home be just for you?  [wait for response]   We are a pet friendly community, do you have any pets that will be living here with you?” 
“Based on what you’ve told me, I think our [floor plan name] would be a perfect fit for you.  [describe the floor plan]  “This beautiful apartment home rents for just [rental rate], is that within your comfort zone?”  If yes, proceed, if not, ask “what price range best fits your needs?”  We may have another unit that may fit that range, or a sister site may have an apartment home in that price range.
“Our community has many great amenities that I’d like to personally point out to you, would you like to take a personal tour of our community today?  [wait for response]  “Great, what time works best with your schedule?”  [wait for response]  If the prospect is open, offer an odd appointment time, such as 10:08 AM or 2:17 PM, the prospect is more apt to remember this odd time than 10:00 AM or 2:15 PM.  

Confirm the appointment by repeating the date and time.  “In case you are unable to keep your appointment today, may I have a phone number to follow up with you?  [wait for response]  Do you know how to get to our location?  [wait for response]  If not, give clear and concise directions.   Offer to e-mail or fax them a Mapquest route from their home or place of employment to your site.  

“[Community Name] offers a generous resident referral program, may I ask how you heard about us today? [wait for and record response].  [Prospect name] it has been a pleasure to assist you today; I look forward to meeting you in person on [appointment date and time].
Once the prospect reaches the office, the agent should have their guest card at hand, with all the information they need to sell the unit.  The prospect should fill in any missing information.  The referral source must be handwritten by the prospect and cannot be written in by the agent.
If the prospect did not call the office before their visit, the prospect must complete the guest card themselves.  The agent should ensure that all the necessary information is available and if missing, ask the prospect to fill it in.  If the prospect’s penmanship is not legible, the agent may write the information above or below the prospect’s response.

Guest Cards

A guest card must be completed for all visitors to the site, whether they apply for an apartment or not.  The guest cards should be filled out completely, with phone numbers and other contact information.

The guest card must also contain the referral source.  A guest card without this reference will be considered invalid and any lease derived from this card will not be eligible for commission payment.  

Please note that not all sources listed in Yardi pertain to your property.  “Apartment Finder” for example is not a valid source in the Indianapolis market.  “Other and Drive-by” are also selections that will invalidate the guest card.  If the prospect says they just drove by, ask them if they have seen our ads in any of the apartment publications before they drove by.  If not, what caught their attention when they drove by? 

Below is a sample of the available referral choices within Yardi:

[image: image7.png]Prospect Guest Card

First Name. Brian mi[ status Prospect Leasing Steps
Last Name el v Property  abington Guest Card
Address 125 Main Street First Contact Walkeln —_—
Occupants
Agent Scott Beals Select Unit
City State Zip  [indianapolis W -[aes  Source - Rental Options
Tel# Office-Home [(317) 555-1111 _ [(317) 111-1115 Resuit [Apartment Guide e - 75;1“;55“;“
Cellz - Fax (317) 2222222 [(317) 333-3333 Date Aparmon=odRen e
517) K317) ‘Apartments.com ‘Application Charaes
OB - DL#/State [12/14/1580  [IN6a36468  IN ~ Billboard e ——
E - pplication Status
E-mail rianbeli@amai.com 5
[wart a two bedroom with a fre =
Notes Iplace, has 2 cats and wants i
[washer dyrer connection. - ZiEwiEl||Drive By
cher dyr ection. 2
GoSections.com
Guest Gard Hispanic Yelilow Pages L
Indianatousing.org
Indianapolis Star
0RUL
My New Place.com
MyCityDsily
Ottreach Marketing
Pararentar
Postcard
Preferred Employer Progra
Previous Resident
Prime Quest Website
Relocation Central (CORT)
Rent.Com
Resident Referral B
Section & Flyer
Signage - Other.
|Sister Property





Resident Application

The M2 Property Group application for residency should be a single sheet; with page two printed on the back of page one.  The application must be accompanied by the M2 Property Group Statement of Rental Policy.  If the community was built for first occupancy prior to 1978, the application must accompany the Lead Based Paint Disclosure Form and pamphlet entitled “Protect Your Family From Lead In Your Home”.  

The applicant should be encouraged to wait the five minutes or so necessary to process their application using our instant application software.  We should NEVER tell an applicant that we will call them with their results; we should give them their results before they leave our office so they can submit their deposit or holding fee to hold their new home.

If the application is declined, the adverse action letter along with “Your Rights Under the Fair Credit Reporting Act” must be given to the applicant.  Our applicant screening software should prompt you to print the adverse action letter at the time the application is declined.  Under no circumstances should you share the applicant’s credit report with them.  Nothing contained in the report is to be revealed to the applicant.  The adverse action letter looks similar to this one:
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Applicant Information
All applicant and occupant information must be recorded in Yardi, along with phone numbers (cell, home, work etc.), e-mail address, vehicle information, emergency contact information, pet type and name, etc.  Most of this information can be entered at the “Application Form” link within the prospect guest card page.
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All information should be entered, including the Emergency Contact portion.  

Each occupant age 18 or over will be required to submit an application and will be considered a lease holder.  This policy will ensure that if a default occurs, we have more than one person to pursue for payment.

Information should be entered for each occupant, lease holder or otherwise.  To enter additional occupants, co-signers, lease holders or roommates, click on the "Occupants" link, then click on the "Add New Occupant” link as shown below:
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Application Status Notification 
Once the application has been processed using our application processing software, the status of the application should be given to the applicant.  If the application is declined, the applicant should be told “unfortunately, your application has been declined”.  An applicant should never be told “you were rejected”, the status should always relate to the application, not to the person.  

The applicant may ask why the application was rejected and may be persistent in determining a cause.  The contents of the credit report cannot be divulged to the applicant.  A simple statement that “your application does not meet our criteria at this time” will be sufficient.  Inform the applicant that they will receive an adverse action letter in the mail or you may print it and hand deliver it to the applicant before they leave the leasing center.  
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If the application processing software returns an adverse decision, in which the agent feels should be or may be overridden after further review, inform the applicant that further review will be required.  Process the application using the application processing form and present the application to the property manager for review.

If the application processing software indicates the application is approved inform the applicant and ask for the holding deposit; this will put their new apartment on hold while we verify all the information contained in the application.
If the application processing software returns a conditional approval (i.e. larger deposit, first and last months rent in advance or co-signer), inform the applicant.  In the case where a larger deposit is required, the current advertised deposit will be required to hold the apartment, while the additional deposit amount will be required on or before the move-in date.
Where co-signers are required, the application fee will be waived for the co-signer’s application; if such application is returned the same day as the original applicant’s application.  Otherwise, the co-signer will be required to pay the standard application fee.
Applicant Processing
The automated application processing software is just the first step in the applicant process.  The agent is responsible for verifying all of the information contained in the application using the M2 Property Group Application Processing From as shown on the prior page.
The application processing form should be completed within 24- hours and submitted to the property manager for review and approval.  Under “Rental History” the first line is for the current and the second line is provided for the former rental history.  This form may be faxed to the current and/or previous landlords to complete and return.  When a completed verification form is returned via fax, the fax should be kept in the file for back up, while the information should be transferred to an original form that the manager will review once all the verifications have been completed.

Once the application processing form has been approved by the property manager, the lease and related addenda should be prepared for the lease holder(s)/co-signer(s) to sign.

The lease documents should be prepared in advance of the move-in date and should be reviewed by the property manager, to ensure they are error free, prior to the documents being presented to the new resident.
On the move-in day, the agent should take the resident to a quiet location and review each document with the new resident.  While it is not necessary to read the entire lease and/or related addenda, the agent should explain the meaning of each lease or addenda clause.  This procedure will eliminate any misunderstandings later and will facilitate positive relations between the resident and the management.

After the resident has signed the lease and all related addenda, the agent should go over the main points and trouble issues of the particular site; for example, the late payment policy, parking restrictions, pet policies, move-in inspection forms, lease terminations and the like.
The agent should invite the new resident to participate in community programs, such as the early bird payment drawing, automatic payment options and upcoming resident events.   Pointing out the offerings of the company website, locations and hours of amenities and the like, are also important.
The move-in date is often referred to as the honeymoon phase and is an excellent time to ask the new resident for referrals and explain the resident referral rewards program.  

Applicant Cancellation
Pursuant to the resident application, the applicant may cancel their application at any time before the application is approved and a full refund of the deposit will be made.  The applicant may also cancel and be entitled to a full refund of their deposit if the cancellation request is made within three (3) days after the application is approved.
If the applicant cancels their application after the third day following approval, a cancellation fee will be charged that is equal to the holding deposit and the deposit will be applied to that cancellation charge.  Please note that an applicant or resident should never be told that they are forfeiting their deposit.  The very definition of deposit precludes forfeiture; a deposit must be refunded or applied to outstanding charges.

If the advertised deposit is $99 and an application is given a conditional approval, requiring a larger deposit, the cancellation fee will not exceed the advertised deposit of $99 and the balance must be refunded.  For example, assume an advertised deposit of $99 and an application that requires a double deposit of $400, the applicant pays the $400 and then cancels their application after three (3) days following approval, then a cancellation fee of $99 would be charged and a refund of $301 would be due to the applicant.  If the advertised deposit was $200 and the applicant paid $400 and cancelled after three (3) days following approval, then the applicant would be due a refund of $200.

