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Are you  
prepared with 
answers to all  
of the crazy 
questions a 
prospective  
tenant may ask? 
If you are, then at the end of 
the day, being a leasing agent is 
a very rewarding job. You have 
made the difference in the lives  
of two families when you place  
a tenant.  See page 9.
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DeskExecutive Director
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of the

Gail S. Phillips, CAE

Ready, set, Las Vegas here we come! The annual 
Broker/Owner Retreat will be held at The Mirage Hotel in 
the fun City of Las Vegas. This annual event is only for Bro-
kers, Owners, and major Company Decision Makers. It is 
an outstanding opportunity to learn from other business 
leaders from across the country. This year, we are focusing 
the last day of the event on Coaching by bringing in a 
couple of coaches to help you with your business! Steve 
Murray, President of Real Trends will open the event and 
will cover the Future and Trends in Real Estate and Prop-
erty Management. He will also present a breakout session 
of Buying and Selling a Business. You can see the entire 
program at http://www.narpmbrokerowner.org/. Registra-
tion is now only available at the event.

The first quarter of 2016 has been keeping Chapter 
Leaders productive. NARPM® National appreciates all 
your help and is trying diligently to give you tools to make 
your Chapter run more effectively. As mentioned in my 
February article, NARPM® began in January with an out-
standing Leadership Training in St. Louis, Missouri. The 
Leadership has received high acclamations from this event. 
The provided resources are there to help Chapter Presi-
dents lead their organization. The other item presented was 
the combined Chapter Excellence/Compliance that was 
due March 31. Again, NARPM® National listened to the 
Leaders and combined two deadlines into one to help the 
Leaders with the time it takes to gather all the information. 
We thank everyone for their patience in helping get through 
this deadline. The greatest accomplishment was the new 
upload software that NARPM® contracted to help ease the 
Chapters’ experience with uploading all the information. In 
the next month, the Chapter information will be uploaded 
on the website. We understand these are time-consuming 
tasks, but it gives NARPM® the ability to store all Chapter 
documents on www.narpm.org so that future Chapter 
Leaders can find them.

The Nomination process has opened and NARPM® has 
begun soliciting for National Leaders. If you are interested 
in applying to be on the National Board of Directors, 
check out the information on the website at http://www.
narpm.org/docs/leader-services/2016_national_director_
application.pdf. The deadline for RVP/Director applica-

NARPM® 
National 
appreciates 
all your help 
and is trying 
diligently to 
give you tools 
to make your 
Chapter run 
more effec-
tively. 

tions is May 7. If you are not sure what you want to do at 
the National level, I encourage you to look at the com-
mittees. Many of these Committees need your help, so 
take a moment and go to http://www.narpm.org/about/
officers-and-board/committee-chairs/ and click on the Join 
a Committee Form. This is a great avenue for meeting new 
friends and enlarging your referral network.

NARPM® National ceased sponsoring Regional Confer-
ence in 2016, but the States and Chapters have come 
together to put on their own events. You can see what is to 
be offered in 2016 by going to http://www.narpm.org/con-
ferences/state-conferences/. While you are there, check 
out the National Convention. Rooms are selling out fast, so 
make sure you call and make your reservation. The event 
will be held in Maui, Hawaii; and beginning this year, 
the event was expanded to include the Business Leader 
Development Session and the Closing event. With the 
separate purchase of a ticket for the President’s Celebra-
tion, you will have a great time at an authentic Luau. You 
can also choose to attend NARPM®’s annual Past Presi-
dents’ Charity Golf Tournament that will be held at the 
Wailea Gold Golf Course. You can find all the information 
at http://www.narpmconvention.com/. Online registration 
is open and make sure you are part of this great event!

Finally, thank you to the Professional Development 
Committee and NARPM® staff, who are spending many 
hours this year to improve the NARPM® designation pro-
cess. By the end of this process, they will have completed 
updating check lists, mentor requirements, looping course, 
increased marketing of designations and designees, just to 
make the education program stronger. Thank you to Lynn 
Sedlack, MPM® RMP®, Chair and Dailey Fly, NARPM® 
Staff, for helping push this needed project along.

Hope you have an enjoyable spring season. I know sales 
are picking up, and there are mixed messages of the rental 
market across the country. Take advantage of the education 
that NARPM® offers to help you build your business. 

Gail S. Phillips, CAE
NARPM® Executive Director 
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Qualifying your renters is probably the most 
important aspect of managing your properties. If we 
really do it right at the beginning, it will keep us less 
stressed during the time the renters are occupying the 
property. But, is automatically eliminating a potential 
renter, due to a low credit score, the way to do it? I 
think not! There are many amazing, qualified, respon-
sible people out there with low credit scores. I’ve 
come across many in my 18 years of experience in 
property management.

So here’s my take. Of course, ALWAYS make 
sure you actually do a credit/background check on 
EVERYONE. You know fair housing law, so you must 
do the same thing for everyone. Yes, you must do a 
check for the cute little grandmothers, as well.

What we look for on a credit report will very much 
tell you how responsible a person is. 
• �Have they ever been evicted before? 
• �Did they neglect to pay a utility bill, such as power, 

water, cable, or even a cell phone bill? 
• �Did they file bankruptcy not too long ago (before 

they started charging up credit cards again)? 
• �Did they recently go through a foreclosure without 

even trying to short sale the home because they 
liked that free rent for the past three to five years?

• �Having a medical bill collection could be OK, but 
do they have multiple medical bills in collection 
that would indicate that they may not be capable of 
commiting to a full lease term without having more 
health issues?

• �Do they have 15 accounts all rating 9 (bad debt or 
a collection)? 

• �Of course, we ALWAYS verify residency. On the 
application it will ask for a present address and 
previous address, generally if at present address less 
than two years. Getting the landlord’s information is 
essential and before you call to verify the residency, 
you ALWAYS want to check the actual owner of the 
home. Is the person they wrote down the owner of 
the home or is it their Aunt Mary, pretending to be 
the landlord for the potential renter.  

• �Is the social security number they provided the 
correct number? This will usually cause a report to 
state “No credit on record.”

Qualifying Your Renters
It’s Not All About the Score!

• �A very important part of qualifying a potential 
renter is verifying the income, whether it is a job 
or retirement/pension, etc. The standard criteria is 
income that is three times the amount of the rent. If 
it’s a job, you want to verify the amount they gross, 
but then, that goes right back to the credit report. If 
they do make three times the amount of the rent, 
but went out and bought a Maserati, this changes 
the rent to income ratio. Some people will try to 
live beyond their means. They will certainly risk an 
eviction before losing that Maserati.

• �Another very important aspect is the stability in their 
income. Generally, you would want to see at least 
six months working at a job. If they are just starting 
a job, you may want to consider their previous job 
to see if there’s a pattern of changing jobs.
So, that covers the basics of getting qualified 

renters. But, what if there are extenuating circum-
stances, such as great credit, but just starting a job or 
lousy credit, but has been working at the same job for 
several years. Maybe the credit is marginal, they are 
just starting a job, and they’ve never rented before. 
These can be situations where collecting additional 
rent would be a great idea in order to give good 
people the chance to rent the home they deserve. 
There was talk at the 2016 Florida Conference 
regarding changing laws for advance rent payments.

Of course, you always want to do a background 
check. It’s quite understandable that we would not 
approve a felon within the last seven years of convic-
tion or ever. A felon is currently not a protected class 
under HUD. The Fair Housing Act prohibits discrimi-
nation because of specific class: race, color, national 
origin, religion, sex, disability and the presence of 
children. Some States have additional State protected 
classes. Know your State laws and local ordinances. 

If you ever feel that the person is so nice that you 
don’t need to do a criminal background check on 
them, please reconsider. The people you least expect 
or you feel are just the nicest people will surely amaze 
you. Considering someone if they’ve not been con-
victed in the last seven years is pretty common. We all 
were young, and not so smart, at one time or another. 

Monica Hulzing, RMP® 
Candidate, has been the 
Co-owner of Legacy Proper-
ties Property Management in 
Tarpon Springs, Florida with 
her sister, who is a Broker, 
since September 2011. 
Native Floridian born in Key 
West, Monica moved to 
New Port Richey, Florida in 
1980. She has had property 
management experience 
since 1998 in multi-family 
communities and currently 
resides in Tarpon Springs, 
Florida. Monica obtained her 
real estate license in 2005, 
and began residential man-
agement in 2010. She has 
been a NARPM® Member 
since the beginning of 
2012, and serves as a Board 
Member for the Tampa Bay 
Chapter. Monica also has a 
full-time responsibility as a 
“Dance Mom.” 

Continued on page 32 “Score” 
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Safety in any job environment is very important in 
daily life, but even more so for REALTORS® showing 
rental properties to strangers. An agent cannot predict 
situations they might encounter, but at the same time, 
preparation and awareness go a long way in pro-
tecting their own safety. Most of the following sugges-
tions are common sense; but in an unsettling situation 
common sense disappears. It is a wise move to review 
your safety plan frequently. 

Preparation for the day before leaving your home 
or office is vital. Letting someone reliable know your 
schedule is always a good plan. A written schedule is 
advisable because, if you need to call your backup, 
they will need the information at hand instead of 
trying to remember where you told them you would 
be showing a property. 

How you present yourself also plays a big role 
in safety. As much as we want to look the part of a 
successful REALTOR®, it is best to dress down when 
showing properties to potential tenants. Wear modest 
clothing, shoes suitable for escape, if needed, and 
avoid flashy jewelry – you don’t want to make yourself 
a target for robbery. Understated is always the best 
route to go. 

Another way to prepare would be to develop a 
code with your trusted contact to call the police when 
you are in a situation where you can’t easily do so. 
An example code might be – Hey, this is (give your-
self a Code Name so that your contact will know this 
is an emergency). I’m at (address where you need 
help) and I’m supposed to meet Mr/Mrs. (use reverse 
to identify the sex of the person of interest) Brown, 
White, or Greene (set a pre-determined code for the 
race) in 10 minutes and it looks like I’m going to be 
late. Will you call them and let them know? I don’t 
have their phone number with me. This gives your 
contact the information they need to call the police 
with your location and a general description of what 
is going on and where help is needed. Many times 
this can diffuse a potential situation because the 
person knows others are aware of your location. 

Another option that has recently been introduced 
to the real estate market are pieces of jewelry, neck-
laces or bracelets that are programmed by you to 
contact certain chosen people of one’s location and 

You Cannot Predict Situations
Showing Agent Safety

then the contact can call the authorities. These can 
be discreetly activated without the person of interest’s 
knowledge. 

Building a good relationship with local police is 
always a good idea, as well. In some less than desir-
able areas, police will patrol more often if they know 
you and are aware of when you are in their neighbor-
hood. Getting to know the neighbors often works well, 
too. Many times, agents don’t live in the neighbor-
hoods where they are showing properties, so getting 
acquainted with the neighbors can make them less 
nervous about you just showing up. Smile and greet 
the neighbors, talk to them and assure them that you 
will be trying to get them the best neighbors possible. 
They might even have friends or family members who 
they will tell about your properties. Gain their trust 
and they will watch out for you and your property. 

When arriving at properties, be aware. Be a good 
judge of your surroundings and always trust your gut. 
Have an escape plan in mind each and every time you 
enter a neighborhood, street or house. Never block 
your way out of both the house and the driveway. 
Before getting out of your vehicle, go ahead and put 
in the address of the next property you are going to or 
your office or your home. 

It is also a good idea to have a printed map of the 
area in case your GPS is inaccurate. Be prepared to 
leave as soon you get to a property. Something you 
normally don’t think about when dealing with safety 
is your car and its maintenance. Keep plenty of fuel 
in the car, battery maintained, tires correctly inflated, 
coolant and general maintenance regularly performed, 
so it is reliable and lessens the chance of you being 
stranded. 

