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DeskExecutive Director
From the

of the

Gail S. Phillips, CAE

October is a great month for NARPM® as the Annual 
Convention and Trade Show is held and Members 
from all over the country come together in one area to 
learn and share ideas to make each other’s property 
management business more successful. This year is no 
exception and we will be on the beautiful island of 
Maui, Hawaii. Are you ready to go? Did you remember 
to register? Many times we make our hotel registra-
tion, our airlines reservations, and then forget to let 
NARPM® know we are attending. Please do not forget 
this important step! Online registration closes  
October 2, but you can still fill out your registration 
form and bring it with you to register at the Conven-
tion. However, access to luncheons may be limited. 
We are excited to see everyone there as this will once 
again be a great Convention with strong attendance.

A great deal has been happening with NARPM® 
these past few months in regard to education. A new 
course, NARPM® Finance: Analysis of Cash Flow and 
Capitalization on Income Class, has been developed 
with the assistance of Mike Nelson, MPM® RMP®. It 
will be offered for the first time at the Convention, so 
make sure you register for it early. 

The MPM® and RMP® checklists have been 
rewritten, so they are now easier to follow. They are 
available on the website under the education tab. You 
then pick the designation you need to find the cor-
responding checklist. The Committee is wrapping up 
changes to the CRMC® (Company designation), so 
watch for that information to also be uploaded to the 
website. 

Several classes have been rewritten and full  
descriptions of the offerings can be found at  
www.narpm.org under the Education tab/Course 
Descriptions. Along with the NARPM® classes being 
offered online, a contract has been entered with 
Career Webschool to offer online real estate courses, 
which are approved by State regulatory agencies (Real 
Estate Boards and/or Real Estate Departments) across 
the country. These courses are offered to the public  

The Strategic 
Planning 
Committee 
Members 
spent time 
looking 
at how 
NARPM® can 
reach more 
Property 
Managers to 
encourage 
them to 
complete 
NARPM® 
education 
courses. 

and can be found at www.narpm.org under the Educa-
tion tab/CE Online Courses. This is a great addition to 
the current line up of courses NARPM® offers.

NARPM® just completed their 2017 Strategic Planning 
session and education remained the focus of NARPM® 
services. The Strategic Planning Committee Mmembers 
spent time looking at how NARPM® can reach more 
Property Managers to encourage them to complete 
NARPM® education courses. It is exciting to see how 
much NARPM® has grown their education in the past 
few years, thanks to many volunteer and staff hours.

November 15, 2016, is the annual Chapter Presi-
dent/Leadership Training. This session is designed to 
assist all incoming Leaders in running their Chapters 
and keeping the volunteers on track, bringing benefit 
to the local and State Members. If you are the Chapter 
President-Elect, and have not registered, please do 
so today. Your registration fee is comped, along with 
your hotel expenses. This session received outstanding 
reviews from the Leaders last year and we are looking 
forward to an even greater session this fall.

This year has flown by and I wanted to thank Bart 
Sturzl, MPM® RMP®, for leading this organization in 
2016. All Board Members and Committee Chairs are 
also to be commended. A great deal has been accom-
plished, thanks to your hard work and dedication. The 
staff of NARPM® appreciates the support that is given 
to them. Thank you, Chapter Leaders, as you are the 
first contact a Member has with NARPM®. Please make 
sure to hold regular meetings and keep your rosters 
updated, so that all the new Members can take full 
advantage of the benefits of this great organization.

I look forward to seeing many of you in Maui, 
Hawaii, as we celebrate 2016’s theme of Striving for 
the Summit! 

Gail S. Phillips, CAE
NARPM® Executive Director 
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Finding and retaining good tenants is one of the 
most important – and challenging – factors for Property 
Managers when it comes to maintaining a successful 
rental property. But, as a Property Manager, how do 
you know what tenants really want in a rental? 