The agent should find out why an applicant wishes to cancel their application.  If the cancellation is due to a temporary issue, the agent should suggest that we place the applicant on our priority wait list which will ensure that the applicant receives the same promotion being offered now, even though that promotion may no longer be offered when the applicant is ready to move-in.

If the applicant cancels their application for other reasons, the agent should gently press the applicant for an explanation.  Their reason for cancellation may be the result of unfavorable site conditions that can be corrected or a misunderstanding of a quoted policy or procedure.  
If the applicant still wishes to cancel the agent should point out the referral option that is on the back of their business card and thank them for their interest in our community.  The agent should also let the applicant know that if their circumstances should change in the future we would be happy to consider their application again.

Up-Selling
Amenities available for up-selling include, but are not limited to carports, garages, storage, upgraded units, cable television services and laundry equipment.  Please note that not all amenities are available at all locations.

The agent should sell the benefits of each amenity and how adding that amenity will enhance their enjoyment of their new home.  Pay attention to resident concerns or complaints and offer chargeable amenities to address the concerns/complaints.  For example, a resident may complain that their isn’t enough parking spaces for them to park in front of their building and they sometimes have to search for a parking space.  The agent should immediately offer the carports or garages as a solution to the parking situation.  
Agents also earn an additional commission on all up-sold items, equal to half of the first month’s rent for that item.  For example, the sale of an upgraded apartment home would earn the agent an additional $35 (half of the $70 upgrade fee).
Agents should take the opportunity to sell additional amenities to the resident to enhance their experience while living in our community; these amenities may be added at any time during the lease term, so agents should continually look for those opportunities.

Call Source
For quality control and training purposes, we have employed the Call Source system to retrieve caller demographic information and provide an audio recording of each incoming call.  

In addition to checking messages from the answering service each morning, the agents must listen to each Call Source call to ensure that it was answered by the site.  If not those calls must be returned.  Calls placed to the site, even if the caller did not record a message, must be returned.  Call Source, like the site voice mail, should be checked throughout the day and calls returned as quickly as possible, but no later than 24-hours after the initial call.
To use Call Source, login to the software, select your community, then select the dates that you want to review.  (see the sample below)
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Once you have set the parameters, click “View Report”.   The report will look similar to this one:
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Click on the speaker icon under the index column to listen to the call.  You can also click on the caller’s phone number to obtain the caller’s information, as shown below:
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As you can see, the information displayed will include the caller’s name, address if available, and demographic information that can be used for targeted marketing efforts.

If a significant portion of your Call Source calls are coming from a certain zip code, there may be factors in the area that are prompting residents to seek new housing options.  A direct mailing campaign to that area may generate increased traffic, applications and leases.

If an address is given, marketing materials, such as the brochure, post card, newsletter or other marketing items should be mailed to the prospect, regardless of whether you were able to make phone contact with the prospect after his/her call.

Each office employee is given a Call Source code to be entered after each caller hangs up.  Entering the code will indicate on the report which agent took the call.  Shortly after the caller hangs up, the agent will hear "Please enter your code, followed by the pound sign".  The agent should enter their four digit, press the pound sign and hang up.
If an agent did not enter their code, the audio icon should be used to listen to the call and take the appropriate action.  Once the audio icon is pressed, listening to the call will show the call status as "Reviewed".  
Once the audio file has been reviewed for the call, the agent should select the "admin" link to enter the sales status of the call.

Clicking on the "admin" link will open a dialog box for the call; the agent can then enter the sales status and call type, as well as any notes or comments about the call.  
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The goal of each call is to have it reviewed so we are not missing leasing opportunities.  Each call should have an employee code, a reviewed status or a sales status recorded in Call Source.

Resident Relations
Our attitude and manner toward residents and prospective residents must always be respectful, regardless of their problem, provocation or tone.  All residents, potential residents and all other visitors to our sites must be treated with respect, dignity and hospitality.
In nearly all instances of complaint, the resident is looking for these 7 key elements:

· Friendliness

· Fairness

· Respect

· Timely Service

· Action

· Options and Alternatives

· Information

With all resident issues:

· Assume that the resident is telling the truth

· Never discount a resident statement or dismiss their concerns
· Never raise your voice

· Allow the resident to “vent”

· Effectively listen to the resident’s complaint

· Separate fact from emotion to determine the actual issue

· Repeat the actual issue back to the resident in your own words, to ensure that the actual issue was understood correctly
· Focus on points of agreement

· Take appropriate action to rectify the issue

· Offer alternatives and options to resolve the issue, while working within the frame work of company policies

· Ensure that resolution of the situation is communicated to the resident

Resident Complaints Against Other Residents
A resident complaint against another resident must be submitted in writing, either by hard copy, fax or by electronic means.  The written complaint must contain the name, address and contact information of the complainant.  Reassure the complainant that their written complaint will remain private, except in cases where discrimination is alleged and management must produce the documentation to prove otherwise.   

Once a written complaint has been received, a copy of the written complaint should be placed in files of both the complainant and the resident who is the subject of the complaint.  Contact the resident who is the subject of the complaint in writing to address the issue.  
If the resident responds to your written communication and confirms their offensive behavior or the violation of community policies, respond by giving the offending resident the opportunity to correct the behavior/violation.  In many cases the offending party will not be aware that their behavior is in violation of our policies and will correct the situation immediately.  Be sure to approach the resident with respect and assume that they truly did not know they were acting inappropriately.  

If the offending resident acknowledges the violation, but is unable or unwilling to correct the situation, inform them that the management takes the matter seriously and that a third violation will result in eviction action due to their breach of the lease agreement.  Point out that if a breach of the lease agreement occurs, they remain responsible for paying rent until their lease expires or until the apartment home is re-rented, which ever comes first, as well as the payment of our attorney’s fees and court costs and that the eviction action will remain a part of their credit file for up to 10 years.  Once the offending resident is made aware of the negative impact their actions may have on their financial condition, they should correct the situation.

If the situation is not rectified and the offending resident continues to breach the lease agreement, after the third violation and notification, an eviction action must be filed.  It is more advantageous to the site to have a vacant unit, than to allow the offending resident to alienate other residents who will not renew their lease as a result.

If the resident who is the subject of the complaint denies the allegations, management may take no adverse action until the offensive actions can be confirmed.  Confirmation of the offense may be substantiated by a second resident, an employee, courtesy officer or local law enforcement.  In this case, the management will inform their employees and courtesy officer to be aware of the complaint and try to either confirm or refute the allegations.
If the complainant continues to observe the offense and the resident who is the subject of the complaint continues to deny their involvement, it is usually best to suggest a meeting with the two residents and management to bring a resolution to the situation.  A meeting with the parties will usually result in a resolution.  If the complainant will not participate in a meeting, then the management will not continue to act on their behalf and will consider the matter closed.

If the resident who is the subject of the complaint denies the allegations but their violation is confirmed by another resident, employee, courtesy officer or member of local law enforcement, the violation will be considered valid.  A written communication to the offending party must outline the consequences of the continued violation.  After each violation is reported to management, a written warning must be sent to the offending resident.  After their third violation, an eviction action must be filed.

If the offending resident skips before the eviction action is filed or the case concluded, their alleged actions cannot be disclosed to third parties.   Even if one observed the violation with their own eyes, it is unlawful to disclose the information to a third party, until the matter is resolved in a court of law.  If at the conclusion of an eviction preceding a judge rules that the evidence supports the claim, then the violation becomes a “fact” and can lawfully be disclosed.  Until proven in court the violation is just speculation and cannot be disclosed.
Resident Complaints Against Management/Maintenance
Resident complaints against management can often be resolved by simply acknowledging the resident’s concerns.   Frequently, the solution offered by the regional manager or other member of the corporate office will be the same as that offered on-site, but the resident is often more cooperative and open to the solution if they feel they have been taken seriously and that their concerns have been understood.  

To resolve these complaints, don’t become defensive.  A defensive posture or attitude conveys that one has stopped listening to the resident’s concerns.  It is human nature to be defensive about our actions, but since we have many different personalities in play, both on the resident and employee side, it is important to take a neutral position when listening to a concern or complaint.  Do not look to assign blame or assume that management or maintenance is right and the resident is wrong.
Sometimes the resident’s frustration comes from a lack of understanding of their or the management’s rights, responsibilities or limitations.  Remove emotions from the equation and focus on the facts.   

If the resident’s concerns are contractual in nature, refer back to their lease agreement or other related addenda to support management’s position on a particular issue.  To find relevant portions of the lease or related addenda, use the “find” function in word to assist you.  

Open the word document, click on “edit” then on “find” then type the word or phrase you are looking for in the document.  In the example here, we are looking for a lease clause that requires the resident to replace the light bulbs after they move-in, so we’ve typed “light bulbs” in the “find what” box.  See the example on the next page.
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Word will search the document to locate the word and will highlight the text.  See the example below.
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This feature will allow you to quickly locate the information you are looking for to resolve a resident issue.
Sometimes, no matter what is stated or pointed out in black and white, the resident will dispute the validity and demand to talk to someone else.  In those instances you may refer them to the regional manager, via the toll-free call source number.  
The call source number will not only allow the resident to leave a message if the regional manager is not available at the time, but will also allow the conversation to be e-mailed to the site manager after the fact to prevent any misunderstandings in the resolution.  