Some agents do carry guns with them to ensure 
their safety and that they make it back home to their 
families. If you carry, be prepared to follow through 
and regularly train with your weapon. If you aren’t 
comfortable with having a gun, some other standard 
weapons are mace or personal tazer guns (if allowed 
by law in your area). Some other unusual weapons 
can be as simple as putting your keys between your 
fingers to attack with, an innocent looking broom can 
become a club, wasp spray can be used as mace.  

Frankie Smith is the 
Leasing Agent for gkhouses.
com in Birmingham, Ala-
bama, and is responsible for 
showing and leasing avail-
able properties to potential 
tenants. Frankie has been 
a licensed REALTOR® since 
2006. Real estate is Frankie’s 
passion, as she not only 
enjoys the transformation of 
a restored property, but also 
working with families to help 
them find the right home. 
When Frankie is not working 
with potential tenants, she 
spends time with her grand-
children and family. She also 
enjoys a good book and 
working with arts and crafts.

Continued on page 32 “Safety” 



April 2016 Issue  |  Volume 27  |  Number 4  |   9

It all starts when the phone rings. “Can I see the 
property now?” “What do I need in order to move 
in?” “Is this a safe neighborhood?” These are just some 
of the questions that you will have to come up with 
answers for in a split second. How do you answer these 
questions and abide by the License laws, State laws, 
Fair Housing and Ethics? So, here are some of the crazy 
questions that I deal with on a regular basis every day:
• �Can I see the property now, like right now? I’m sit-

ting in the driveway. Appointments are needed to 
keep some order in your day. You need to show prop-
erty in order to lease it, but you can’t be everywhere 
at once. Scheduling by area is important, so that you 
are not running all over and backtracking all day. Try 

to schedule multiple appointments for the same prop-
erty during the same time-frame. There’s not enough 
hours in the day and there’s just ONE of you!

• �What do I need in order to move in today? My 
moving truck is packed and ready to go since my 
landlord evicted me? This is based individually on 
your broker’s policies and procedures. It’s always a 
good idea to try to do a quick pre-qualification with 
the potential leasee over the phone. Important ques-
tions to ask; “Do you have an open bankruptcy?” 
“Do you have good rental history?” “Does your 
income support the rental price?” You may or may 
not get straight answers from the leasee, but at least 
you have made the attempt to get some answers that 
indicate qualifications up front.

• �Is this a safe neighborhood? I think I saw the house 
down the street on the news. Would you live here? 
This is not a question we can answer, but you have to 
say something. Advise them to do their due diligence 
and make their own evaluation of the neighborhood 
by visiting at different times on different days. Talk to 
the neighbors. Crime statistics can be obtained online 
or from the local police station. 

A Day in the Life of a Leasing Agent
Crazy Questions

• �I know this house rents for $1200 but do you think 
the owner will take $650.00? You need to protect 
your owner’s interests and make sure they receive 
fair market value for the property. If you priced the 
property correctly to start with, there shouldn’t be 
much room for adjustment. Advise the potential 
leasee to check market rents in the area. Also, advise 
the owner that a potential leasee has made a lower 
offer to keep them informed of everything pertaining 
to their property. (Just for kicks.)

•�I don’t like the carpet or the appliances. Do you 
think the owner can install brand new stainless 
steel appliances and re-carpet the entire house? 
This is something you should be prepared to answer, 

having already discussed any additional possible 
rehab with the owner. You may have prior permis-
sion to do something that could potentially be a deal 
breaker. Always double check with the owner and 
never make any promises. Owners can be notorious 
for changing their minds.

• �Who is going to mow my grass, get rid of the ants or 
change my light bulbs? This is another question that 
should have an easy answer. This should have been 
discussed prior to the owner signing the lease manage-
ment agreement. Your tenant lease should cover, in 
detail, all of the tenant’s responsibilities. This is our 
company policy; yours may vary. Make sure you know 
how to address this question as it pertains to the spe-
cific property before it becomes an issue. 
At the end of the day, being a leasing agent is a very 

rewarding job. You have made a difference in the lives 
of two families when you place a tenant. The tenant 
family has a new home and the owner has the secu-
rity of a qualified tenant in their property. After all the 
crazy questions and nonsense, I feel a sense of accom-
plishment and that I’ve made a difference. And that’s 
why I am a Leasing Agent who loves her job! 

Patricia Middleton, 
RMP® Candidate, is a 
Leasing Agent for Solutions 
Realty Network, Inc. in 
Tyrone, Georgia. She has 
held this position for eight 
years. Patricia holds an 
Associate Brokers license 
with Solutions Realty. Out-
side of the office she loves 
spending time with her 
family, playing golf, riding 
horses, and working with 
animal rescue.

At the end of the day, being a leasing agent is a very  
rewarding job. You have made the difference  

in the lives of two families when you place a tenant. 
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Designations & 
CertificationS
The power that comes with increased knowl-

edge and confidence is tangible. It is what sets 
you apart from your competition. Professional 
designations and certifications from NARPM® 
have an impact on your company and your 
clients, and the results translate directly to the 
bottom line. Add the credibility of our profes-
sional designations and certifications to your 
name and to your company name!

NARPM® designations are earned with a com-
bination of property management experience, 
NARPM® and industry education, and service to 
the association through volunteer activities. You 
may have taken clock-hour courses to maintain 
your license. Imagine the gains when the courses 
are specifically focused on what you do as a prop-
erty manager – and are being taught by a property 
management professional. Take it one step further 
and envision networking with other experienced 
property managers from across the country. 
Earning your NARPM® designation will bring a 
whole new dimension to your daily tasks.

_____________________________________

The Professional Development Committee  
now approves Designation Packets

• �Deadline for the May Professional Development 
Meeting is April 26.

• �Deadline for the July Professional Development 
Meeting is June 21.

• �Deadline for the Convention is August 5.

_________________________________________

***There is a new upload system available to 
submit your designation / certification documents. 
To upload your documents to the new upload 
system, please email designationinfo@narpm.org.

First International 
Chapter in formation

Australia – home to the outback, Great Barrier Reef, Sydney Opera House, 
kangaroos, and now NARPM®’s first International Chapter in Formation. That’s 
right, NARPM® went global on March 3, 2016. 

Almost two years ago, 2015 NARPM® President Andrew Propst, MPM® 
RMP®, was invited to 
speak at a property 
management confer-
ence south of Bris-
bane. It took two long 
years. However, he 
had the time of his life 
visiting Australia. The 
best part of his trip 
was getting to know 
the property manage-
ment business there 
and the wonderful 

people who make their living in property management. Property management 
in Australia is a big business, and NARPM® has a real opportunity to make an 
impact. 

Andy was invited by Jo Oliveri, who puts on a first-class two-day confer-
ence every year to engage and inspire property managers all over Australia. Jo 
has been hard at work promoting NARPM®’s mission and vision to the hard-
working property managers down under, and she gathered just enough to start 
our first International Chapter. 

When asked why she was so passionate for NARPM® and what her goals 
were for our first Chapter in Formation outside the Continental US, here is what 
Jo said:

“I found NARPM® existed through the National Association of REAL-
TORS® (NAR) International Conference I attend every year in the USA. After 
researching some more, it was evident that this was a unique organization dedi-
cated to raising the profile and professionalism of property management. After 
attending my first NARPM® Conference, it was further evident that NARPM® 
Members didn’t just belong to this organization for the sake of belonging, they 
all truly believed in and had a passion for constant improvement, further edu-
cation, advanced training, and loved what they do. The NARPM® standard 
of ethics is second to none. What was truly inspiring to me was how every 
Member is not only proud of the ethics, they live by them. 

It was like a flash and a sense of knowing. I immediately recognized that 
NARPM® membership should be something that is shared on a global level to 
provide property management and property management business owners 
from around the world with platform and united organization to continue to 
improve the service and results we provide in property management.

I feel so grateful that when I approached the NARPM® Executive team about 
launching their first International Chapter on the other side of the world, they 
didn’t hesitate in seeing my vision of a global and united property manage-
ment organization. By launching a NARPM® Chapter in Australia, we will now 
be able to provide Australian property management business owners and their 
teams with opportunities to advance their training and attend NARPM® Confer-
ences and Seminars; and at the same time, provide incredible opportunities 
to share a passion for property management with no borders to restrict us, yet 
strong ethics to unite us in professionalism.”

Andy felt that it was truly an honor to be hosted by such wonderful people, 
and it was also an honor to represent this AMAZING organization overseas. 
He hopes and prays that the momentum Jo and the “Down Under CIF” has 
started, takes off and all over the world. NARPM® is too good of a thing to keep 
to ourselves. He hopes the Members and the Leadership of NARPM® continue 
to seek growth opportunities wherever there are property managers who align 
with our mission, vision and values.  
(Note: The original article was submitted by Andrew Propst, MPM® RMP®)
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“After receiving his statement and funds from his 
Property Manager, Mr. Landlord was a little confused. 
He noticed a charge that had not been there before. 
Seeking some clarification he picked up his phone, 
scrolled through his contacts, and tapped his property 
manager’s number. 

“Good Afternoon, Acme Property Management, this 
is Bertha, may I help you?” a cheerful property man-
ager said.

“Hey Bertha, this is Mr. Landlord and I had a ques-
tion about my statement.”

“Sure, what seems to be the trouble?”
“I noticed a new charge of $75 for taxes. What is 

that for?”
Bertha replied automatically, as if she had already 

had this question several times that day. “That is for the 
new Rent Tax that Congress approved last year. Property 
Managers are required to withhold five percent of all 
rental income and pay it to the Internal Revenue Service 
each quarter, along with the special reporting form”.

“Five percent!” Mr. Landlord exclaimed. “That’s 
ridiculous!”

“You may want to check with your accountant. As I 
understand it, if you file your taxes on time, you may be 
eligible for a refund for some of it”. 

After several more minutes of unhappy conversation, 
Mr. Landlord agreed to pay the tax, but at the same 
time informed Bertha that he planned to sell all of his 
rental properties when their leases were up.”Before all of you get too upset, the above story is 
pure fiction. To my knowledge, there is no law passed 
or bill before Congress that creates a “rent tax” of any 
kind. I used an example of something that seems kind 
of ridiculous to show a point. The question we should 
ask ourselves is, “Could a bill like this be passed?”

The answer is a resounding yes! Unless someone is 
watching closely, Congress can and will pass anything. 
Another question we should ask ourselves, “Who is 
that “someone” who is watching?”

That answer is you! It does not matter if you hate 
politics or do not understand how it works. You are 
involved in the political process. It governs everything 
we do, from trash pick up to real estate taxes, from 
water cleanliness to rent control, from traffic lights to 

Legislative Scoop

National Rent Tax – 
Could It Happen?

Keeping our Members current on the newest industry l aws and policies nationwide

fair housing. As you can see, politics is integrated into 
all aspects of our lives.

This is why NARPM® has a Governmental Affairs 
Committee. Along with your help, we are the first 
line of defense against silly laws and regulations that 
can negatively impact our business, landlords or ten-
ants. We are involved in all kinds of issues now from 
emotional support animals to disparate action in Fair 
Housing.

One more question you should ask yourself, “How 
can I help?” This answer is simple – join us. To really 
affect change it will take all of us. You have an oppor-
tunity to help next month by attending our annual 
NARPM® Day on the Hill. We will meet in Washington, 
DC from May 11 to May 13. Our mission will be to 
meet with the staff of several Congressmen and Sena-
tors with a handful of talking points. 

Last year, we were able to gain an audience with 
four Congressional and four Senate offices, as well as 
the Environmental Protection Agency (EPA). This year, 
we are looking to add a meeting with the Department 
of Housing and Urban Development (HUD), as well. 
The more of us that are there, the more powerful our 
message will be. 

So, let us just say that if there is some important 
reason that you could not make it to the Day on the 
Hill, there are other opportunities for you to parti-
ciapte. As most of you know, most of the laws that 
involve our business come from the State. Get together 
with your local Chapter and organize a Day on the 
Hill in your State capitol. Here is some good news. 
NARPM® even has a grant of up to $500 to help you 
put a State Day on the Hill together! Don’t waste this 
opportunity to keep up the good fight in your area.