Fortunately, for Property Managers and landlords, 
Buildium’s inaugural 2016 American Renters Survey 
went straight to the tenants themselves to figure out 
what they look for in property rentals and the most 
important factors for them. The report, which surveyed 
900 renters across the United States, got to the root 
of what tenants care most about in their apartment or 
home rental and what motivates them to stick around 
or start looking for another place to live. 

Below are some of the key findings from Buildium’s 
report that Property Managers and landlords should 
keep in mind to attract and keep the very best tenants.

Renters want (and will pay for) a great 
neighborhood and an in-unit washer and 
dryer won’t hurt either

Location, location, location. There’s a reason why 
the famous saying is so widely recognized. Of the 
survey respondents, 72 percent cited location or 
neighborhood as a factor that weighed heavily on their 
choice of where to live. When asked what they love 
most about their rental, a quiet and safe neighbor-
hood was at the top of the list. In fact, the report even 
showed that a majority of tenants would actively seek 
out a quiet environment in a new rental. 

Beyond location, community features were some of 
the other elements that impacted tenants’ decisions on 
where to live. While many tenants reported that they 
already have a pet-friendly building, a great neighbor-
hood, walking distance to amenities, green space, des-
ignated parking and recycling options, there are some 
additional nice-to-have amenities for which tenants will 
pay more. This list includes a swimming pool, fitness 
center, designated pet areas, onsite storage, a doorman 
or security access, and a garden. In terms of in-unit 
amenities, the most commonly sought-after feature was 
a washer/dryer, according to the report, with high-speed 
Internet and central air-conditioning close behind. 

These key findings can be helpful for Property Man-
agers looking to expand or improve their property port-
folio, and can help determine pricing if their unit has a 

good amount of these amenities. Not only are tenants 
willing to pay more for these features, they will likely 
stay there longer, too. If you already have these ameni-
ties, be sure to highlight them in your rental listings – 
especially if they are included in the rent. 

Digitally savvy tenants seek online 
convenience features like ePay, tenant 
portals and text alerts

Another trend which emerged from the study was 
tenants’ desire to conduct rental-related business 
online. In fact, nearly half of those looking to move in 
the next year said they will be using Craigslist to search, 
even more so than word of mouth recommendations 
from family members or friends. Websites and search 
engines, like Zillow and Google, were high on the list 
of additional search methods. 

With the Internet at their fingertips, all of the tenants 
indicated that they would like to be using more digital 
services beyond that to which they currently have 
access. For example, renters want to pay rent electroni-
cally, and while 37 percent of renters already do so, 
50 percent reported they aren’t given the option, but 
would like to have that option. This was particularly 
true amongst those who live in a multi-tenant home. 
When asked about online portals, or property manage-
ment websites where they can manage expenses and 
property-related communications, only 26 percent of 
residents say they currently have access to one, while 
44 percent enjoy or would like one.

Offering options such as online listings, electronic 
leases, electronic payments, and online maintenance 
requests and tracking is a quick and easy way for Prop-
erty Managers to increase their number of rental appli-
cants – and keep current tenants happy. In addition, 
an overwhelming amount of respondents said that they 
would prefer electronic communications with their 
Property Managers and landlords, with email and text 
messaging topping the list. This is another easy digital 
fix to help accommodate tenants. 

Most tenants love their rental, but 
relationships with property managers and 
landlords need work

The good news is that 74 percent of tenants like or 
love their rental. Not surprisingly, those who loved their 

Darcy Jacobsen, Research 
Analyst at Buildium, is the 
Director of Content Mar-
keting. She is the Chief Ana-
lyst and writer for Buildium’s 
annual research and report 
publications, exploring 
the behaviors and best 
practices of Property Man-
agers, owners, and tenants, 
including the 2016 American 
Renters Survey. She holds a 
BS in Communications and 
has worked in marketing and 
design since 1990. Follow 
her at www.buildium.com 
and @DarcyBuildium on 
Twitter.

How to Attract (and Keep) Them
Good Tenants

This list includes 
a swimming pool, 
fitness center, 
designated pet areas, 
onsite storage, a 
doorman or security 
access, and a garden. 
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rental were the least likely to move. For those who did 
plan to move, it was usually for reasons other than the 
rental property itself, such as job relocation or moving 
in with a significant other. 