Resident complaints against the maintenance team should first be brought to the attention of the maintenance supervisor.  If the maintenance supervisor is unable or unwilling to bring a resolution to the situation, the regional maintenance supervisor and/or  the regional manager should be notified.  The regional personnel will work with the on-site staff and the resident to bring an amicable resolution to the situation.  

In an extreme case, where management or maintenance clearly “dropped the ball”, a written apology should be provided to the resident along with a small token to help restore the resident’s faith in the on-site staff.  A small token will be valued at $25 or less, but will have a huge impact on the resident at renewal time.
Resident Complaints Against Third Parties
In many cases, a resident complaint against a third party will be beyond management’s control to correct.  Examples of these might be aircraft noise, interstate noise or congested public streets leading into or out of the apartment community.

In other cases the management will have a duty to intervene on behalf of all residents against a third party.  For example, the waste hauler is emptying dumpsters within the apartment community at 5 A.M.  This would clearly be a violation of management’s duty to provide quiet enjoyment and the management should address the issue with the hauler to establish a more acceptable time of day to complete the task.
Whether management has a duty to correct a nuisance of a third party or not, every effort should be made to bring a resolution to the situation.   In these cases management may need to enlist the assistance of the local law enforcement officials or the mayor’s action center.  In Indianapolis, that web address is   http://www.indygov.org/eGov/Mayor/mac.htm or by phone at 317.327.4622.  In Decatur IL, that web address is http://www.ci.decatur.il.us/contactform/contact.aspx 
Resident Follow Up

One of the biggest complaints that residents have is the lack of follow-up, which is one of the easiest things to address.  In fact, Yardi offers a tool to assist with this task.  See the examples on the next two pages.  Simply click on the “Memo” link  on the resident screen and schedule your follow-up, notes and the like.  These follow-up will show up as a MEMO on the calendar on the home page.  Clicking on that memo link on the calendar will open up the item to be followed up on. 
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Click on the Memo Link, which opens the Memo dialog box as seen on the next page.
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Click new if there is already a memo for this resident.  Enter the new memo, along with the date and time of the scheduled follow-up, then click "Show on Calendar", then click save.  

We now see the memo on the calendar for the 17th.  
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Clicking on the Memo link on the calendar will open up the task to be completed:
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Resident Services

The main function of the on-site team is to ensure the satisfaction of each resident and to provide services that enhance the resident experience and entice them to renew their lease year after year.

In addition to meeting a resident’s maintenance expectations, residents expect services that convey management’s dedication to their satisfaction.  Some established resident services include but are not limited to the following:

· Call backs after a service request has been completed to ensure satisfaction

· Package acceptance

· Online payment options

· Automatic payment options

· Preventative pest control

Employees are encouraged to suggest additional services that may enhance the resident’s satisfaction.  For example, providing water/food to a pet who’s owner is out of town for a few days, collecting trash for a resident who has trouble reaching a dumpster (at their request) due to physical limitation that prevents the resident from completing the task on their own.
The benefits of living in the community should be communicated often in newsletters, monthly billing statements and the like to reinforce the convenience of living in the apartment community.  An example might be an image of someone shoveling snow and a caption “If you owned your own home, this would be you!  Isn’t it nice to let someone else do all the work?  Your clean sidewalk is provided compliments of your XYZ Apartment team.”
Continuous selling of our residential services throughout the year will ensure higher resident retention rates.

Resident Activities
Resident events strengthen the ties between the resident and the community and encourage higher rates of resident satisfaction and lease renewal.   Resident events should be planned well in advance, budgeted and advertised to ensure the highest level of participation.

Examples of Special Events Include:
· Holiday gift wrap party

· Tree decorating contest

· Fall Patio/Balcony Contest

· Spring Patio/Balcony Contest

· Back to School Essay Contest on why they love living at your community

· Children’s Hospital Promotions
· Resident appreciation day (in addition to breakfast or something similar, fetch the paper or take out their trash)  

· Essay contest for lease holders about why they love their community and feature


 part of their essay and photo of them in our next print ad.

· Pool Party
A limit of two resident events should be planned each month and does not include the early bird payment promotion.   All site employees should be encouraged to attend and participate in the resident events.  Employees are also encouraged to make suggestions for future events that will enhance the resident experience.

Facebook

Facebook and other social media are an excellent way to keep in touch with your resident base while connecting with and getting your message out to a broad audience.  

Facebook should not be used just to list your prices and promotions; current residents need to have a reason to visit your page and to "like" or become a "fan" of the property page.  Facebook should be used to promote community and inspire residents, prospects and their friends to participate and interact.
Facebook can be used to engage residents, prospects and their friends with questions that don't necessarily have to be about your site.  Ask questions that require a response like "Would you rather have chocolate or flowers on valentine's day?"  Sports questions usually produce a greater response.   The response is the goal, not to push specials and prices.
When we award a resident with any type of prize (bingo, patio/balcony contest, Facebook contest etc.) or resident referral reward, ask the resident for their permission to take their photo with you presenting them with their prize/reward.  Then post that image on your Facebook page and explain what's going on in the photo like "Rachel just received her $200 resident referral reward; Thanks Rachel!"  If the person has a Facebook page, tag them in the photo.  

Once your photo has been uploaded, click on the "Tag Photo" button in the lower right hand corner, then place your cursor on the person's face and click, then enter their name.  Facebook will try to auto fill your entry based on the followers you have or other Facebook members.  If you select one from the facebook suggestions, make sure it's the right person.  

If you tag these folks in your photos, then their friends that are subscribed to their page will be notified that their friend was tagged in your photo, which will increase views of your page and thereby further advertise your site to your resident's contacts.  The site can do the same thing  for non-resident referral payments as well.

The accounts payable department will try to pull all resident referral payments and send them to the site's office, instead of them going to the resident directly, in an effort to further assist with Facebook efforts.
Give prospective residents an incentive to check-in at your community. Consider reducing their application fee if they check-in while in your office.  When they check in, ALL their friends see YOUR community name and increase the likelihood that they will like your community page, creating greater visibility of your site.
Lease Renewal Process
The lease renewal process is an on-going effort that leverages the positive resident experience to entice the resident to sign a new lease for an extended term.

A lease renewal is far more valuable than a new lease as the site does not incur the costs of turning, advertising and filling a vacant apartment home.  

To begin the lease renewal process the property manager must forward for approval to the regional manager, a lease renewal proposal.  An example of the lease renewal proposal is shown below:
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The property manager and the regional manager will consider the following in determining the rental increase to implement:

· Current occupancy

· Projected occupancy

· Number of expirations per unit type

· Variance between average rent and market rent

· Number of exposed units in each floor plan 

· Market rates of the competition for a similar floor plan

· Budgeted rental increases

Once a renewal proposal has been approved, lease renewal offers should be generated no less than 90-days in advance of the lease expiration.   A lease renewal letter, along with a new lease should be sent to the resident.   The new lease will anticipate the resident’s continued occupancy for another twelve (12) months.

The site should never send a form letter or a menu option listing alternate renewal terms.  If a resident’s circumstances require a term other than what is offered, they will contact the management and make the request.

Depending on the circumstances of the site, an additional renewal incentive may be offered.  The incentive should be advertised in the renewal letter and may include a drawing for a specific prize for all residents who submit their 12 month renewal on or before a certain date.

The lease renewal offers should be generated by the leasing agent assigned to that renewal by the manager.  The property manager should review the renewal offers prior to the offers being presented to the resident.

The renewals assigned to an agent should be worked weekly to ensure a successful renewal campaign.  The weekly contact could include but is not limited to:

· Phone calls

· Letters

· Notes

· Reminders

· Promotional items

· Renewal gifts

If the resident has specific concerns about their apartment home, the manager and the maintenance supervisor should schedule a personal visit at the resident’s convenience to review the apartment condition and develop a corrective plan.

Never withhold repairs pending a signed renewal.  It is expected by both the resident and management that any maintenance issues be corrected prior to the lease renewal.  The renewal process is not a quid pro quo situation and the site has the duty to make repairs and maintain the asset, whether or not the resident decides to stay.  

A sample of the lease renewal letter is shown below:
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Jane Doe
5421 Calder Way
Indianapolis, IN 46226
Unit # 119
Dear Ms. Doe:

Itis a pleasure to have you with us at Hunt Club Apartments. You are a valued resident and we hope that
you are happy with your home.

As you are aware, the current lease on your apartment will expire on March 31st, 2007. We hope that you
choose to remain here at Hunt Club Apartments, and have enclosed a new lease for your review. In order
to maintain the standards which our residents have come to expect, it will be necessary to make a slight
adjustment in your rent, which is reflected in your new lease.

To renew for the offered term and rental rate, please sign the enclosed lease and return it to the office. An
executed copy of the lease will be returned to you for your files. If your circumstances require a month-to-
month lease, please contact the office. There is an additional monthly fee of $100.00 above the current
market rate for this privilege. If you have any questions or wish to discuss your rental rate, please
contact me at the number below.

We will need to know your future plans soon, so please return the signed lease or contact the office
regarding your situation within 30 days from your lease expiration date. Please note that if you intend to
vacate your apartment home at the end of your lease, we do require a written 30-day notice. We must
have this no later than the first day of your last month

If we receive your 12-month renewal back in our office by January 315, 2007, you will receive your
choice of a new light fixture, plumbing fixture or a programmable digital thermostat for your home.