Finally, if you would like to help and just do not 
know what to do, reach out to us. Many Chapters have 
a Legislative Chairperson that can help locally. The 
National Governmental Affairs Committee has Regional 
Liaisons as well. As always, feel free to reach out to me, 
the Governmental Affairs Chairperson or our staff Gov-
ernmental Affairs Director.

We are all in this together. It is up to us to keep our 
industry safe from whatever raging fires pop up within 
the hallowed halls of our government. 

Scott Abernathy, MPM® 
RMP®, is a property man-
ager for Reliant Realty, LLC, 
located outside of Nashville, 
Tennessee. He has been 
renting homes since 1989 
while he was still serving in 
the United States Air Force. 
He graduated from Middle 
Tennessee State University 
with an Aerospace Degree 
and a minor in Real Estate. 
While in college, he got his 
real estate license and began 
his career. He insists he has 
received much better educa-
tion through NARPM®. Scott 
has served on the NARPM® 
Governmental Affairs Com-
mittee, as well as the Gov-
ernment Affairs Committee 
for his local Association of 
Realtors®. He is now the 
National NARPM® Govern-
mental Affairs Chair.

Get together with 
your local Chapter 
and organize a Day 
on the Hill in your 
State capitol. 



April 2016 Issue  |  Volume 27  |  Number 4  |   13

It’s a New Date

It’s a New Location

It’s a New Program

Broker/owner 
Retreat & Trade Fair2016

Highlights of the Event: 
	 • �Steve Murray, President of Real Trends, will discuss the trends in, and future of,  

Resident Real Estate and Property Management. 
	 • Harry Kelly, NAA Attorney, will discuss legal action in the Property Management Industry.
	 • �Wednesday’s event will center on Coaching and how to create balance.
	 • �There will be sessions on metrics, human resources, how to get ready for an IRS audit, 

and what reports you need, as a business owner. 
	 • �There will be a vendor trade fair Tuesday afternoon, along with a reception at the 

opening. You will have a chance to visit again with vendors early Wednesday morning.

Watch for details and register at www.narpmbrokerowner.org 
(Onsite registration is suggested after April 2, 2016.)

Make your hotel reservations by calling The Mirage directly at 800-499-6311 and say you are 
with the NARPM® Broker/Owner Retreat or use the link at  

https://aws.passkey.com/event/13912075/owner/4940/home. 
The room rate, per night, single or double occupancy (plus tax & $29 per night resort fee), is:

$109 for the nights of Sunday April 10, Monday April 11 & Thursday April 14, 2016.
$125 for the nights of Tuesday April 12 & Wednesday April 13, 2016.

$199 for the nights of Saturday April 9 & Friday April 15, 2016.
Hotel reservation room block expired March 11, 2016.

The NARPM® Broker/Owner Retreat is for Designated Brokers, Company Owners, and  
major decision makers. Only these Members are entitled to attend the Broker/Owner Retreat. 

April 11-13, 2016 • Trade Fair opens April 12 • Education April 14 
The Mirage Hotel and Casino 

in Fabulous Las Vegas
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More quality leads means more leases.

Leadsses
Leadsses
LeadsLeadsLeadsLeads

Get unequaled exposure when you subscribe to Rentals.com. Your listings will be 
seen on the RentPath family of websites: Rentals.com, Rent.com, RentalHouses.com 
and Lovely.  RentPath delivers more qualifi ed leads for single-family home rentals 
than any place else. And that means more leases for you.

To learn more:         888-501-RENT         rentalsinfo@rentpath.com        rentals.com/advertise

15% OFF
For NARPM 
Members

©2015 RentPath, LLC. All rights reserved. All photos, videos, text and other content are the property of RentPath, LLC. RENT.COM, RENTALS, LOVELY, and RentalHouses are 
registered trademarks of RentPath, LLC. and its a�  liates.

-RentalsNARPM_LEADS.indd   1 10/2/15   12:43 PM
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  DBA: Taza Supplies
Time Communications
United States Liability  
  Insurance Company
Utah Chapter of NARPM®

VCS, INC.

Credit Card  
Processing
TSYS Merchant Solutions

Insurance
DFI – DiGerolamo Family  
  Insurance Services, LLC
Mobile Insurance Agency
Preferred Property  
  Program, Inc.
Travelers

INTERNET TOOLS/ 
MARKETING
Anyone Home, Inc.
Apartments.com
Cmobo, Inc.
Community Buying Group
COZY
FastHomeSolutions.com 
Fourandhalf.com
Geek Real Estate Marketing 
Get Cru
Homes.com
HomeTownRent.com
HomeUnion
Planet Synergy, Inc.
Pointwide.com
Property Management, Inc.
Property Pond Rentals
Providence Management  
  & Investments
Refer.com
RentalSource.com
Rentler 
Rentometer, Inc.
RentPath 
rentUSAnow.com  
  �(Kestee Corporation)
RentZap, LLC
Reputation 1st
Tenant Turner
Virtually Incredible
WalkThruInspections.com
Zillow, Inc.
ZipDigz, LLC

Legal services
Aldous & Associates
Barker Martin, PS 
Boltz Law
Brownlee Law Firm, PLLC

HG Long & Associates/ 
  Fast Eviction Service
Judith B. Wolk, LLC
Law Offices of Heist,  
  Weisse & Wolk, P.A.
LegalShield
Menke Law Firm, APC
Morris Schneider Wittstadt
Nolo 
Smith Knowles, P.C.
The Gardner Law Firm
U S Collections West, Inc.
Weinberg, Wheeler,  
  �Hudgins, Gunn &  
Dial, LLC

MAINTENANCE
5 Second Rule  
  Make Ready Services
All Aspects Renovations 
Alpha Ecological
ASONS
Complete Climate  
  Control, Inc.
Empire Today, LLC
Fidelity National Home  
  Warranty
FilterEasy, Inc.
First Class Painting, Inc. 
House of Floors, Inc. 
Hy-Tech Property Services 
KYS Construction, LLC
Lonestar Locks
Lowe’s Pro Services
MFS Supply
Mr. Rekey Locksmith  
  Services
NightTenders, Inc.
Orkin, Inc.
Property Doctor 
Propertyware, Inc.
Queenaire  
  Technologies, Inc.
RECON Atlanta 
Restorify Restoration
Roof Brokers, Inc.
Roof Revivers, LLC
Scenic View Landscape 
Servpro of Bedford Park/ 
  Burbank
The Kingston Group
The Un-Stoppers Plumbing

Other
Arizona Association  
  of Realtors® 
CSS Services, Inc.
DoorGrow

Banking and  
financial
American IRA, LLC
Cherry Creek  
  Mortgage Co., Inc. 
IRA Innovations
Seacoast Commerce Bank

BUSINESS PRODUCTS  
AND SERVICES/Other
ACH Processing Company
All County Colorado Springs
All County Property  
  �Management Franchise 
Corporation

All Property Management
Alliance Environmental  
  Group
ATM Constructors, Inc.
B2R Finance
Belfor Property Restoration
Black Tie Moving, Inc.
Boyles Moak  
  Insurance Services 
American IRA, LLC 
C. Fred Peterson Company
Carrier Enterprise
Carrington Property  
  Services
Centex House Leveling
Certa Pro Painters of  
  Northwest Florida
Claim Solutions, LLC
Complete Appliance  
  Protection 
CPI Construction
CSE Insurance
Diversified Employee  
  Benefit Services, LLC
DocuSign, Inc.
Edge 2 Edge Roofing 
Equifax
First American Home  
  Buyers Protection
Forte Payment Systems
Get The Lead Out, LLC
Green Education Services
Green River Capital, LLC 
Hart and Associates
Heart’s, LLC
Hiring Steps
HOPE Services Hawaii, Inc.
HQ Virtual U
iManageRent, Inc.
Ingersoll Rand 
Integra Global  
  Solutions Corp.
KIDDE
LandlordSource

Legacy Home  
  Improvements
Liberty Management, Inc.
Liberty Rent  
  Guarantee, LLC
Markel Corporation 
Marvon B. Williams  
  Agency, Inc. 
Morningstar Credit Ratings
New Empire Group
On Sight PROS, LLC
On-Site
OPTIONS
PayLease, Inc.
PayLease, LLC
PayNearMe
PLW & Associates
Property Management  
  Collections 
Property Matrix
Property Pal
PropertyManagement 
  Pros.com
Ram Jack Systems  
  Distribution, LLC
Real Class, Inc.
Real Property Management
RECON Atlanta 
Rent Payment, Inc.
Renters Legal Liability
Renters Warehouse, USA
Rently
RentRange, LLC
Rents2Riches
RentScreener
Residential Consultants, LLC
Restoration 1 of Tampa
Rodda Paint Co.
Sage Financial Logistics, LLC
Scott’s Inspections, Inc.
Sears Hometown & Outlet
Service Master National  
  Capital Restoration 
SERVPRO of Fort Collins
Southwest Recovery  
  Services
Southwest Risk 
Strategy Property  
  Management 
TaskEasy, Inc.
Texas Capital Bank
The Appliance Repair Men
The Mahoney Group  
  �DBA: Southwest Real 
Estate Purchasing Group

The Omnia Group, Inc.
The REI Resource, LLC 
The RRD
Tiles in Style, LLC  

Intellisys Technology, LLC
Mr. Appliance of East  
  Central Florida
Progress Residential
Renter Tools
Rentokil North America
Royal Cleaning
Runzheimer  
  International, Ltd.
 
Property Management 
Franchise Co.
Wallace Property  
  Management Group

SOFTWARE
AbodeStory, Inc. 
AppFolio, Inc.
BlueFolder Software, Inc.
Buildium
Chapps Inspector
eRentPayment
Grand Terra, LLC 
Happy Inspector, Inc.
HERO PM
HousingManager.com
iDashboards
Knock Rentals 
LeadSimple
PayYourRent
Pendo Rent Software
PM Toolbelt
PROMAS Landlord  
  Software Center
Property Manager Websites
PropertyBoss Solutions, LLC
Rent Manager
Rentables, LLC
Rentec Direct, LLC
RevSite.com, Inc.
ShowMojo, LLC
Simple Inspector

SnapInspect  
  International, Ltd.
SYNCrew
TenantCloud, LLC
TenantSync 
TReXGlobal.com
Updater
Yardi Systems
zInspector

TENANT SCREENING
ACRAnet
Accurate Public Records 
ACUTRAQ
Alliance 2020
Beacon Background  
  Screening Services, LLC
Contemporary Information  
  Corp.
Demorati, LLC
ezLandlordForms, LLC
Hunt.com
Investigative Screening  
  and Consulting
MOCO, Inc.
National Tenant  
  Network, Inc.
NoAppFee.com
Orca Information, Inc.
Reliable Background  
  Screening
Rental History Reports
Renters Warehouse
RentITEZ.com, LLC
Resident Research
Resolve Partners, LLC
SARMA
StarPoint Screening
TenantReports.com, LLC
TVS Tenant Verification  
  Service, Inc.
Western Reporting, Inc.

Be sure  
to consider our 

Affiliate Members  
when looking for 
rental property 

services.

NARPM® Affiliate Members
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Technology Matters
Shedding some light on the many mysteries of our fast-paced High-tech world

If you are a fan of the “Back to the Future” movie 
trilogy, then you know that last October (the 21st to 
be exact) was the futuristic time that Marty McFly 
(Michael J. Fox) travels in time to save his (yet to be 
born) children. His objective is to correct some time 
anomalies that he disturbed during his previous travels 
back in time. The movie was released in 1989 and 
predicted a world 25 years ahead of its time.

The movie correctly foretold many technical and 
social changes, including drones for everyday chores, 
widescreen flat panel displays mounted on the wall 
simultaneously showing multiple channels, video 
chatting, wearable technology, hands-free video 
gaming, talking hologram billboards, and heads-up-
displays. Versions of some of the other projections 
like the automatic shoelaces and the hoverboard (a 
floating skateboard) have also appeared, although 
they may be more a result of the movie rather than a 
prophesy of it.