The not-so-good news is that tenants don’t feel the 
same way about their Property Managers or landlords. 
In fact, those who expressed negative feelings toward 
the the property owners (landlords), were far more 
likely to move within the next year. Feelings about 
Property Managers tended to be significantly more 
negative overall than feelings about landlords. Of 
those tenants who don’t like their Property Manager, 
a whopping 57 percent say they are extremely or very 
likely to move in the next year.

With the direct correlation between liking a Prop-
erty Manager and plans to move in the next year, 
making the extra effort to connect with tenants may 
significantly reduce repeat vacancies and ensure that 
you are holding onto the tenants you value most.  

Desirable location, digital property management 
capabilities, and aa good relationship with Property 
Managers and property owners (landlords) are the 
most important determining factors for tenants when 
it comes to renting or staying in a property, so they 
should be equally essential for Property Managers 
and landlords, too. Maintaining a property isn’t easy, 
but with these insights you can start to get a better 
idea of what to prioritize in order to reduce vacancy 
rates and turnover and maintain happy and consis-
tent tenants – making it a win-win for everyone.  

NARPM Members Use Code “NARPM”  
For 20% Discount To Attend!

www.imn.org/sfa2016 | Call: 1-212-901-0542 | Email: amelvin@imn.org

1200+  

Attendees 

Annually!
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It’s understandable that Property Managers need to 
define the scope of work included within the management 
fee and, if they choose to do so, offer services outside of 
the scope for a reasonable fee. When a property owner 
decides to sell, it is common for the seller and/or the listing 
Agent to rely on the Property Manager for help. For many 
Property Managers, this added work falls outside of the 
scope of management, so the Manager either refuses to 
assist or does so for a fee, which may or may not really be 
reasonable. Some companies automatically give notice 
to terminate their management once they are notified 
the property owner is listing to sell. Our company does 
consider performing many of the services requested of us 
when a property is listed to sell, 
even if they are out of the realm 
of the management agreement. 
We do, however, offer them for 
a fee; but we often waive those 
fees and go above and beyond 
to assist in the successful sale of 
the property.

For the tenants who are 
renting the property, the pro-
cess of the property being on 
the market can be unnerving. 
As the Property Manager, we 
can be the familiar face among 
the multiple inspectors, appraisers, and the buying and 
selling agents. We can assist with the scheduling of 
inspections, appraisals, and the showing of the prop-
erty to prospective buyers to ensure that the tenants 
are being properly notified. We can also provide reas-
surance to the tenants by letting them know that new 
buyers will have to uphold their current rental agree-
ment, despite the fact that a buyer may change Prop-
erty Managers once the sale has been completed. 

We We can also make arrangements with the buyer, 
seller, and tenants to come to a mutual agreement that 
would allow the tenants to vacate the property prior 
to their lease expiration, so the buyer could move in 
or make upgrades before re-renting the property. We 
have had the experience where the property owners 
prefer to put the property on the market as a vacant 
unit, so they will give the tenant a notice to vacate. 
When this happens, we use it as an opportunity to 
move a well-qualified tenant over to another available 
property. This is a win-win situation, because the prop-

Seize the Opportunity 
When the Property Sells

Kristen Curtis, RMP® 
Candidate, is the Leasing 
Team Leader for First Rate 
Property Management, 
CRMC®, in Boise, Idaho. 
She joined the First Rate 
Property Management team 
in 2014, and is passionate 
about her property manage-
ment career. She is a Profes-
sional Member of NARPM®.  
Kristen enjoys spending time 
outdoors with her three 
children and the rest of her 
family.  

We can assist with 
the scheduling of 
inspections, appraisals, 
and the showing of the 
property to prospective 
buyers to ensure that 
the tenants are being 
properly notified. 

erty owner will have a vacant property when they put 
it on the market, and the tenant has been placed into 
another suitable home. 