We appreciate you making Hunt Club your home and look forward to continuing to serve you. Please
contact us with any concerns you may have about your apartment home or our community.

Cordially Yours,
Kathy Fussner,
Property Manager
pc: file

enclosure




On-site Transfer Request
The costs of resident transfers are significant and must be approved by the property manager before a transfer can be executed.

A resident must reside in their original apartment for at least six (6) months, before a transfer request will be considered.  In order for the On-site Transfer (OST) to be approved, the property manager must first inspect the resident’s current apartment home for damage.  If the property manager determines in their sole discretion that a transfer is not in the best interest of the site because of the resident’s living conditions or damages, the transfer will not be approved.  A transfer may be approved if the damages are minor and the payment of such damages is made prior to the transfer date.

In all circumstances where a current lease is in force, a transfer fee of $300 will be required before the transfer can be approved.   This $300 OST fee will offset the costs of making the new unit ready for the current resident while making their unit ready for someone else.  The fee is necessary because the site incurs the make ready expenses, but an increase in occupancy is not achieved.  

Once the transfer has been approved and the transfer fee paid, along with the charges for damages, if any, the transfer should be setup in Yardi.  

Using the left side menu, go to Residents>Transfer Unit
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Select the resident that wants to complete the transfer, then enter the site they are transferring to (same as one they live in currently), then enter the unit they want to transfer into, and the notice date.  Then click submit; see the sample above.

When setting up the transfer, it is important that the three items, Include Security Deposit Balance in Transfer, Copy EFT Bank Setup and Copy Credit Setup, are checked.  Then enter the new lease information and click [NEXT].
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Next, click on the [Post Transfer] button.  
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This process will create two accounts for the resident, in this case, Mr. Wolfe.  One for his current unit which is now on Notice and one for the unit he is going to transfer into (Future).
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When the actual transfer date comes due, move the resident out of their old unit was you normally would.  Using the move-out function on the right side of the resident screen under "functions".  

Next go to the unit the resident was transferring to, in this case unit 142E and complete the move-in function as you normally would.  Note that the security deposit did not transfer to the new unit.  That's because Yardi transfers ledger balances, not deposits.  You will need to charge the appropriate deposit, if any, in the new unit.  

Once the deposit has been charged in the new unit, go back to the prior unit and complete the deposit accounting, by clicking on the Deposit Accounting link under the functions menu on the right hand side of the resident screen.  

Once the deposit accounting is completed in the old unit, Yardi will transfer the ledger balance, positive or negative to the new unit.  Normally the system will be transferring a credit balance that will offset the deposit in the new unit you just charged.
OSTs will not be approved when the resident has been repeatedly placed for eviction or when the resident is requesting a larger apartment but has struggled to pay the rent and related charges for the lower-cost apartment home they currently occupy.  
In all instances of transfer, the requesting resident must submit a new application and the application must be processed again to ensure that the resident qualifies for the larger apartment and that management will be successful in the transfer of resident paid utilities, such as power or natural gas.  The resident requesting the transfer will not be required to pay another application fee for this purpose.

A resident may requests a transfer at the end of their lease agreement and if approved, the resident will not be required to pay the $300 OST fee.  

If a resident request a transfer at the end of their lease and the unit type is not available either because it is not vacant at the time or because the on-site staff cannot make it ready before the resident’s lease expiration date, the resident may hold over in their current apartment and will not incur the higher market rent or the month-to-month fee.    If the resident cancels their transfer request or vacates the apartment, the higher market rent and the month-to-month fee will apply and will be retroactively applied to their rental account.

Service Request
Service request should be entered in Yardi as soon as the resident notifies the office.  The request should never be written on scrap paper to be transferred to Yardi at a later time.

To enter a new service request, go to the left side menu, click on Work Orders>Add WO. 
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Each time a service request is taken, the team member must ask for the resident’s phone number, which will ensure that the resident can be contacted if needed.  Fill in the box Access/Entry Notes, if appropriate.  An entry note might convey an alarm code, a pet notation or other information necessary for the technician to perform their task safely and efficiently.

Enter the information as requested and click [SAVE] then print two copies, one that will be left in the apartment for the resident and one that will be brought back to the office to log out the service request.

The team member taking the service request should get as much information as possible and should ask questions that will assist the technician in resolving the resident’s issue.  For example, if a resident stated “my range is not working”, the team member should inquire further as to what exactly is not working, a top element, oven element, broiler element, oven light, timer, digital display, knob broken, no power, etc.  The more information given to the technician, the quicker the issue will be resolved.  In some cases, the issue might be resolved over the phone.  

In the example above, let’s assume that the resident reported that the range would not come on.  The team member might first suggest that the resident reset the breaker for the range, which may resolve the issue and free up the technician for other repairs.
The maintenance supervisor should prioritize the service request based on the following:
· Emergency (one that if left unattended, may damage person or property)

· Medical condition of the resident (one that necessitates the service request to be addressed before other prior service request)

· Sequence (in the order the service request was received)
After addressing all emergency and medical related requests, all service should be performed in the order received.  Performing service outside of this directive leaves the site and its personnel exposed to claims of discrimination and are grounds for disciplinary action, up to and including termination of employment.
On-call service is that of an emergency nature and must be addressed by the on-call technician.  It is expected that an on-call request will be answered within 20 minutes of the call being received.   The on-call technician should contact the resident by phone or in person with 20 minutes and resolve the issue as quickly after that time frame as possible.  If the on-call technician is unable to resolve the issue, either because they lack the knowledge to make the repair or because the repair requires a second person, the maintenance supervisor must be contacted for assistance.
The following are considered emergency service and the on-call technician is expected to respond as directed above:

· Air conditioning not working

· Appliance failure

· Fire, flood or other casualty 

· Fire extinguisher replacement

· Furnace/Heat not working

· Hot water failure

· Lock failure (this does not apply to lock outs, this applies when the resident has the key but the lock will not work)
· Power failure

· Sanitary system failure (the presence of another facility within the apartment home does not negate the technician’s obligation to respond and resolve the issue)
· Secure a residence after break-in or other criminal act

· Security lighting failure

· Smoke detector repair or replacement

· Snow/Ice removal

· Water failure

· Water leak of any kind

As is the case with normal service request the on-call service is performed with the same priority protocols; emergency, medical and sequential.

Once a service request has been returned “completed”, contact must be made with the resident to ensure that our service met their expectations and that they are happy with the results.  If not, the maintenance supervisor should be notified to resolve the issue.
The service request cannot be logged as completed in Yardi until contact with the resident has been made.  It is not necessary to talk to the resident, a voice or e-mail message to inquiry on our service will be sufficient to satisfy this requirement.  

If a resident is unsatisfied with our service of their request, the maintenance supervisor should be notified.  If the maintenance supervisor is unable to resolve the issue to the resident’s satisfaction, it may be necessary to involve the regional maintenance supervisor or the regional manager.

Destruction of the Premises by Fire or Other Casualty

An apartment home may be destroyed by fire, wind, flood or other casualty that will render the apartment home uninhabitable.  
After such an event, the manager and maintenance supervisor’s responsibilities involve the following:

· Ensure the safety of the residents by notifying the appropriate authorities (fire, police, etc).

· Evacuate the building(s) if necessary
· Mitigate further damage by disconnecting utilities that may injure life or property

· Complete the Property Loss Notice Form and send to the regional manager  (include the location address where the damage occurred, when the damage occurred, a description of the cause and estimate as to the damage amount)
· Take photos of the damage as soon as the authorities release the property back to management’s control

· If the loss was due to a resident action, determine if the resident has renters or other liability insurance and collect the appropriate data such as policy number, policy dates, carrier and carrier contact information

· If emergency mitigation efforts cannot be completed in house, contact the provider indicated below, immediately for assistance

· Retain all documents related to the claim, including receipts/invoices for emergency work, employee overtime logs, etc.

· If the unit(s) are occupied, make a copy of the lease for the insurance file

· If the unit(s) are being rebuilt keep a record of all re-leasing and re-marketing efforts and the costs related to same until the affected unit(s) are re-rented

Emergency Mitigation Contact

	Indianapolis Portfolio
	Holt Construction Group
8846  East 33rd Street

Indianapolis, IN  46226

317.898.9002

	Decatur
	J.J. Swartz Company
2120 North Oakland Avenue

Decatur, IL  62526

217.877.2611


Pursuant to the lease agreement, if the affected unit(s) are occupied and the loss is no fault of the resident, management may transfer the resident to a comparable apartment, if available, for the balance of the term of this lease and all other terms of the lease shall remain in full force and effect.  If a comparable apartment home is declined by the resident, the resident shall remain responsible for all rents and other fees due under the lease agreement until the expiration of same.
If no comparable unit(s) are available management may terminate the lease agreement by giving written notice to the resident.

Under no circumstances should any member of the management or maintenance team admit liability or assume responsibility for injury or damage to life or property or promise payment for same.
A sample of the property loss notice form is below.  
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Resident Injury
Resident injuries that occur on-site require the manager to submit the General Liability Report notice.  This notice, a sample of which is shown below, is in two parts and requires the injured party to complete the “M2 Property Group Incident Report” the one labeled “Customer Use Only”.   
Any additional information may be included on a separate sheet when this form is submitted.  It is very important that contact information for all the parties involved be provided to the fullest possible detail, including area codes for phone numbers.
In cases where a situation exists that is the cause of the resident’s injury, the situation should be documented, including photos and the situation corrected immediately to prevent any further injury.  