Predicting the future is a challenging endeavor by 
itself, with the stakes raised by the fact checkers who 
take on the task of keeping score. Not to be deterred, 
I would like to ask you, the readers, to help forecast 
what property management will be like 25 years from 
now. This is a daunting task, but should be a lot of 
fun. Send me your thoughts for a “Back to the Future 
– Part 2” article later this year.

To help stimulate your thinking, I am taking the 
somewhat easier charge of predicting what will not be 
a part of our future. Here it goes! 

Human piloted vehicles
The debate is not if, but when will the driver be 

removed from the pilot seat. It is unlikely that tech-
nology will be the impediment, but rather softer issues 
like:
• �Ethical – how are decisions to be made (Do you 

hit a child pedestrian, elderly pedestrian, another 
vehicle?)

• �Regulatory – which has jurisdiction (state, federal, 
local?)

• �Legal – who is liable in the event of a crash (vehicle 
owner, vehicle manufacturer, software algorithm 
writer, last servicer?)

• Insurance – how do the policies, held by the related 

parties identified about apply, in this new world
• �Privacy – a significant amount of information will 

be shared among vehicles to improve the decision 
making ability (How will it be safeguarded? Who is 
responsible?)
The implications of this revolution are staggering, 

particularly for our industry.

Checks, cash, wallets, toll booths
I can’t remember the last time I wrote a check (it 

just came to me, it was to the IRS) or paid cash to 
purchase something. Even vending machines accept 
credit cards. I suspect that only the lobbyists for the 
money laundering drug cartels will attempt to hold 
on to the availability of greenbacks. The 2013 Federal 
Reserve Payments Study found that that less than half 
the number of checks processed in 2003 were pro-
cessed in 2012.

A recent trip I made to Dallas required the rental of 
a TollTag since we were told that most of the cash toll 
booths were gone. Rent payment by check or even 
cash is one of the last hold-outs, but resident portals, 
auto draft, and mobile payments are eroding check 
usage. 

Without cash, wallets and ATMs are next for 
the obsolescence list. And with mobile payments 
becoming more prevalent, why carry an extra piece of 
plastic. The card slots on the back of the smartphone 
cases will have to find another use.

CDs, DVDs, USB sticks
At the end of the chain, the storage of digital infor-

mation will require physical media, but for us con-
sumers the universal accessibility of cloud storage will 
render the physical storage mediums of CDs, DVDs, 
and USB sticks cumbersome at best. We can take 
a cue from the chapter (yes I am dating myself) of 
replacement of SneakerNet (exchanging data between 
workstations via floppy disks) by EtherNet.

Passwords, Keys
No one likes passwords, particularly the part about 

remembering them. What will replace them is still 
an unresolved issue, but it’s certain that they will go 
away.

Back to the Future

Michael Mino is President 
and CEO of PropertyBoss 
Solutions, a provider of prop-
erty management software. 
A serial entrepreneur, he has 
started a number of software 
technology firms and became 
a landlord in 1977 when 
he purchased his first rental 
units. PropertyBoss Solu-
tions is a NARPM® Affiliate 
Member, based in Greenville, 
South Carolina. For more 
information about Michael or 
PropertyBoss Solutions, visit 
www.propertyboss.com or 
call Michael at 864.297.7661 
x26.
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The cumbersome set of keys that are constantly lost 
will also be an artifact from the past. 

Remote Control Units
The Internet of Things (IoT) will obsolete the need 

to rescue your remote from your domestic furry crea-
ture or dig it out from the crevices of your sofa.

Already today, you can control your home devices 
and even your TV with your smart phone or a home 
automation product like Amazon’s Echo, ivee, Cubic, 
Mycroft, or an open-source platform, like Home 
Automated Living (HAL). Future refinements will most 
certainly simplify and expand the current rudimentary 
capabilities.

Textbooks, fax machines, photo prints
I remember lugging a 20-pound backpack of 

textbooks around campus. Now, all of that informa-
tion can be easily transported on a tablet or even a 
phone. Fax services (e.g. HelloFax, eFax) and scanned 
image attachments to email are replacing physical fax 
machines. Is a paperless world in our future?

Incandescent light bulbs
The United States is one of the last countries to ban 

the manufacture and importation of incandescent 
bulbs in 2014. Brazil and Venezuela started the move-
ment in 2005.

The rapid decline in the cost of LED technology, 
along with its much better attributes, has already 
made the relatively new Compact Fluorescent (CFL) 
technology obsolete. In the future, it is likely even 
the concept of a bulb will disappear. The long life of 
LEDs means that you’ll buy fixtures where the LEDs 
are embedded in the fixture and not replaceable. 
Conceptually, lighting may evolve to large panels of 
lighting that fill the ceiling and walls and no fixture 
will even be noticeable.

Mail collection box, postage stamps, the USPS
Today, 90% of the bulk of mail I receive is adver-

tisements. Most of my bills are delivered and paid 
electronically.  Correspondence with friends occurs 
via the Internet. Already there are calls to drop Sat-
urday delivery for financial savings. My view is who 
really needs more advertisements on a Saturday?

Will the USPS remain relevant? Could the Amazon 
deal with the USPS for Sunday delivery be a sign that 
they are more adaptive?

Other Candidates
Other contenders for obsolescence to consider as 

you contemplate what’s next:
• �pay telephones, landline phones, phone numbers
• �prescription eyeglasses, 3D glasses
• �CRT TVs, prime time television, movie theaters
• �set-top streamers (e.g. Amazon Fire TV, Chromecast, 

Roku, or Apple TV)
• �desktop computers, video game consoles
• �wired Ethernet, cords and chargers
• �slow booting computers, e-readers
• �keyboards, mouse, hard drives
• �snow tires, car mirrors (back-up cameras required in 

all new cars by May 2018) 
• �human drivers
• �standalone GPS systems
• �C batteries
• �telephone poles
• �Band-Aids
• �flat-head screwdrivers
• �low-end cameras, camcorders
• �cable companies
• �delivery people
• �smoking cigarettes in public
• �live human operators
• �your privacy
• �owning anything (vs. subscription service, sharing 

resources, Uber) – the renting business may be the 
place to be?

What is your vision?
I hope I have stimulated your thinking on what the 

future will bring. Sunsetting the fixtures of our current 
(or recent past) lifestyle will have profound conse-
quences, both personally and professionally. Creating 
a vision of our future allows us to plot a trajectory, 
identifying opportunities for ourselves and our busi-
nesses.

Please forward your insights as you peer into the 
crystal ball and we will see what collective picture we 
can paint. Can we do as well as the creators of Marty 
McFly? 

Scan this code with 
your smart phone 
to access additional 
resources.

Predicting the future 
is a challenging 
endeavor by itself 
with the stakes 
raised by the fact 
checkers who 
take on the task of 
keeping score. 
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Do you want to minimize the negativity in your 
life or in your online presence? Do you want to leave 
the office not feeling like you have been in a battle 
every day? Do you want to turn an angry situation 
around and create raving fans? This tested customer 
service plan can ease tensions and simplify your life. 
After putting this plan into place in my office, we have 
recently received the emails in the shaded area.

These fans were created, thanks to the NARPM® 
Star Steps that I created and follow. Everyone in my 
office has learned how to offer stellar customer ser-
vice and the atmosphere in our 
office has changed. Moreover, 
customers who would have previ-
ously found reason to respond 
to situations with bitterness, are 
thanking us. Use these customer 
service steps and watch how your 
reputation will be positively trans-
formed and how much happier 
you are at the end of each day.  

Is my tenant really a 
customer, or more of a 
combatant? 

Oftentimes, our job is more 
along the lines of police work, 
rather than sales. After all, we 
exist to serve and protect our 
clients (landlords); we are a 
thin line between our landlords 
and our tenants. We do a lot 
of investigative digging before 
we place a tenant in one of our 
homes. We often serve in what 
has potential to become a hostile or even com-
bative environment, and we are enforcers of the 
lease. Doesn’t that sound like police work? 

The police officer’s customer is the citizen. It’s a 
different relationship than that of the typical retail-
shopper relationship we think about when we con-
sider customer service. Yet, a customer service rela-
tionship exists. Now, consider the negative perception 
of the police industry. A few bad apples, tragic events, 
unfortunate circumstances, and some power-driven 
attitudes have created such bad public relations for 

My NARPM® Star Steps
Stellar Customer Service 

police departments that the public has lost their trust 
in these public servants (most of whom are good 
people who are performing a good service), resulting 
in hostile relationships and a dangerous working envi-
ronment. 

If you read the last paragraph again and insert 
“property management” in place of “police,” you can 
quickly see a correlation in the two industries. We 
have a duty to serve our customers and protect our 
clients’ best interests. As a matter of fact, providing 
good customer service to your tenant is part of your 

fiduciary duty to your client. If 
your tenant is hostile, they are 
likely to take out their anger on 
the asset. If they hate you, they 
are going to move out, and that 
costs your client money. So let’s 
clearly understand that your 
tenant is your customer, and that 
each property manager has a duty 
to negate the bad press in our line 
of work and offer excellent ser-
vice to our customers. 

Excellent customer 
service the NARPM® Star 
way

The Apple store trains its retail 
employees to follow five steps 
of service, from the moment the 
customer walks in the door. We 
should be listening to what Apple 
is doing. Apple has an impres-
sive reputation and has managed 
to create millions of satisfied 

customers who are also loyal, raving fans. Clearly, 
Apple is doing something right. Apple’s five steps are: 
Approach, Prove, Present, Listen, and End. Now, we 
are not Apple, so I have gently modified their cus-
tomer service plan to fit our industry. I have adapted 
APPLE to become a NARPM® Star six-point approach 
to customer service. 

N – Neighborly Approach
We all have moments of high stress, yet we know 

that it’s important to try to answer our calls “live” 

Colleen “Cookie” 
Hooper, RMP®, MPM® 
Candidate, served as Presi-
dent of NARPM®’s Denver 
Chapter in 2015 and is the 
Managing Broker of True 
Blue Realty, LLC, in Arvada, 
Colorado. Cookie has been 
managing and selling homes 
since 2004 and founded 
True Blue Realty in 2007. In 
her spare time, she enjoys 
fly fishing, fly tying, working 
with wounded veterans, and 
spending time with Mike, 
her husband of 30 years, her 
three grown children and 
grandson. 

“I just wanted to thank you for going 
above and beyond so that you could 
help us. I know you didn’t have to 
do anything additional to try and 
help us, so we could get everything 
together by today, but I just want you 
to know how appreciated it truly is. 
Also, thank you for being so patient 
with all four of us and re-explaining 
everything to everyone. This will not 
happen again and we will make sure 
of it! Thanks for your time have a 
good afternoon. 
~A tenant, after facing eviction

Yes, we have moved out as of yes-
terday. The keys are inside of the 
apartment. Thank you for being 
willing to work with us! I apologize 
that things have happened this way.   	
~Another tenant, after being evicted
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when we can. However, do not answer the phone 
or send an email message until you are sure that 
your approach can be neighborly. When the phone 
is ringing, take a quick second to re-focus your mind 
before you answer. Keep pictures on your desk of 
your grandparents, your grandkids, your kids, anyone 
who loves and accepts you without judgment and 
train yourself to look there and take a deep breath 
before you answer the phone. Never allow the last 
call or previous stress to enter into this current situ-
ation. If you are in a negative mindset when you try 
to deal with a new problem, you are only going to 
escalate the situation. As the song from the movie 
Frozen says, “Let it go, let it go,” and if you can’t get 
into a neighborly frame of mind today, get someone 
else on the phone or let calls go to voicemail while 
you refocus. 