If the implementation of corrective action to cure the defect is in excess of $500, contact your regional manager for direction.  In some cases a defect will require a scope of work and a bidding process.

If the defect at the site which caused the resident’s injury cannot be cured immediately, steps should be taken to secure the affected area to prevent any further injuries.

As with property losses, under no circumstances should any member of the management or maintenance team admit liability or assume responsibility for injury or loss of life or promise payment for same.

The management and maintenance responsibilities for resident injuries include the following:
· Complete the general liability notice form

· Have the injured party complete the Incident Report form
· Forward both the general liability notice and the incident report to the regional manager

· Document the defect on the site that caused the injury

· Correct the defect or secure the area to prevent further injury

· Do not admit liability or promise payment

· Do not recommend a treatment facility

· Notify the injured party that the reports will be sent to the corporate office and that someone will be in touch with them shortly
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Resident Policies
Apartment Inspections
In an effort to ensure that the apartment homes are being maintained and that no conditions exist which would threaten the health and safety of the other residents, the property manager is required to inspect each unit at least once per year.  

If management witnesses a condition that would violate the lease agreement or threaten the health and safety of the other residents, a written notice must be sent to the offending resident giving them no more than 48-hours to correct the violation.

If the resident is unable or unwilling to correct the violation, an eviction action for breach of the lease agreement must be filed.  
In order to limit the intrusion into the resident’s home for these inspections, the inspections should coincide with smoke detector battery and furnace filter change which should occur each spring and fall.
Payment Options
Residents may pay rent and related charges via check, money order, cashiers check, Master Card, Visa or Discover.  Automatic withdraw from the resident’s checking account or by credit card can be done either automatically by the site or the resident may log onto the company website and pay their rent and related charges.
After the 15th day of the month, payment should only be made by certified funds or by credit card.  This policy is in place to limit the number of returned items that may occur in the next accounting period that are due from the prior period.  
NSF Processing
Once a check or money order is returned unpaid, for any reason, the resident’s ledger will be charged a $50 NSF fee as well as late fees, retroactive to the 6th day of the month.  
If a resident notifies management that a payment will be returned and replaces the item with certified funds before the original payment is returned unpaid, the resident will only be responsible for the payment of the original amount and the $50 NSF fee.  Late fees will not apply if the replacement funds are received before the returned item.
As soon as a returned item is received by the site a written notice must be sent to the resident.  In addition to the written notice, phone calls should be placed to the resident’s home or workplace until contact is made, and contact should continue until replacement funds are received.

Once a resident has been notified that their payment has been returned unpaid, they will have 48-hours to respond and correct the default.  If after 48-hours, the resident has not replaced the returned item, all remedies at managements disposal will apply to that resident as if the resident had failed to make payment.  This includes placement of the account for eviction action as described in the eviction policy section.
Paper checks that are returned unpaid for any reason, NSF, closed account, stopped payment or otherwise will be entered in Yardi as a returned item at the rate of one per day.  For example, if two items are returned on Monday from the bank, enter one NSF on Monday and the other on Tuesday.  This process will separate the batches and allow the accounting department to be able to match those returned items to the bank statement.

 

The policy applies to all paper checks or money orders, whether they are physically taken to the bank or scanned using the check scanning system.

  

 
Late Fees
Late fees are additional income to the site, charged to residents who fail to meet their obligation of paying their rent on or before the first day of each month.  Each resident shall have a five day grace period before late fees are assessed.  Payments received after 9:00 A.M. on the sixth day of the month are subject to the late fee assessment.

Payments made via the site’s “night drop box” (night receipts) and retrieved before 9:00 A.M. will be considered paid the day before.  These payments should be posted immediately each day. It is important to enter the correct date the check was received in Yardi, even if it is not being entered on that day.  For example, a resident comes in on Friday the 4th at 5 PM and pays his rent in full, but the payment is not posted in Yardi until Monday the 7th.  The date we received the check would be entered as the 4th, if not, Yardi will attempt to charge the daily late fees for the 6th and 7th.

Even if a payment is deposited in the night drop box at 8:00 A.M., it will be treated as paid the day before, for the purposes of determining late fees.  Any payment made via the night drop box after 9:00 A.M. will be assessed the late fee for that day.

Late fees cannot be waived, except in extreme circumstances or in cases where an administrative error at the site level prevented the timely posting of the resident’s payment.  

Waiving late fees for purposes other than administrative errors will require the authorization of the regional manager.   Such request of the regional manager should be the exception, not the norm.

The standard late fee is $50 after 9:00 A.M. the morning of the sixth day for all account balances; with a $10 daily late fee thereafter until paid in full.

Once the late charges have been posted to the residents’ ledgers on the sixth day, a late notice must be sent to the resident, via hand delivery, showing the late fee assessment and the total balance due.

Oops

Oops is a program that allows the site to waive late fees once in a 12-month period, up until the 15th day of the month.  To take advantage of the Oops program, the resident must have the balance of their rent and related charges pain in full and sign the Oops addendum.  
Once the Oops addendum has been properly signed and the rent and related fees paid, the manager should issue a negative charge to "Late Fees" on the resident's ledger and enter OOPS in the notes/description field.  This notation will show up on  the resident ledger and will make it easy to see when the Oops option was last used.  
Eviction Actions
Eviction actions are court ordered ejectment from the leased premises.  Eviction actions may be initiated to cure a resident’s default under their lease agreement and includes, but is not limited to the following:
· Failure to pay rent and related charges

· Failure to comply with provisions of the lease agreement and related addenda

· To protect the site and other residents from resident’s guests or invitees

· To ensure health and safety 

Because an eviction action is a matter of public record and can have a negative impact on a resident’s credit rating, eviction actions should be used as a last resort to cure a default.  A resident should be given a reasonable amount of time to cure the default before an eviction action is initiated.

When the site is successful in an eviction action, the resident, who is the subject of the eviction action, becomes responsible for the payment of the site’s attorney’s fees and court costs.

Collection Efforts
The collection effort starts with the move-in process.  All lease holders should be notified both in writing and verbally when rent and related charges are due, when late fees are assessed and when the eviction protocols will be employed.
· Agents should strongly encourage the resident to participate in automatic payment options

· Inform the resident of the “early-bird” payment drawing

· Obtain contact phone numbers

· Educate the resident on how the timely payment of rent and related charges will improve the resident’s credit score

· Encourage the resident to stay in contact with the manager or assistant manager when payment cannot be made on time

After the resident joins the community, the manager should take the following steps to ensure collection:

· Call delinquent resident’s on the 5th day to remind them that payment has not been received and that late fees will be assessed the next day

· After late fees have been posted in Yardi the morning of the 6th day, a late notice must be placed on the resident’s door with a copy retained in the resident’s file
· Starting on the 7th day and continuing until paid, the manager or agent assigned by the manger must make daily contact with the resident, either by phone, personal note or in person at the resident’s home

· On the 10th day an eviction notice must be sent, preferably on red paper, informing the resident that the eviction process will start at 12 noon on the 15th day

· On the 14th day a reminder notice should be sent, again informing the resident of the impending eviction action and the related costs

· At 12 noon on the 15th the accounts that owe at least a full month’s rent should be placed with the site’s attorney for eviction

· Collection efforts (calls/personal visits) should continue during the eviction process and the manager should provide possible sources of funding (friends, family, etc.)

Resident’s who are placed for eviction entirely for non-payment will be allowed to “Pay-and-Stay”, provided they pay all outstanding charges, including attorney fees and court costs.  
Once the eviction process has begun, payment will only be accepted via certified funds or credit card.

If a resident moves-out and a balance is still due after the security deposit has been applied, the manager should make every effort to collect the delinquent balance within 30-days of the move-out date.  After 30-days, the account should be forwarded to your attorney or collection agency for recovery.
If a resident is evicted, the 30-day in-house recovery period will not apply and the account should immediately be forwarded to the site’s attorney or collection agency for recovery.  

Move Out Inspections
All move-out inspections will be conducted by the property manager and the maintenance supervisor.  Together, these two professionals will determine the capital replacement needs of the unit, as well as inspect for resident chargeable damages.   The manager will use the move-in inspection form to compare the physical condition at move-out.  Damages found at move-out that were not on the move-in inspection form will be the responsibility of the resident and will become “resident chargeable damages”.

The property manager and the maintenance supervisor will determine together the date the unit will be ready for occupancy.  The maintenance supervisor must ensure that the unit will be ready on that date and the manager must ensure that the leasing staff does not rent the unit for occupancy prior to that date.  

A copy of all move-out inspections will be maintained on each site and will be reviewed and the vacant unit inspected by the regional manager at random with or without notice.  The regional manager will be inspecting the unit to confirm the need of the capital improvements already planned by the on site staff.

Final Account Statement (Deposit Disposition)

The final account statement or FAS indicates the final charges due from a former resident, after the security/pet deposit, if any, are applied.  

All FAS statements are required to be completed within 14-days of the move-out date.  Under current law, the FAS must be sent to the resident within 30-days and any refund due within 45-days from the move-out date.  Failure to comply with local and state law in this matter could expose the site to unnecessary liability.

Note:  Illinois law requires the payment of interest on all security deposits when the resident has fulfilled the lease term.  Contact the regional manager for further instruction.
The FAS should be a very accurate statement of all charges still due, future charges that may become due under the lease agreement as well as state how the security/pet/satellite deposit were applied.
When calculating FAS, indicate the actual charges if available or provide a reasonable estimate but do not exaggerate the charge.  The charges indicated on the FAS must be transparent and proof of the actual charges presented upon request.   
For example, if a resident damages a 3 year old carpet and the carpet must be replaced, the FAS must contain a prorated charge, not the full replacement costs.   Carpet has a useful life of 7 years.  In this example, we would divide the carpet replacement costs by 7 and then multiply that figure by 4, the number of years remaining.  The former resident should only be charged for the remaining 4 years.

When preparing the FAS, do not post charges to the resident ledger as part of the FAS process that will exceed the security deposit.  If the current charges are already in excess of the deposit, post the deposit against the outstanding charges, then complete the M2 FAS excel form.

 Only charge the account in Yardi for damages that are equal to the deposit.  For example, Sally moves out and has no charges on her account and has a $100 deposit.  You walk Sally’s apartment and find carpet damage from her pet.   The carpet is replaced and $400 in prorated replacement costs is due from Sally.  The whole $400 prorated replacement costs would appear on the M2 FAS excel form, but in Yardi, only charge  $100 for the carpet damage, which will clear the deposit.  The other $300 that Sally still owes will be transferred to the off ledger accounting form.
If no forwarding address is provided by the former resident, send the FAS to the last known address, which would be the one they just moved from.  The envelope used to send the FAS should have the following text in the lower right hand corner, “Please Forward, Address Service Requested”.  This statement notifies the post office that you want the FAS forwarded, if a forwarding address is available and that you want to be notified of that address.  If a forwarding address is available, the post office will send you a post card showing the forwarding address and will charge you a nominal fee, currently $0.70 for this service.  In cases of eviction, the forwarding address should be immediately sent to the attorney or collection agency.  
If no forwarding address is available through the post office and the FAS is returned to you, place the unopened envelope in the former resident’s file as proof that management complied with local or state laws, regarding notification of deposit disposition.

Recruitment of Former Residents
Former residents who performed their obligations under the lease agreement should be courted to return, especially if the resident has moved out in favor of another apartment community.

Since most lease terms will be 12-months, the process should begin about 6 months after the resident moves out.  Invite the former residents to participate in current resident activities, and send the resident cards, newsletters and the like monthly, telling them how much they are missed in your community and welcoming them back.

Efforts should be increased in the 10th and 11th month of the resident’s lease term to entice them to return, offering them any current promotions or a 5% returning resident discount!  

Pets
Pets are accepted by all locations managed by M2 Property Group.  Pet policies have been enacted to protect both life and property and all pets, excluding service animals, will need the prior written consent of management before such pets will be allowed in or on the premises.

Written consent will consist of a properly executed pet addendum, along with the payment of all required pet fees and deposits.  Under no circumstances will rottweilers or pit bulls be approved to reside in a M2 Property Group community.  Management reserves the right to request the removal of any animal that management deems undesirable, either because the animal is aggressive and poses a threat to other residents or because the animal is destructive or disruptive.

Residents who house unauthorized pets will be subject to all provisions of the pet addendum, including the payment of all fees, even if the animal is deemed undesirable or “just visiting”.  

Current residents who obtain a pet after they move-in, may pay the $300 pet fee/deposit in 3 installments of $100 or 4 installments of $75.   New residents moving in with pets will be expected to pay the pet fee on or before their move-in date.

The on-site staff should be vigilant and report unauthorized pets to the management, as well as any violations of the pet addendum, such as dogs running loose, tied to an air conditioning unit or residents not cleaning up after their pets.

On all service requests, the maintenance technician/supervisor will be required to make a notation on the service request, of any evidence of animals being kept in the apartment home.  The office staff will be responsible for contacting the resident to pay the appropriate pet fees and execute the pet addendum.

Employees who report unauthorized pets under this policy will be entitled to a pet commission as stated in the commission portion of this manual.
Parking
Other than carports or garages if applicable and disability parking, assigned parking does not exist.  Upon request, disability parking signs will be erected once entitlement is verified.  The installation of a disability parking sign will include the apartment number for which the space have been assigned/reserved.  Disability parking spaces that are assigned are for the exclusive use of the requesting resident.  All vehicles displaying the disability indicia will be eligible to park in any disability parking space that is not assigned.  

Custom disability parking signs can be ordered here:
https://www.safetysign.com/products/7542/custom-reserved-handicap-parking-sign?s=sk1mjv 

The disability parking sign should look like this when complete.  
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A disability parking permit from the Bureau of Motor Vehicles will be sufficient to prove entitlement.  It is illegal for any member of the site’s management/maintenance team to ask what physical condition necessitates the need for a disability parking space.  

Management, maintenance and the patrol service should make routine inspections to prevent the disposal of stolen, abandoned or inoperable vehicles on the site.   Local law enforcement should be notified of any confirmed stolen vehicles parked on the site. 
Vehicles shall be deemed unauthorized and subject to towing if any of the following conditions exist:

· Has flat tires or other condition rendering it inoperable

· Is on jacks, blocks or has wheel(s) missing
· Has no current license or no current inspection sticker

· Takes up more than one parking space
· Belongs to a Resident or Additional Live-In Resident who has surrendered or abandoned the Apartment Home
· Is parked in a marked disability space without the legally required disability indicia
· Blocks another vehicle from exiting

· Is parked in a fire lane or designated "no parking" or "restricted parking" area
· Is parked on the grass, sidewalk, patio or staircase

· Blocks garbage trucks from access to a dumpster

· Cannot lawfully be operated as a vehicle on the road

· Has a malfunctioning alarm

· Is parked in a designated visitor or office parking space

Residents who routinely have more than one vehicle at their residence may be required to park excess vehicles in “overflow” parking locations; such locations may not be in the immediate area of the resident’s apartment.  

When complaints are received concerning excess vehicles, management must determine the true number of vehicles that belong to the resident and request that the excess vehicles be parked elsewhere.

In cases where vehicles are parked in fire lanes and the like, all vehicles parked in those locations should be towed.   Towing only certain vehicles could lead to claims of discrimination, so all violators should be towed at the same time.

Washer/Dryer Rental
Laundry equipment will be provided to residents who so request it, provided they execute the laundry equipment addendum and none of the following apply:

· Currently in default on rental obligations

· An inspection of the apartment unit indicates the resident will not use care to maintain the equipment

· Lease expires within 90 days of request and a renewal has not been executed

· Have been placed for eviction within 90 days of laundry equipment request
Laundry equipment will not be ordered for an applicant until all of the following conditions have been met:

· All verifications have been completed and the application has been approved by the manager
· The security deposit has been paid

· A specific unit has been assigned

· The move-in date has been confirmed

The maintenance staff is required to provide the make, model numbers and serial numbers from the equipment so the information can be entered on the addendum.  The laundry equipment addendum will not be considered valid without the make, model and serial numbers.

Resident Referral Rewards
Resident referral rewards will be paid to residents pursuant to the resident referral addendum and the published resident referral promotion.  Residents cease to qualify as eligible residents and cannot earn referral rewards when any of the following occur:
· The resident is in default of any provision in his or her lease
· The resident is delinquent in rental payments any time between the time the applicant visits and the time the referral would be paid
· The resident moves out of the owner’s apartment community

· The resident violates federal, state, or local laws
· The resident violates fair housing laws in the process of making a referral

· Site announces that it is terminating the program
The manager should submit a check request form, indicating the referring residents name, address and unit number, the referred resident, their address and unit number, a copy of the signature page of the lease agreement and a copy of the guest card indicating the referral.   The request should be submitted to the regional manager and will be approved if appropriate.

Once the referral check has been processed, it will be sent to the leasing office.  The on-site staff will make the presentation to the resident, preferably at their place of employment, along with balloons and other promotional items.  If the place of employment will not allow this delivery, the delivery should be made to the resident’s apartment.
Release of a Lease Party
Lease holder circumstances may change during the lease term that requires one lease holder to live elsewhere.   The following procedure is required to release a lease party:
· The remaining lease holders must be willing to release the other lease holder

· The remaining lease holders must submit a new application and must qualify to assume the entire lease obligation

· All lease parties must sign the “Release and Waiver of Security Deposit” form
· Management must approve the release and sign the release and waiver form

See the release and waiver form on the next page:
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None of the lease parties will be released for their lease obligation if an eviction action has been filed during the lease term.

Lease Terminations
Except for military transfers, there is no termination of the lease agreement.  

If a resident vacates the apartment home before the end of the lease term, the resident remains responsible for the payment of rent until the lease expires or until the apartment is re-rented, whichever comes first.  

The relet fee, equal to two month’s rent, is not a termination fee.   The relet fee is a fee paid by the resident to the owner to act on the resident’s behalf to re-rent the apartment home.  Even though the fee is equal to two month’s rent, it is not a rental payment and the monthly rent must continue to be paid by the resident until the apartment is re-rented.
In an extreme circumstance, management may determine that a true termination is in the best interest of all parties.  In this case, the termination procedure will include the following:

· Authorization from the regional manager to terminate the lease agreement

· A written 30-day notice of the resident’s intent to terminate 

· Payment of the termination fee (equal to two month’s rent)

· Reimbursement of any concessions given during the lease term

· Resident’s payment of enforcement costs, if necessary

Lease terminations are contrary to the lease agreement and will be the exception, not the norm.  