A – Ask
Politely ask what you can do for your customer. If 

they are venting, allow it for a bit, but not forever. 
If need be at this point, especially if things are esca-
lating, here are some tips to try: 
• �If the customer is hysterical, remind them that you 

want to resolve the problem, but need to get their 
file or look something up. Place them on a brief 
(no longer than 1 minute) hold with calming hold 
music. Sometimes, we all need a time out. This is 
adult time-out, for either you or for your customer. 
The key here is brief. When you come back, thank 
your customer for holding. 

• �Care. Remember that even though your customer 
may be angry and seems to be taking it out on you, 
he or she is a person who is frustrated, scared, and 
has issues in their life that you would never know 
or understand. Treat them like a human being who 
is worthy of compassion, no matter how they treat 
you. Be the bigger person.

• �Really listen and empathize. Identify with them 
if you can, and find a common enemy whenever 
possible. I often blame the lease, the policy, or the 
system. 

• �Say “I’m sorry.” Saying I’m sorry is not an admission 
of personal or company guilt. It is a normal human 
response showing concern for another. Have you 
ever said “I’m sorry” to someone who has just lost 
a loved one? You’re not admitting guilt. This golden 
phrase goes a very long way and may be all your 
customer needs to hear from you. 

R – Restate the Issue
Once you believe you have the whole scoop, re-

state the issue. This does two things: 
1. �It lets your customer know that they have been 

heard. And that is what they really want. 
2. �It makes sure that your solution will fit the problem. 

Have you ever tried to solve the wrong problem? It 
might go like this: 
“OK, Tammy, thank you for letting me know that 

you are extremely frustrated that I haven’t called you 
back.” (Side note: this is not the time for judging or 
educating. Do not tell her that she did not follow 
protocol by submitting her request online or that it is 
unreasonable for her to expect a call back between 

1:00 and 5:00 AM. That escalates the situation and can be handled more effec-
tively via a friendly email message later). “I’m really sorry for your frustration. 
I would feel the same way. That must have been a pretty terrible start to your 
Monday. What I’m hearing is that moving forward, you would like to have the 
garage door repaired this morning, is that right? Oh, you have to take Timmy to 
his orthodontist and won’t be there, so you need the repair person there between 
3:45 and 8:00 PM today, correct?” 

P – Present Options (as many as possible)
Giving a customer options really reframes their thinking. Instead of battling 

against you, they have now been brought onto your team, working together to find 
a solution:

“I can get you taken care of today, Tammy. I’m a bit at the mercy of the 
schedule of the garage door company. If they can’t be there between 3:45 and 
8:00 PM, would it be OK if I met them at your house? Oh, Timmy is home today 
and can actually let them in? Great, that helps a lot. Would you mind if I did some 
troubleshooting with Timmy over the phone? I want to make sure that someone 
hasn’t accidentally pushed the locking mechanism on the control, and if that 
seems to be OK, I can schedule the door company to meet Timmy this morning or 
you this afternoon. I can also tell you how to open the door manually if you need 
the car out sooner. What plan best meets your needs?” 

M – Motion
Put the solution in motion as soon as possible. 
“OK, Tammy, thanks for having Timmy check the locking mechanism. All seems 

OK there. While I still have you on the line, I’m going to put in a work order to 
Metro Door. I am asking them to meet you between 4:00 and 5:00 PM if possible, 
and to call you at 303-444-5555 to confirm, is that right? They will make sure the 
door is functioning well, and will lube and tune as needed while they are there, 

Continued on page 32 “Service” 
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From north to south, California is in a state of 
resurgence. The economy is rebounding, our vaunted 
“empty coffers” in Sacramento are being replenished, 
and home sale values are, in many places, regaining 
much of the loss suffered in the “Great Recession” of 
2008-2010. In our local market, rents have increased 
40% in the past four years. You would imagine that 
these are halcyon days in the property management 
industry. 

However, when asked my opinion of the industry 
today, I invariably respond, “It’s so good, it’s bad.” 
As a result of the economic collapse, housing con-
struction seemingly ceased in California, and has not 
returned with any significant momentum. Housing 
in general – and especially affordable housing – is 
lacking. Rents are increasing, owners are selling, and 
tenants are becoming vocal about the resultant impact 
on their circumstances. 

Across the state, city councils and legislatures are 
considering initiatives to address this seeming imbal-
ance. Every option is on the table for discussion. Last 
June in Richmond (a Bay Area city outside of Oak-
land), the city council – to much surprise and alarm 
– passed a rent control measure seemingly overnight. 
A responding initiative supported by the state apart-
ment association was successful in reversing that vote, 
at least temporarily. “Temporarily” is the key term, 
because tenant advocacy groups indicate that it will 
likely be put on the election ballot in November. 

My local market – Santa Rosa – is seriously con-
sidering both rent control and “just cause eviction,” 
which would severely restrict any investment own-
er’s ability to remove an existing tenant from their 
rental unit. Cities from Long Beach to Sacramento 
have instituted compulsory inspections, performed 
by city officials and paid for by property owners. 
Mandatory acceptance of Section 8 is on the docket 
in numerous cities, along with proposals that would 
impact occupancy standards, assistance animals, and 
many other issues we, as property managers, deal 
with on a daily basis. 

While our industry in this state is strong and suc-
cessful, we are under barrage from tenant advocacy 
groups, elected officials, and the media, who seize 
on isolated negative stories to paint landlords as a 

“questionable” group requiring greater oversight and 
regulation.

That is the operational environment of NARPM®’s 
Pacific Region in early 2016. That drama and unpre-
dictability infused the dialog and education offered, as 
CALNARPM hosted its 21st annual State Conference 
in February. For the first time in a generation, the con-
ference was held in Southern California, at a lovely 
hotel on Shelter Island in San Diego. It generated a 
record-breaking crowd of 180 professional attendees, 
plus a full selection of regional and national vendors. 

Over the course of two days, the CALNARPM 
Planning Committee delivered sixteen breakout 
workshops and three general session presentations, 
including a typically dynamic offering from our Past 
National President Andrew Propst, MPM® RMP®. In 
addition, President Bart Sturzl, MPM® RMP®, Vice 
President Steve Schultz, MPM® RMP®, and Execu-
tive Director Gail Phillips joined the festivities. After 
so many years and so many events, CALNARPM has 
become very adept at hosting such large conferences, 
and staging them successfully. It was a pleasure to join 
everyone. 

More importantly, it was tremendously valuable 
for me to speak with so many Chapter Leaders, and 
discuss the issues each face in their own communities. 
The above list of governmental interferences is by no 
means comprehensive! There are extraordinary ideas 
being floated in cities throughout California, and it’s 
evident that ideas which took hold in one location 
propagate quickly: for example, mandated inspec-
tions originated in Los Angeles and cities in Southern 
California, and have since been implemented in Sac-
ramento and locations north. Rent control has evolved 
from its “classic” implementation in cities like San 
Francisco and Berkeley to a “soft”, but no less prob-
lematic, program in San Jose, Alameda and elsewhere. 

California has nearly 40 million residents and 13 
million households, and 45% of those households 
are renter-occupied. The State, and our elected 
officials, are overwhelming Democratic in ideology. 
There are well-funded and organized tenant advo-
cacy groups that want to “springboard” successes in 
individual cities, and implement greater tenant pro-
tections in communities small and large. And lastly, 

Connecting the e xpanding NARPM® membership one region at a time

Regional Communications

The RVP Bulletin

Keith Becker, MPM® 
RMP®, is a real estate 
Broker and President of 
DeDe’s Rentals & Property 
Management, Inc., located 
in Santa Rosa, California. 
He has been a property 
manager since he relocated 
to California from New Eng-
land in 1994. Since then, he 
has dramatically expanded 
the number of units under 
portfolio management. 
He and his team presently 
supervise in excess of 500 
doors. Keith is Past-President 
of both CALNARPM and 
the Marin-Sonoma Chapter 
of NARPM®, and is an 
active Member and former 
President of the North Coast 
Residential Property Associa-
tion. He and his wife enjoy 
travelling with their three 
children, and typically Keith 
can be found on most week-
ends riding his bike through 
the beautiful vineyards of 
Sonoma County’s wine 
country. 

Rents are 
increasing, owners 
are selling, and 
tenants are 
becoming vocal 
about the resultant 
impact on their 
circumstances.
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Northwest: Kellie Tollifson, MPM® RMP®

Alaska, Washington, Oregon, Idaho, Montana, 
Wyoming.

Pacific: Keith Becker, MPM® RMP®

California.

Pacific Islands: Keith Becker, MPM® RMP®

Hawaii.

Southwest: Mike Mumford, MPM® RMP®

Nevada, Utah, Arizona, Colorado, New Mexico.

Central: Tracey Norris, MPM® RMP®

North Dakota, South Dakota, Nebraska, Minnesota, 
Iowa, Wisconsin, Illinois, Michigan, Indiana, Kansas, 
Oklahoma, Texas, Missouri, Arkansas, Louisiana.

Atlantic: Traci Lewis VanCamp, MPM® RMP®

Maine, New Hampshire, Vermont, Massachusetts, 
Rhode Island, Connecticut, New York, Pennsylvania, 
New Jersey, Delaware, Maryland, Washington 
DC, Virginia, North Carolina, Ohio, West Virginia, 
Kentucky, Tennessee.

Southeast: Eric Wetherington, MPM® RMP®

South Carolina, Georgia, Florida, Alabama, 
Mississippi.
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naRPM® Regional Map
ATLANTIC: Maine, New Hampshire, Vermont, 
Massachusetts, Rhode Island, Connecticut, 
New York, Pennsylvania, New Jersey, Delaware, 
Maryland, Washington DC, Ohio, Virginia, 
West Virginia, Kentucky, 
Tennessee, North Carolina

SOUTHEAST: South Carolina, 
Georgia, Florida, Alabama, 
Mississippi

CENTRAL: North Dakota, South Dakota, Nebraska, 
Minnesota, Iowa, Wisconsin, Illinois, Michigan, 
Indiana, Kansas, Oklahoma, Texas, Missouri, 
Arkansas, Louisiana

SOUTHwEST: 
Nevada, Utah, 
Arizona, Colorado, 
New Mexico

NORTHwEST: Alaska, 
Washington, Oregon, 
Idaho, Montana, 
Wyoming

PACIFIC: California

2015

PACIFIC ISLANDS: 
Hawaii

2016

it’s an election year. This has been a perfect 
formula for political drama. 

As the Pacific RVP, it has been my mes-
sage to all our Members and all our Chapters 
throughout the State, that we need to be 
part of the conversation. NARPM®’s “Political 
Affairs” Committee (Governmental Affairs 
Committee) and efforts are some of the newer 
ventures that we’re considering as a national 
organization. For those of us in California, 
being actively engaged and involved in the 
political conversation – in our city councils, in 
our courts, in our State house – is critical. After 
all, it’s been said, “If you’re not at the table, 
you’re on the menu.” 

In Memory of Laurie Jennings
On behalf of the 
Members of the 
Austin Chapter 
of NARPM®, it is 
with heaviest of 
hearts that we bid 
farewell to Laurie 
Jennings, who 
passed away on 

February 6, 2016. Laurie was a devoted wife to 
NARPM® Member, Karl G. Jennings, Jr., RMP®, 
and a sweet spirit that touched everyone that 
knew her. In lieu of flowers, Laurie requests 
donations be made to Austin Pets Alive or your 
local pet shelter in her memory.
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Dimitri Amor began his 
property management career 
in manufactured housing. 
Dimitri helped assist and 
eventually operated several 
mobile home parks in the 
Southern California area. 
In 2014, Dimitri left the 
manufactured housing sector 
and began working for JD 
Property Management, Inc., 
a professional property man-
agement company estab-
lished in 1974, located in 
Costa Mesa, California. He 
is responsible for managing 
apartments and single-family 
homes. 

Chapter Spotlight
Shedding some light on the e xcellent NARPM® Chapters across the united states

Long Beach

basis is helpful, as it gives other Members a different 
point of view on the same issue. The opinions shared 
by the Members, who are not property managers, also 
helps us provide a broader view on these same topics. 
As an industry that is ever-changing due to legislation, 
the economy, and what seems to be millions of other 
factors, it is important for us to absorb as many dif-
ferent takes on the same thing as possible so that we, 
as individuals, can further evolve into better and more 
efficient property managers. 