A lease holder may be removed from a lease by taking the following actions:

· Locate a qualified person who is willing to take over the apartment home in “as is” condition

· New lease holder must apply for the apartment home and be approved by the manager

· The new lease holder will sign the lease agreement  and related addenda, adding the person as a lease holder

· The original lease holder will execute the release and waiver from as described above

Verification of Rent (VOR)

The verification of rent (VOR) form is a normal prerequisite to mortgage approval.  The manager will complete the VOR at the request of the mortgage provider, when the VOR is accompanied by the $50 VOR fee.

The fee may be paid by either the resident who is the subject of the inquiry or by the mortgage company itself, but the VOR will not be completed or submitted to the requesting party until the fee is paid.

The management will continue to provide free of charge, to any lease-holding resident who so request it, a copy of their ledger.  The ledger, of course, will not be given to third parties, only to the lease-holding resident.

A sample VOR is shown on the next page.  Please note that the VOR may not look exactly as the example, and any deviation of the form will not release the requesting party from paying the fee to have the form completed.

Once the fee has been paid, it should be entered in Yardi as Miscellaneous Income, using the “mortgage” transaction code.

This fee only applies to mortgage companies requesting the VOR.   Other apartment communities requesting rental history will not be charged the VOR fee.
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Administration
New Vendors

New vendors may be requested for use at a particular site by completing the New Vendor Approval From.  
The new vendor form should be forwarded to the regional manager for approval.  A new vendor may not be used until approved!  It is against company policy to use a vendor, particularly a contractor, and request approval after the fact.  

Vendors may be rejected by the regional manager based on reputation, prior experience, lack of insurance, fair housing violations or any other reason the regional manager may identify which would put the site in jeopardy or expose the site to liability.

If the new vendor request is for a vendor/supplier, only the first page of the form needs to be completed.  For all contractors or others that will be performing work on the site, complete both page one and two of the new vendor form and submit the certificate of insurance and the federal I9 form.

The certificate of insurance must list the Legal Entity Name of the site and M2 Property Group, LLC as additional insured.  A certificate where the certificate holder is blank or has been written in by hand will be rejected.  

If the contractor has employees, the certificate of insurance must have a workers’ compensation rider.  If the contractor does not carry worker’s compensation insurance on his/her employees, the vendor will not be approved.
If the contractor does not have employees, a workers’ compensation insurance rider will not be necessary, provided the contractor provides a valid waiver from the state in which the contractor performs service.  Without a worker’s compensation rider or waiver, the vendor cannot be approved.

In the case where a contractor does have employees, but does not carry worker’s compensation insurance, a waiver for each employee must be submitted before the contractor can be approved.  A contractor may not waive worker’s compensation for his/her employees, only the individual employee may do so; a contractor who attempts to waive coverage for his/her employees will be rejected.

The vendor’s insurance carrier should send a replacement certificate of insurance once the current one expires.  If the replacement is not received, the vendor must stop all work on the site and will not be permitted to continue until a valid certificate is on file.  An expired certificate of insurance will also prevent Yardi from generating a check for invoices already submitted. 
Contact the vendor or their insurance carrier directly to request an updated certificate of insurance.   Expired certificates of insurance are required to be kept on hand for five years.  The certificates of insurance should be kept in an alphabetized binder; the current certificate should always be on top, with the expired certificates filed behind the current one in chronological order.
Vendor Relations
Vendors are a very important part of our operations.  Without our vendors, we would not be able to adequately serve our residents.   All vendors should be treated with respect and given the same consideration as the residents we serve.

All vendor inquires should be given priority and the manager/maintenance supervisor must follow up to ensure that the vendor’s issue was addressed.  
Most vendor issues will relate to an invoice that was processed late or one that was not received and will be easy to resolve.  Other issues may require the assistance of the on-site maintenance team.  For example, a carpet replacement is ordered for a specific day, but the apartment is not ready for installation on the scheduled day.  

The example above may seem trivial, but from the carpet installer’s point of view, an entire day has been reserved for the job.  The fact that the apartment home was not ready often times means that the installer will be idle, resulting in lost income.  
A vendor will not be inspired to go out of their way to assist our sites if they feel they have been treated unfairly or have been taken advantage of.

Vendor Disputes

Vendor disputes should be handled by the on-site personnel and done as expeditiously as possible.   The manager must respond to all vendor calls within 24-hours.  A vendor, like a resident, should never be required to contact the site multiple times to resolve an issue.   
Under no circumstances should any adverse action be taken against a vendor.  Adverse action includes but is not limited to:

· Holding invoices for the purpose of inflicting financial hardship
· Reporting the vendor to the Better Business Bureau, Angie’s List, Craig’s List or other similar entity that may damage the vendor

· Refusal to use the vendor

· Refusal to communicate with the vendor

· Relaying comments to third parties that may have a negative impact on the vendor  

The regional manager must be notified immediately if a vendor issue exits that cannot be resolved within a reasonable amount of time, i.e. a week to ten days.  The regional manager will work to reach an amicable solution and restore the vendor relationship.

Any employee who violates this policy is subject to disciplinary action, up to and including termination of employment.   

Invoice Processing

Invoices received on site should be processed the same week the invoice is received.  Processing an invoice includes the following:
· Date stamp the invoice on the day it is received

· Code the invoice using the M2 Property Group general ledger codes

· Highlight the capital items on the invoice

· Enter capital items as Assets under Facilities

· Copy the invoice and place the coded copy in the vendors’ file

· Enter the invoice in the Yardi
· Print the payable batch report
· Submit batch to the regional manager for approval

Stamp the invoice in an area that will accommodate the coding, but not on the remittance portion of the invoice.  This would be the portion that would be torn off and sent along with the payment.

Invoices must be entered in Yardi in alphabetical order. 

You may enter the capital items as assets as part of the invoice process or as a separate process, but each asset must be entered and entering at the time the invoice is processed will save time.  See the example on the next page:
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Using the menu on the left side of the screen, select Unit Assets>Add Assets:

When entering assets, the asset number will be the item serial number.  For carpet, vinyl, ceramic floor tile and other assets that do not contain an actual serial number, the asset number will be the invoice number followed by the two digit year.  For example, carpet purchased from Sherwin Williams on invoice number 400891 in 2007 would be entered as an asset using the asset number 400891-07.  
Note that the asset code will only accommodate 8 characters, so enter the first 8 characters of the serial number if it is longer than 8 characters. 
Invoice Entry

Enter the invoice number in the space provided.  Never alter an invoice number.  The invoice number should be entered just as it was submitted by the vendor in most cases.  The exception to this rule would be invoice numbers that repeat or for utilities.

Some vendors use the same invoice number over and over.  The vendor’s system may start with invoice number 100 and run through 9999 and then repeat the numeric cycle.  In this case, enter the four digit year after the invoice number for example invoice number 2000 would be entered in 2007 as 2000-2007.  

Usually utility providers will not have invoice numbers.  In this case the meter number followed by the month and year of service will be sufficient.  A power meter number 215146 for the Mach 2007 bill would be entered as invoice number 215146-0307.

Yardi will issue a warning if an invoice number is entered that has already been used by the vendor.  If the system prompts you with such a warning, investigate.  Do not simply add a digit to the invoice number to force Yardi to accept the new invoice.  If the invoice is already in the system, contact the vendor and inform them of the status.  

In the example below, note that the box surrounding the invoice number is still in yellow after we entered all the data and hit the save button.  Yardi will not allow the invoice to be processed.  Note the error is listed at the bottom of the screen :Error 059528681 Invoice Number Duplicates one at ctrl # 36102.  This is your warning that a duplicate invoice exist in One Site.
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A little digging into the Xerox vendor ledger show that invoice # 059528681 was previously entered for this vendor by Rachel Keough on 1/31/2012.  See below:
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When coding an invoice, add up the total amount that should be coded to each general ledger code and enter a single line item for the total of all items within that general ledger code.  For example, an invoice that contains faucet supply lines, toilet seats, plumber’s putty, finishing nails, drywall screws and door stops would be coded and entered in the stem as seen in the example on the next page.  
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When entering invoices for “Rent.Com”, “My New Place.Com” or other apartment broker service, the manager must pull a copy of the guest card, front page of the application and review the referral source.  Even after reviewing the source, open up call source for a six month period prior to the date on the guest card and sort the data in excel and look for the phone numbers on the guest card and application to ensure the true referral source was the apartment broker service.   The invoice must be accompanied by the guest card, impression tracker data and a copy of the front page of the new resident’s application.
Invoices for apartment broker fees will not be approved if the appropriate documentation is not attached.

Credit Memos
A true credit memo is a negative invoice for a return or other credit due to the site from a vendor.   The credit memo can be applied to a particular invoice where the original charge originated or to any future invoice, if the original invoice is already paid.

Certain vendors may issue a credit, but it should not be processed as a credit memo in Yardi because the vendor/supplier or utility provider will automatically deduct the credit balance from the next statement.  In this case, if the credit memo was processed and the vendor/supplier or utility provider automatically deducts the credit form the next statement, we are counting the credit twice.  This is because Yardi will apply the credit memo you entered against any outstanding charges, even though the outstanding charge already accounts for the credit.

Do not process credit memos for utilities or other vendor where the provider will automatically deduct the credit from the next statement.

Credit memos should continue to be processed for HD Supply, Maintenance Supply Headquarters,  Maintenance USA, Wilmar and the like.  If you have questions on whether a credit should be entered in Yardi, please ask the regional manager before proceeding.
The credit memos will be entered in the same fashion as a regular invoice, just entered with a negative number.  
Enter the credit memo number as the invoice number that appears on the credit memo.  The credit memo date will be the credit memo invoice date, and again the credit memo total will be a negative number.
Petty Cash
The petty cash account has been established to provide immediate funds to the on-site staff for the purpose of conducting company business.  The petty cash account should not be used to make purchases where other credit lines are already in place.  

Personnel authorized to make purchases on the petty cash account includes the following:
· Property Manger

· Maintenance Supervisor

· Regional Maintenance Supervisor

· Regional Manager

The petty cash checks and the related debit cards should be stored in a secure location and no other employee should have access.

The petty cash account may be accessed by debit card, check or ATM withdraw.  An ATM withdraw requires the prior written authorization of the regional manager.  
Purchases may be made in person, over the phone or via the internet.  All purchases on the petty cash account require documentation that will be coded and submitted at the end of each week.  Any employee who makes a purchase without the appropriate documentation will be responsible for reimbursement to the fund.
Unauthorized or misuse of the petty cash account will result in disciplinary action, up to and including termination of employment.
The normal operating balance in the petty cash account is $500.  When funds drop below $200 or when the site has a specific project that requires the use of the petty cash account, a funding request, via e-mail, should be sent to the regional manager.

The funding request must state the current balance and, if a specific need exits, the funds necessary to meet that need.   
The petty cash transactions (register) will be maintained at each site using the Quicken software.   When entering transactions in the petty cash register, enter the date as the date of the actual transaction, not the date you enter the receipt in Quicken.

When selecting the type of transaction, use one of the following codes:

· Check #
if transaction by check

· EFT

if transaction by debit card

· ATM

if cash withdraw at ATM (This should never be necessary)

· Deposit 
if funds have been deposited

Checks cannot be written to “Cash”.  Checks can only be written to a person or business with the proper documentation.  Checks should only be used when the debit card is not accepted.

When entering the transaction, enter the general ledger (G/L) code for that receipt in the Category field.  If the G/L code has not been used previously, a dialog box will come up that looks like the one on the next page.  Under “Name”, enter the G/L code, in the “Description” field, enter the item and in the “Group” field, enter the G/L heading, such as “Administrative”, “Advertising”, “Maintenance & Repair”, “Utilities” and so on.  Then click “OK”

  

If the receipt contains multiple G/L codes, skip the above step and just enter “Multiple” in the category field.  

Enter the description, providing as much detail as possible.  The register should look similar to the one on the next page.
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At the end of each week, generate the petty cash register report, for the entire month, not week to week.   The receipts entered during the current week will be stamped and coded as any other invoice.  Highlight the dates on the report that correspond to the receipts being submitted for documentation, that week.
Organize the receipts in chronological order, as they appear on the register report.

At the end of the month the manager will receive the bank statement for the petty cash account.  The petty cash register must be reconciled in quicken and a reconciliation report generated and submitted to the regional manager along with the bank statement.

Scope of Work
A scope of work is the first step in the solicitation of bids for projects on site and ensures that all contractors are bidding on the same job and specifications.   The scope of work should define the following:

· Location of the job

· Detailed description of the work to be performed

· Why the job is necessary (i.e., mold/fire)

· Chronological schedule of the work to be performed (not always necessary)

· Materials to be used

· Entity responsible for providing materials

· Where materials will be stored

· Entity responsible for materials stored on-site

· Clearly define the work not expected to be completed by the contractor (work to be done in-house or by a third party)

· Time frame for completion

· Establish minimum standards but encourage potential contractors to exceed such standards

· Date bids are due

Once the scope of work has been created, it will be published to all interested parties.   Typically the scope of work will be written by the regional maintenance supervisor for all maintenance repairs/replacements or by the regional manager for all administrative needs. 

Bids
A bid is a contractor’s quote to perform a task, pursuant to the scope of work that has been published for the project.   Except in emergency situations, M2 Property Group requires a minimum of three competitive bids before a selection can be made.
Bids received by the site should be forwarded to the regional maintenance supervisor, and the regional manager, with a copy retained on-site.

In order to be considered, a bid must contain the following:
· Scope of work as described above

· Identify deadlines the contractor must meet

· Certificate of Insurance, naming the site as the certificate holder/additional insured, in addition to M2 Property Group, LLC
· Acknowledgement and accounting for building permits if applicable

· Require respondents to warrant/verify that they have all licenses, certifications, etc. necessary to perform the work

Only the corporate or regional personnel may execute a bid or contract on behalf of the site.   On-site personnel, who obligate the site by signing a bid or contract, are subject to disciplinary action, up to and including termination of employment.  

Contracts
In certain circumstances a vendor, supplier or contractor will have a unique product or a monopoly on a product or service, where negotiation, not necessarily a bid, are necessary.  

For example, For Rent Media Solutions, Inc. is the only publisher of For Rent Magazine and if the site wants to be included a contract must be signed with For Rent Media Solutions, Inc.

All contracts will be negotiated by corporate or regional personnel and executed by same on behalf of the site(s).
Contracts will not be executed if any of the following conditions exists:

· Appearance of impropriety on the part of the employee executing the contract

· The vendor, contractor or the contract itself violates fair housing laws

· The contract violates local, state or federal laws

· Right of first refusal clause

· Contracts with terms in excess of 5 years

· Contract would violate terms of the purchase or mortgage agreements

· Corporate or regional personnel feel the contract would have a negative impact on operations
Reports

Weather Reports:  A weather report must be pulled each day and kept in a binder separated by tabs for each month, or may be kept electronically.   The reports should be pulled from the National Weather Service, which can be found at http://www.nws.noaa.gov/.  The purpose of the reports is to help defend the site against litigation based on weather related events.  The weather related events include, but are not limited to, temperature changes, snow, ice, hail, rain, fog and the like.  To ensure compliance, the binder or electronic storage of such reports will be analyzed during the quarterly property review.

Sex offender Registry Search:  A sex offender registry search must be completed each week and documented in the sex offender registry binder.  Data may be pulled from local sources such as the Indiana Sex Offender Registry (http://www.insor.org/insasoweb/) or one of the national registry services such as (http://www.familywatchdog.us/).  If given the ability by the report being pulled, select a search radius of half a mile from the office location, then print the report for that week.  If no offenders are registered with one of the site’s addresses, the report can simply be filed in the binder.  If a sex offender is found to be registered with an address that relates to the site, you must notify the offending resident that they are in violation of the lease agreement, paragraph 17, sections 5 & 6 and ask that the offending resident be removed from the premises within 72 hours and the sex offender registry updated to remove any reference to the site’s address.  If the resident is unable or unwilling to correct the situation, an eviction action will be filed due to the breach of the lease agreement.  
If the situation involves a non-lease party as defined in the lease agreement, then the lease holder has the right to remove the offending party and the management of the site will trespass the party from the site.  If the lease holder invites the party back onto the site or allows the offending party access to their apartment home, an eviction action will be filed, again pursuant to paragraph 17, sections 5 & 6 of the lease agreement.  
The actions above are to be taken to ensure the safety of all residents and reflect the selection criteria as stated in the Statement of Rental Policy.

Move-In Special:  Occasionally the management may approve a special or rent concession to increase occupancy.  A binder must be maintained to record each special, stating the exact particulars of the promotion, the date and time the promotion was put into effect and the date and time of the promotion’s expiration.   Market rent changes do not need to be tracked in this fashion, as the site’s management software will track the date and time of rental changes under the unit type history.
Market Survey:  A market survey of the competition will be conducted monthly and maintained as part of the site summary report.  The purpose of the market survey is to compare amenities, prices and promotions to the competition in order to better position our product in the market place.  Competitors may be defined as any other rental community with which one trades residents.  Since M2 Property Group does not operate in the 100% subsidized apartment market, those communities would not normally be considered competition for the purpose of the market survey.  In some submarkets, M2 Property Group will consider its properties to be market leaders and will price its product higher than the competition and eliminate concessions.  The market survey goal is to determine our place in a particular submarket and will not necessarily be used to set market rents.  Questions asked when conducting a market survey are the average rental rate for a particular floor plan, deposits, application fees, pet fees/deposits, specials/promotions, which utilities are paid, if the owner requires renters insurance and the site’s occupancy.  The best way to get accurate information from a competitor is to give it, so if asked, be honest and answer their questions to the best of your ability, including current occupancy levels.

Marketing Binder:  The marketing binder should be used by the leasing teams to prevent a perspective resident from “looking around”.  Ask them what other communities they plan to visit and then pull the marketing binder to show them what that community has to offer and why the M2 Property Group community is better.  The binder should be updated monthly with the information from the market survey and should contain the competition’s floor plans as well as a comparison of their floor plan/community features to our own.
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