Hot button issues, with respect to California and 
nationwide legislation, are discussed at length. Issues, 
such as the current draught and billing back Tenants 
for water usage using a Ratio Utility Billing System 
(RUBs), have been covered. Some of our Members 
are even applying this system to their portfolio suc-
cessfully. These Members have been more than eager 
to share what has worked and what has not worked 
for them. Service and emotional support animals 
have also been discussed. We’ve had horror stories 
and success stories on how to properly and ethically 
handle this topic shared on more than one occasion. 

Asbestos, property restoration, legal consequences for 
non-compliance of local, state and federal statutes, 
are covered at length, and discussed openly among 
our Members during our meetings. 

It has been exciting to be a Member of NARPM® 
and to be a part of this Chapter. Our most recent 
Chapter meeting had a turnout of almost 50 
attendees! We are excited about our continued 
growth because more Members means that the 
NARPM® message is spreading further and further. 
Additionally, more Members means that there is 
the potential for more and more ideas to be shared 
among peers. There will be more bumps and hurdles 
along the way, but we can accomplish more together 
than we can when we are apart. 

The NARPM® Long Beach Chapter, in California, 
was founded by B. Ramer Spurr of Spurr & Associates 
Property Management, Inc. in 2014. With a total of 
12 California Chapters spread as far as San Diego, 
Sonoma County, Santa Clara, and everywhere in 
between, Ramer noticed that there was no Chapter 
dedicated to the Long Beach and Orange County 
area. Ramer, who had attended several San Diego 
Chapter meetings, decided that making the drive 
from his office in Los Alamitos, California, once each 
month, all the way to Long Beach, California was 
too long and decided to start a Chapter that is closer 
to home, not only for himself, but for the multitude 
of other property managers in the Long Beach and 
Orange County area. Ramer knew the benefits of 
NARPM® and wanted to spread those benefits to 
all those he could potentially reach. Starting a local 
Chapter was the most logical step for him to take to 
achieve that goal. With the help of NARPM® Mem-
bers such as Chris Justin, Paul Bonner, David Haas, 
Bryant Hall, and others, the Chapter Charter was 
signed and the Chapter was born. 

As membership grew, we began to notice that we 
had quite a diverse group of people in attendance. 
We have members of the local apartment associa-
tion attend our meetings monthly. We have well-
known attorneys, such as Bruce Menke and Todd 
Brisco, make time to attend and even speak at our 
meetings. We have had well-known maintenance 
firms such as Buffalo Maintenance speak at our 
meetings. 

As more and more people attended, the benefits 
of NARPM® membership became more and more 
apparent. The experiences shared by the Members 
are just as valuable as the information shared by the 
speakers. Hearing the different methods that firms use 
to handle situations that are encountered on a regular 

Hearing the different methods that firms use  
to handle situations that are encountered on a regular basis 

is helpful, as it gives other Members a different  
point of view on the same issue.  
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Demonstrate that you have expert knowledge about residential property management

Designation Classes

	 Name _______________________________________________________________ 

Company _____________________________________________________________ 

Address ______________________________________________________________ 

City/ST/Zip ___________________________________________________________ 

Phone ________________________________ Fax ___________________________ 

Email _______________________________________________________________

Register for Classes

Name of Class Class Date Cost

___________________________________ _________________ $ ________

___________________________________ _________________ $ ________

___________________________________ _________________ $ ________

Total $ ________
Method of Payment

o I have enclosed a check for $ __________ Check # _______________________

o Please charge my credit card in the amount of $ _________________________

	 o Visa o MasterCard o Discover o American Express 

Name of Cardholder ___________________________________________

Signature _____________________________________________________
			    I authorize NARPM® to charge my credit card.	  
 
 

Card Number _____________________________ Exp. Date _______ Sec. Code _______

Fees (subject to change)

⑥hour Course
Member
Non-member
Retake
RMP®/MPM®

Candidate

Early Registration*
$195
$295
$75
$100
$180

Registration
$250
$350
$150
$150
$250

③hour Ethics
Member
Non-member

$45
$95

$45
$95

*To receive the early registration price, payment must be post-
marked, faxed or emailed 30 days prior to the class.

Course Information
•	 Course flyers containing additional information may be 

downloaded from www.narpm.org/education/schedules.
html.

•	 All materials will be given to students on the day of the class.
•	 Attendees required to make their individual hotel 

reservations.

Cancellation Policy
Cancellations must be received in writing. If cancellation notice 
is received at least 30 days prior to the class, a full refund will 
be issued less a $25 processing fee. If cancellation notice is 
received less than 30 days before the class, a 50% refund will 
be issued. No refunds will be made on the day of the class; 
however, the registration fee can be applied to a later class with 
a $25 transfer fee.

If NARPM® cancels the course because minimum registrations 
have not been met or for any other reason, then tuition paid 
will be fully refundable. All courses are subject to cancellation 
by NARPM®.

Online Designation Courses are now available 
through OMG Distance Learning. For information 
and/or to enroll visit www.narpm.org/education.

1.	 Mail form below to 
NARPM®, 638 Inde-
pendence Parkway, 
Suite 100, Chesa-
peake, VA 23320.

2.	 Fax your form with 
credit card payment 
to 866-466-2776. 
Please do not mail 
the original.

3.	 Online registration 
is also available 
through Internet 
Member Services at 
www.narpm.org.

All information below this line will be shredded  

DATE	 Location	 CLASS	I NSTRUCTOR
	 04/14/2016	 Las Vegas, NV 	 Advanced Risk Management 	 Dave Holt, MPM® RMP®

	 04/14/2016	 Las Vegas, NV 	 In-House Maintenance* 	 Kit Garren, MPM® RMP®

	 04/21/2016	 Petaluma, CA 	 Ethics 	 Melissa Prandi, MPM® RMP®

	 04/21/2016	 Frederick, MD 	 Ethics 	 Harry Van Mater, MPM® RMP®

	 04/27/2016	 Lakewood, CO 	 Office Operations –  
			   Policy & Procedures 	 Bev Perina, MPM® RMP®

	 04/27/2016	 Lakewood, CO 	 Advanced Risk Management 	 Brian Birdy, MPM® RMP®

	 04/27/2016	 Lakewood, CO 	 Ethics 	 Steve Schultz, MPM® RMP®

	 05/17/2016	 Mt. Juliet, TN 	 Ethics 	 Traci Lewis VanCamp, MPM® RMP®

	 05/25/2016	 Midlothian, VA 	 Ethics 	 Duke Dodson, MPM® RMP®

	 05/26/2016	 Enola, PA 	 Managing Single-Family Homes & 
			   Small Investment Properties SFH201 	Michael McCreary, MPM® RMP® 
	 05/26/2016	 Meridian, ID 	 Personnel Procedures Advanced 	 Kellie Tollifson, MPM® RMP®

	 06/21/2016	 Orlando, FL 	 Maintenance: Basics and Beyond 	 Fred Thompson, MPM® RMP®

	 06/22/2016	 Savannah, GA 	 Personnel Procedures Advanced 	 Robert Locke, MPM® RMP®

	 06/22/2016	 Savannah, GA 	 Maintenance: Basics and Beyond 	 Dave Holt, MPM® RMP®

	 06/28/2016	 San Jose, CA 	 Office Operations –  
			   Policy & Procedures 	 Betty Fletcher, MPM® RMP®

*SOLD OUT - Email your completed reg form to educationinfo@narpm.org to be added to the waiting list.
Full listing of courses for 2016 can be found at http://www.narpm.org/education/course-schedule/ 

Interested in 
Sponsoring?
Opportunities are 
available to Chapters 
that would like to 
further educate 
their Members 
and increase their 
Chapter funds. 
However, it takes 
time to plan a class 
so give your Chapter 
five to six month’s 
lead time if you wish 
to sponsor.
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NARPM® 2016  
Annual Convention 
and Trade Show
Save the date...
	 October 19 - 21, 2016
	 The Grand Wailea – A Waldorf Astoria Resort

	 On the island of Maui, Hawaii
	 Education classes begin October 17.  
	 Pre-Convention activities begin October 18.

Online registration is  
now open at 

www.narpmconvention.com/
register
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Is it safe to say that many tenants expect and even 
feel entitled to a full return of their security deposit, 
regardless of how well they took care of the property? 
As professional property managers, we must be consis-
tent, fair, and above all, compliant in the disposition of 
the tenant’s security deposit. Below are some helpful 
tips to help guide you in this process.
• �Know your local and State laws. Laws differ State to 

State and sometimes city to city. I recommend that 
you review your applicable State and local laws and 
create a checklist to be compliant. What some States 
allow, others specifically do not. Know your laws.

• �What can be deducted? Generally, any unpaid rent, 
unpaid tenant utilities, or contingencies specified 
within the rental agreement; such as carpet cleaning 
may be deducted. Repairs of well-documented 
tenant-caused damages are usually allowed. Exam-
ples of tenant-caused damages are: cigarette burns, 
excessive damage to walls, clogged plumbing, or 
pet damage, to name a few. Lastly, most States allow 
property managers to deduct tenant owed fees, such 
as non-sufficient funds (NSF) fees and late fees.

• �What cannot be deducted? Typical items and/
or repairs that would fall under the conditions of 
normal wear and tear cannot be deducted from the 
tenant’s security deposit. For example: Minor nicks 
in the baseboards or walls, black spots on mirrors 
(de-silver), minor dust on blinds, mineral deposits on 
sinks and/or toilets, etc.

• �When does the deposit need to be released? You 
must be aware of your State law and be sure that you 
comply with the statutes. Some States allow as many 
as 60 days, while others allow as little as 14 days. 
Please visit the following URL for a Security Deposit 
Return Time State by State List (https://www.thelpa.
com/free/security_return_by_state.pdf). You need to 
know your statutory deadlines and comply, as most 
States allow for treble damages (a term that indicates 
that a statute permits a court to triple the amount of 
the actual/compensatory damages to be awarded to 
a prevailing plaintiff) for failing to meet the deadline. 
Lastly, deposit dispositions that are less than the ten-
ant’s full security deposit require a detailed itemiza-
tion of any deductions.
Below are some helpful tips which will help you 

make sure that you are not missing anything when you 

Consistent, Fair, and Compliant
Security Deposit Return

are ready to release the tenant’s security deposit. 
• �How do you make sure that you release the ten-

ants deposit on time? Most property management 
software has reminders as a feature. If not, most 
email programs such as Google docs and Outlook 
have task features and reminders. Regardless of the 
system you use, it is recommended to schedule the 
deposit disposition some time before it is actually 
due, to give you extra time if needed.

• �Review. Review. Review. Review and compare 
the move-in and move-out inspection reports and 
photos. Review any notes on the tenant account and 
the rental agreement. By reviewing all of this docu-
mentation, you can determine very quickly for which 
items the tenant will be charged, if anything. You will 
also eliminate any of those pesky tenant disputes by 
having well-written documentation and photos.

• �Do you have checklist in place? A checklist is a 
wonderful way to ensure that you have covered all 
of your bases and have not missed anything. Having 
a checklist in place is also another way to get started 
on all the steps that are needed prior to disposition of 
the deposit. Below are a few examples of what you 
may want on your checklist.

	 • �Check for open work orders. If there are any 
pending or open work orders that may be con-
sidered tenant related damages, you may need 
to contact your vendor to be sure that the work 
is completed and to send the invoice or in some 
cases you may need to estimate that cost until the 	
invoice has been received.

	 • �Lost rent and credits due. Is the tenant respon-
sible for any lost rent? Or does the tenant have 
any credits due? 

	 • �Utilities. Did the tenant shut off the utilities prior 
to surrendering the property? Quickly check for 
any tenant utilities during the time of their ten-
ancy.

	 • �Review charges and close out. A detailed review 
of the charges on the tenants account is a must. 
Once you have reviewed and cross referenced 
everything, you are ready to release the deposit 
and close the tenant out. Be sure that you dis-
perse the deposit accordingly and be sure to 
include a copy of the detailed itemized list of 

Marie L. Swanson, 
CRMB Candidate, is part 
of the support staff at First 
Rate Property Manage-
ment, Inc., CRMC® in 
Boise, Idaho. She began 
working for First Rate Prop-
erty Management in 2004, 
and has worked in every 
department over the last 
11 years, including leasing 
and maintenance, She is 
now the Accounting Team 
Leader. Marie has served 
on the Southwest Idaho 
Chapter as the Chapter Sec-
retary since 2012 and has 
been a NARPM® Member 
since 2009. Marie enjoys 
volunteering and spending 
time with her 10-year-old 
daughter, Melanie, doing 
various activities. 

Set expectations 
upfront with tenants 
and disclose any 
move-out fees 
within the rental 
agreement. Continued on page 32 “Deposit” 
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YARDI Genesis2™

You wear every hat. Now your software can, too. 

To learn more, call 800.866.1144  
or visit www.yardi.com/genesis2.

Yardi Genesis2 is our cost-effective, web-based, SaaS property management 
and accounting solution for small to mid-sized real estate management 
companies. Genesis2 supports many different property types, including 
multifamily, condo, HOA, office, industrial, retail, and self storage properties.  
Built-in features to handle all your daily tasks include:

YARDI Genesis2 Suite™

Adopt optional add-on products from the fully integrated Yardi Genesis2 Suite 
that will improve your bottom line and provide enhanced services 
for your tenants:

      RENTCafé® 

      COMMERCIALCafé™ 

      CONDOCafé™ 

      ResidentShield® Protection Plan™    

      Yardi Resident Screening™ 

      Yardi Payment Processing™ 

Maintenance Management • Automated Workflows and Dashboards

CAM Reconciliation • Check Writing and Bank Reconciliation

Integrated General Ledger • Correspondence • Analytics and Reporting

A/R and A/P Functions • Electronic Payments 

YARDI Genesis2
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A warm welcome to all the new Members who joined from February 1 -  February 29,  2016

Membership Growth

Professional & 
Associate Members

Arizona
John Acosta
West USA Realty
Mesa, AZ
480-820-3333

Laszlo Malozsak
Suburban Real Estate  
  Group, LLC
Sahuarita, AZ
520-232-3888

Shawn Mazon
MEB Homes, LLC
Tucson, AZ
520-618-3773

Weldon McMath
McMath Realty, LLC 
Phoenix, AZ 
602-340-1222

Lorri Morin
Keller Williams Realty  
  Professionals 
Glendale, AZ 
602-625-2764

California
Mona Badar
Homesalot Property  
  Management 
San Jose, CA 
408-357-4065

Jessica Buurma  
Pacific Union Property  
  Management 
Napa, CA 
707-265-6455

Kathleen Christmas  
Golden Property  
  Management 
San Diego, CA 
858-880-8811

Mike Dunfee, RMPC 
MD Property Management 
Long Beach, CA 
562-381-3866

Angela Durbin  
D&M Realty and  
  Management, Inc. 
San Diego, CA 
619-253-8890

David Konesky  
DKPM, Inc. 
Tracy, CA 
209-321-5300

Maria Perez De Medina
Timely Property  
  Management 
Santa Rosa, CA 
707-588-9200

Joel Price
LA Property Management 
Studio City, CA 
747-245-5495

Gregory Rihl
Timely Property  
  Management 
Santa Rosa, CA 
707-588-9200

Ed Swauger  
Francis Taylor Property  
  Management 
Escondido, CA 
760-497-3664

Timothy Taylor  
Potter-Taylor & Co. 
Sacramento, CA 
916-923-0200

Christopher Watkins  
Valley Insured Property 
  Management, Inc. 
Apple Valley, CA 
760-240-9535

Kerry Wittlake  
Potter-Taylor & Co. 
Sacramento, CA 
916-923-0200

colorado
Bradley Butler
Guardian Springs  
  Real Estate
Colorado Springs, CO 
719-481-4000 

Dawnielle Clark 
Armada Properties, LLC 
Loveland, CO
970-667-7772 

Daniel Shannon
J & M Realty and  
  Finance, Inc.
Littleton, CO
 303-956-3804
 
Konrad Wszolczyk-Lipka
Action Team Realty 
Colorado Springs, CO 
719-592-0833 

Florida
DJ Delgado
Bosun Properties 
Lakeland, FL 
863-450-4543 

Florence Galperin
Keller Williams  
  Peace River Partners
Punta Gorda, FL 
941-916-0896 

Sherlie Joseph
Premiere Management  
  Group, LLC 
Riveria Beach, FL 
561-502-8844 

Maria McMillion  
Weichert Realtors  
  Hallmark Pro 
Orlando, FL 
407-841-0888 

Tonya Merrill
Leasing and Property  
  Manager 
University Park, FL 
941-351-7777 

Joe Nix
Berkshire Hathaway  
  HomeService 
St. Pete Beach, FL 
727-687-0555 

David Rhinehart
Diversified Real  
  Estate Ventures 
Lakeland, FL 
863-660-4223 

Sonny Sharma
Real Property  
  Management Premier 
Pembroke Pines, FL 
954-362-5235 

Tammie Simmons
Simmons Realty  
  Group, Inc. 
Pensacola, FL
850-471-8264 

Evan Wojtkowiak  
ONEprop, Inc. 
Tampa, FL 
813-215-2631 

Georgia
Corinna Caudill
3 Options Realty,  
  LLC, CRMC®

Roswell, GA 
678-397-1282 

Michael Di Vito
Walden & Co. Realty 
Dahlonega, GA 
706-864-0146 

Marina Shlomov
ALH Podland  
  Rental Homes 
Suwanee, GA 
404-937-2827 

Jenifer Spratley
OneProp, Inc. 
Sharpsburg, GA 
404-310-8221 

Idaho
Lydia Mathie
Aloha Property  
  Management
Boise, ID
208-629-8814

Illinois
Andrew Starck
Prairie State Property  
  Specialists
Oakbrook Terrace, IL
877-589-7721

Kansas
Kristina Conard
KC Rental & Realty, LLC
Olathe, KS
913-710-7391

Maryland
Brandon Andrew
AW Manage
Bethesda, MD
410-829-4477

Massachusetts
David Vilkhovoy
VP Management, LLC
Chicopee, MA
413-331-5100

MIchigan
Robert Kluck
Professional Leasing  
  & Sales
Clinton Township, MI 
586-996-9900 
James McKee
Champion Property  
  Management Co.
Warren, MI
586-978-4444

Mississippi
John Ketchum
JXN Housing
Jackson, MS
601-376-9128

Minnesota
Alex Eaton
EIG Property  
  Management
Minneapolis, MN
612-223-6244

Nevada
Denise Jugenheimer
Remax Benchmark Realty
Las Vegas, NV
702-523-4779

New Mexico
Nicole Wilcox
Independence  
  Capital, LLC
Farmington, NM
505-427-3434

New York
Roger Pellegrini
Hudson Appraisal
Sparkill, NY
845-359-8585

North Carolina
Charles Allen
Long & Foster  
Clayton, NC 
919-553-8132 

Michael Calabrese
Prism Properties &  
  Development 
Indian Trail, NC
704-628-7096 

Crystal Griffin
Sunshine Realty  
  Property Management 
Burlington, NC 
336-226-2345

Laura Nelson
Long & Foster 
Clayton, NC
919-553-8132
	
Cynthia Scott
Waker Residential Rentals
Wake Forest, NC
919-570-1111
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Oklahoma
Jennifer Smith
Coldwell Banker  
  Crossroads, REALTORS®

Lawton, OK
580-248-8460

Oregon
Neal Collins
45 North Properties, Inc. 
Portland, OR
503-974-6633 

Kohle Kreitzberg
Grid Property  
  Management, LLC
Portland, OR 
503-321-5140 

Pennsylvania
Alin Bilc
Rentwell
Broomall, PA 
484-602-3696 

Mary Ann Brennan
Del Val Realty and  
  Property Management
Malvern, PA 
484-328-3282 

Alan Silverman
Del Val Realty and  
  Property Management
Malvern, PA 
484-328-3282 

Sean Watson
Rentwell
Blue Bell, PA 
484-602-3696 

South Carolina
Paula Dawson
Southern Breezes  
  Real Estate 
North Charleston, SC
843-225-8890 

Kandi Seabrooks-Reuss
Superior Rental  
  Properties, LLC 
Columbia, SC 
803-873-9935 

Tennessee
Fotini Sandoval
CrestCore Realty, LLC
Memphis, TN
901-385-3119

Texas
Rachel Allen 
Empire Industries, LLC
Houston, TX 
888-866-6727 

Charles Bujan  
Colonial Residential  
Properties 
Austin, TX 
512-452-7755 

Jessica Duncan
A-TX Property  
  Management 
Pflugerville, TX
512-990-3551 

Kelly Lawless
Frontline Property  
  Management 
Fort Worth, TX 
817-377-3190 

Vickie Matus
Team Matus Real Estate  
  & PVM 
Hewitt, TX 
254-717-9404 

Patricia Mounce
Texas Longhorn Equities
Fort Worth,TX
817-604-4900
 
Robby Roden
3Z Realty
San Marcos, TX
866-999-3349 

Valerie Rodriguez
ProREPS Realty, LLC
Pearland, TX
713-907-7521 

Carol Rodriguez
Main Street Renewal, LLC
San Antonio,TX 
210-591-1705 

Christine Serrato
ERG Property  
  Management 
San Antonio, TX 
210-907-3550 

Sandy Sheely
Westrom Group  
  Company 
Fort Worth, TX 
817-445-1108 

Fran Summey
Prime Realty Group 
Pasadena, TX 
281-487-3473 

Valerie Thedford
Mars Hill Realty Group
Georgetown, TX 
512-942-0024 

Utah
Aaron Marshall
Keyrenter Property  
  Management
West Jordan, UT
801-316-1510

Washington
J. Otis McCullough
Off Campus  
  Residences, LLC 
Seattle, WA 
206-403-1467 

Kathleen Nichols
River City  
  Management, LLC 
Spokane, WA 
509-534-9764 

Walter Northfield
Northfield Properties, Inc. 
Everett, WA
425-304-1250 

Wyoming
Lisa Engebretsen
Forefront Real Estate, LLC
Casper, WY
307-262-9740

Affiliate Members 

Colorado
Kelly Christianson
Cherry Creek Mortgage  
  Co., Inc.
Greenwood Village, CO
303-331-4342

Lauren Maloney
RentRange, LLC
Westminster, CO
855-350-7368

Florida
Darby Copenhaver
House of Floors, Inc.
Longwood, FL
407-830-6999

RJ Palano
FastHomeSolutions.com
Lutz, FL
813-435-1551

Georgia
Brandon Terry
RECON Atlanta
Lawrenceville, GA
678-218-0464

Indiana
Justin Honeycutt
Grand Terra, LLC
Elletsville, IN
505-292-9266

New York
Adam March
TenantSync
Amherst, NY
888-426-9777

Michael Martocci
Markel Corporation
New York, NY
212-551-2283

Pennsylvania
Erica Caceres
Rentokil North America
Reading, PA
610-372-9700

Texas
Amie Hicks
Ingersoll Rand
Tyler, TX
903-730-4395

Washington
Jamie McAvity
Knock Rentals
Seattle, WA
206-268-0118

support staff 
Members 

Colorado
Elly Edwards
Milestone Real Estate  
  Services
Colorado Springs, CO
719-260-6871

Rosemary Janssen
Milestone Real Estate  
  Services
Colorado Springs, CO
719-260-6871

florida
Catharine Harrison
Mount Vernon  
  Property Management
Sarasota, FL
941-957-4663

Georgia
John Williams
Vineyard Property  
  Management, LLC
Acworth, GA
404-805-9289

Idaho
Ashley Sayre
Post Property Management
Middleton, ID
208-585-3256

Illinois
Kelli Squires
Rent Solutions, LLC
Alton, IL
618-223-2333

Maryland
Elaine Knobloch
Eagle Management
Derwood, MD
240-292-1040

Pennsylvania
Fallon Flanagan
Lehman Property  
  Management
Harrisburg, PA
717-652-4434

Texas
Sean Bottoms
ONEprop, Inc.
Plano, TX
214-432-1975

Gabrielle Butera
Evey Edwards Group, LLC
San Antonio, TX
210-771-7502

Teresa Cain
Steven E. Craven, Inc.
Carrollton, TX
972-492-8366

Atondra Goodman
ONEprop, Inc.
Plano, TX
214-432-1975

Utah
William Lopez
Sentinel Sales &  
  Management, LLC
Highland, UT
801-756-2919

Virginia
Tracie Embick
RPM Hampton Roads
Virginia Beach, VA
757-395-4274

Brendan Heatherman
Heatherman Homes, LLC
Stafford, VA
540-628-2226

washington
Paula Pinkos
5 Star Property  
Management
Lakewood, WA
253-314-1057
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Continued from page 21 “Service” 

Continued from page 28 “Deposit” 

Off-the-wall weapons are only limited to your imagination. 
Having a good preparedness kit is a must. Flashlights, batteries, 

water, paper towels, broom, umbrellas, heavy duty work shoes, 
rain gear, and hand sanitizer are just a few suggestions. Think of 
what you might run into and be prepared. 

In conclusion, be prepared, always be aware, be confident, and 
if you see something unusual, dangerous or illegal, say something 
to the authorities. The life you might save could be your own. 

Continued from page 8 “Safety” 

deductions with their check if they are receiving one.
In summary, it is best practice to know your State and local laws 

to be sure that you and your company comply. Document move-ins 
and move-outs. Set expectations upfront with tenants and disclose 
any move-out fees within the rental agreement. And lastly, have a 
good checklist in place, so that you don’t miss anything. 

so hopefully you won’t have this happen again in the near future. 
Does that take care of the problem for now? Great! The other 
thing I’m going to do is email a link to our Tenant Portal to you. 
We have a 24-hour maintenance service plan there for you and 
that should minimize some frustration in the future.” 

Sincerely Thank, and invite them  
to call or email again

You can sincerely thank your customer because they gave you 
the opportunity to solve a problem, become a hero, and turn a 
frustrated person into a raving fan. Otherwise, they could have just 
bashed you on Yelp. If they need anything in the future, they’ll get 
in touch with you, so inviting them to do so costs you nothing but 
keeps the friendly atmosphere going.  

“Hey, Tammy, thank you for letting me know about the problem 
and giving me the opportunity to take care of things for you. 
Please let me know if you have further problems in the future, and 
I’ll do all I can to make things right. Once again, I’m really sorry 
for the rough start to your day. I hope it gets better. Your lease? Of 
course, I would love to have you around for another year. Let me 
set that process in motion by running rental comps and getting in 
touch with the owner to confirm their plans for the next year. I’ll 
be back in touch soon, hopefully with good news.” 

The 6-Step Approach also works with email messages and let-
ters, minus the “Ask” step, and it’s a great format for recapping 
phone conversations. 

Special situations
If you can’t calm the customer down:

• �Never say, “Calm down.” That is always an escalator. Instead, 
try quieting your voice which keeps you calm and works much 
better. 

• �Still thank them and say, “I’m sorry” and let them know that you 
need a bit of time to look into things. Let them know that you 
will get back to them soon, and follow up. 

• �Try playing good cop, bad cop. If there is a clear personality 
conflict, try empowering someone else in your office to listen 
to this person and see what they can do, even if it isn’t typically 
their job. Keep in mind who can negotiate and who can’t, but 
anyone can listen and take notes. 

• �Don’t take abuse. Remember the brief hold button, and if they 
continue to attack or spew hatred or obscenities, let them know 

that you intend to resolve their problem, that you need to dis-
connect the call so you can work on it, and that you will be back 
in touch via email soon. 
If the customer continues to dispute after you have corrected 

the problem, try some of the suggestions below:

Resolution Team
Ask them to mail or email the details of the issue, any evidence 

they have to present, and a suggested resolution to you within 5 
days, and let them know that you will present their case to a reso-
lution team. Assure them that you will respond to them within 7 
days of receiving their letter or email. Your resolution team can be 
made up of a few other property managers that you know, a group 
formed in your office, your attorney’s hotline, or the NARPM® 
Discussion Board. Present both sides to your group and ask them 
to evaluate the situation fairly, let you know if or where you might 
be wrong, and to help you come up with a resolution. This should 
take less than 15 minutes via email or a group phone call. Get 
back to the customer, in writing, give them honest and profes-
sional feedback from the team and present the resolution, even if 
it is, “I’m very sorry, but there is nothing more I can do.”

A Token
Offer a token, such as a small gift card to a local restaurant or a 

coffee shop. Where security deposits are involved, a minor mon-
etary concession could go a long way, even if you are 100% right. 
I used to ask my children when they were arguing a point ad nau-
seam, “Do you want to be right, or do you want to be friends?” 
Sometimes a token is all it takes to end the conflict and leave your 
customer feeling a bit better about things. 

Utilize the BBB
Your local BBB has a system for dealing with complaints, and 

it is often better to have a customer complain to the BBB than to 
spread their hatred throughout the internet or take things out on 
your client’s asset. The BBB offers mediation and arbitration ser-
vices free of charge if you are an accredited member. 

It’s always good to remember that in the age of Yelp, customers 
are more than happy to share their negative experience with the 
world, but courteous treatment will make a customer a walking 
advertisement. Now go be a NARPM® Star and create some raving 
fans! 

People do grow up and change.
But, what if you have a person with the greatest credit, the land-

lord verifies they’ve been an outstanding renter for the last two 
years and has had the perfect job for the last six years, and just last 
month was arrested and charged with possession of marijuana?

Is this a crime that will affect the safety and wellbeing of the 
neighborhood of the rental you’re managing? What if you have 
the same person that was charged with dealing drugs, domestic 
violence or disturbing the peace? You certainly would not want to 
take them into consideration!

We cannot always be perfect in choosing our potential renters. 
There are people with the greatest credit, a superb verification 
of residency, great stability in their job, but things will happen in 
people’s lives, such as the death of a family member, a terrible 
accident, or diagnosis of an illness, etc. It’s really about taking the 
time, consideration and patience of looking at the whole picture, 
not just the score! 

Continued from page 6 “Score” 
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Earn rewards and achieve NEW Member recruiter status for referring new NARPM® Members

New Member recruitment Program

2016 new Member recruiters (as of February 29, 2016)

Sherri Mayes, MPM® RMP® 
Kim Meredith-Hampton, MPM® RMP® 

February 1 - february 29, 2016

Who better to spread the word of the benefits of NARPM® than its 
Members? To achieve New Member Recruiter status, you must 
refer five new Members within one year. You will then receive an 
award certificate and a $200 NARPM® credit that can be used toward 
your annual dues, upcoming events, education classes, and more! You 
can earn multiple award certificates in a 12-month period, so be sure 
you continue referring new Members, even after you have achieved 
New Member Recruiter status.

1.	Contact NARPM® National for membership application brochures. 
Upon request, National can mail the application directly to the 
prospective Member.

2.	The 12-month period to obtain five new Members starts the day  
the first application is processed.

3.	When the fifth application is received, an award certificate will be 
issued and dated. A $200 NARPM® credit will also be issued. 

How can 5=$200? All the information you need 
is at www.narpm.org/join/ 

Referring Member	 New Member
Robert Alldredge, RMP®	 Andrea Earnest
Elizabeth Bell	 Marina Y. Shlomov
Todd Breen	 RJ Palano
Glenda Bullock	 Jessica B. Duncan
Delores Cante	 Paula Pinkos
Ron Cedillo	 Paula Dawson
Shannon Cornell	 David Rhinehart
Steve Craven	 Teresa Cain
John Davidson	 Lydia Mathie
Bob Davie	 Kathleen O. Christmas
Debrah Dyck	 Kelly M. Lawless
Evey Edwards	 Gabrielle Butera
Justin Erion	 Dawnielle Clark
Timothy Forbis	 Lisa L. Engebretsen
Renee Foreman	 Sandy Sheely
Lisa Gullick	 Tonya M. Merrill
Heidi Hartman, MPM® RMP® 	 Julie Quantz
Brent Hawker 	 Konrad Wszolczyk-Lipka
Oscar Heath	 Gregory L. Rihl
Frances Heatherman	 Brendan Heatherman
Harry Heist	 Darby Copenhaver
Jennifer Herman	 Catharine Harrison
Jeff Hockett	 Lorri Morin
Shawn Johnson	 Nicole J. Wilcox
Johnny Kinder	 Jennifer L. Smith
Tim Knobloch	E laine Knobloch

Referring Member	 New Member
Michael Lautensack	 Mary Ann Brennan
Michel Lautensack	 Alan Silverman
Glenn Lehman, RMP®	 Beth Roberts
Glenn Lehman, RMP®	 Fallon Flanagan
Adona Lowery, MPM® RMP® 	 Carol Rodriguez
Renne Lynde	 Elly Edwards
Renne Lynde	 Rosemary Janssen
Kevin Martin, RMP®	 Jenifer Spratley
Kevin Martin, RMP®	 Evan Wojtkowiak
Kevin Martin, RMP®	 Sean Bottoms
Kevin Martin, RMP®	 Atondra Goodman
Jason McAfoos	 Kelli Squires
Theresa Mull	 John Williams
Pete Neubig, RMP®	 Rachel I. Allen
Pete Neubig, RMP®	 Valerie A. Rodriguez
Angela Post	 Ashley Sayre
Colleen Rhynders	 Laura Nelson
Colleen Rhynders	 Charles J. Allen
Steve Schultz	 Laszlo J. Malozsak
Katy J Scruton	R obby A. Roden, Jr.
Brian Simpson	 Michael Calabrese, Jr.
Scott Taylor, RMP®	 Rael M. Narvell
Nathan Tew	 Aaron Marshall
Sandra Thomas, RMP®	 Jackie T. Porter
Megan Titche	 Shawn Mazon
Dena Watson	 Jesse Watson
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The first to market and best in class self-showing technology,  Rently 
significantly reduces the time and energy required to show vacancies.

Lease Faster with

How does Rently work?

A renter passes by a 
vacant property or 

views it online...

...Rently instantly 
checks credentials 

and qualifies renters... 

...Rently provides secure 
renter access, captures lead 

data, and sends real time 
notifications to managers.

Why use Rently?

Spend less time showing 
vacancies and more time 

signing leases.

Save time and energy by 
minimizing commute to 
further away properties.

Expand your territory 
by managing more 

properties.

888-340-6340

support@rently.com

See for yourself why thousands of property 
managers across the nation use Rently. 
Contact us to schedule a demo today!

Rently NARPM Ad 1.indd   1 12/9/15   9:39 AM
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Visit Buildium.com/care today.
Buildium. Property Managed.

Stevie Award winners for 
customer service 3 years running.

93%
First-call resolution rating.

98%
Customer satisfaction rating.

100%
Focused on helping you 

control and grow your business.

Visit Buildium.com/care today.
Buildium. Property Managed. 

93% First-call resolution rating.
98% Customer satisfaction rating. 

100% Focused on helping you control and grow your business. 

Stevie Award winners for customer 
service for 3 years running.

Awards are great,
but our real focus
is on you.

Visit Buildium.com/care today.
Buildium. Property Managed. 

First-call resolution rating.
Customer satisfaction rating. 
Focused on helping you grow your business. 

93%
98%

100%

Awards are great,
but our real focus

is on you.

NARPM®

638 Independence Parkway, Suite 100
Chesapeake, VA 23320

NARPM®

638 Independence Parkway, Suite 100
Chesapeake, VA 23320