By going above and beyond to assist with a situation 
like this, we find that the seller, their listing agent, the 
buyer’s agent, the buyers, and the tenants all recog-
nize our helpful efforts and develop a very favorable 
opinion of our company. Even when the property 
doesn’t sell to an investor, we find that the listing agent 
becomes an advocate and refers us to investors. The 
seller continues to love us. If the buyers are investors, 
they will often retain our company for management. 
This is where some Property Managers may be under-

estimating the opportunity to estab-
lish new business relationships. Inves-
tors typically have more properties 
and, after the purchase of this prop-
erty, they often will bring all of their 
other properties to our company. 

On the flip side, one of our clients 
was buying an investment prop-
erty that was managed by another 
company. We do not know what 
the agreement was between the 
seller and his Property Manager, but 
according to the listing agent, the 
seller had always found their Prop-

erty Manager to be satisfactory, until he decided to sell. 
The buyer’s agent had nothing good to say about that 
Property Manager and said he would never refer them 
to anyone. Somehow, all of that negativity got to the 
tenants and they, too, now had a negative perception 
of the Property Manager. Our clients, who were buying 
the property, were most likely going to stay with us, but 
all of the negative feedback just reinforced their trust 
and appreciation for our services.

Thomas A. Edison said, “Opportunity is missed by 
most people because it is dressed in overalls and looks 
like work.” As Property Managers, we need to rec-
ognize the truth in this statement when dealing with 
clients. Even though the added workload that comes in 
assisting property owners with the selling of their prop-
erty can seem like a daunting task, the benefit of going 
above and beyond for our clients can make the extra 
work worth it. So the sale, which is often perceived as 
a negative, really becomes an opportunity to improve 
your reputation and increase your growth. 

“Opportunity 
is missed by most 
people because 
it is dressed in 
overalls and looks 
like work.”	 ~Thomas A.Edison
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I want to begin this column by stating for the record 
that I am no expert on employment law or the new 
salary rules. However, over the past twelve months, 
I have learned the hard way just how complicated 
employment law is. I’m a simple Property Manager, 
just like you, helping other Property Managers navi-
gate our way through changes in government regula-
tions via NARPM®’s Governmental Affairs Committee.

With that being said, the United States  
Department of Labor (DOL) has made the changes 
pretty simple to understand, with a complete 
question and answer page on their website at  
www.dol.gov/whd/overtime/final2016/faq.htm#5. 
Here is the bottom line.

In 2014, President Obama instructed the DOL to 
update the overtime rules in the Fair Labor Standards 
Act (FLSA). Born of post-depression economics in 
1938, the FLSA was one of 121 bills that President 
Franklin D. Roosevelt signed one warm Saturday in 
June to avoid “pocket vetoes,” nine days after Con-
gress had adjourned. (A pocket veto is an indirect 
veto of a legislative bill by the president or a governor 
in which they retain the bill unsigned until it is too 
late for it to be dealt with during the legislative ses-
sion.) At the time, it severely restricted child labor, 
established a minimum wage of 25 cents per hour, 
and created a maximum work week of 44 hours. 

Obviously, the changes we are about to see are not 
the first for the FLSA, the most recent being in 2004. 
The principle reason for the administration’s direc-
tive to the DOL was the current low salary threshold 
of $23,660 per year ($455 per week), giving many 
employers the opportunity to avoid overtime pay.

The DOL spent a year researching the census data 
with an emphasis on current salaried employees to 
establish a new minimum salary of $47,476 per year 
($913 per week). This number comes from the 40th 
percentile of the lowest census region, currently the 
southern United States. 

These changes take affect December 1, 2016, 
giving most employers plenty of time to make 
changes if they find a need. Furthermore, along with 
the FLSA update, there will be automatic updates 
in the future. From now on, every three years, the 
FLSA salary and overtime thresholds will be updated 
to the 40th percentile of the lowest census region, 
beginning January 1, 2023. The DOL is required to 
publish these updates at least 150 days prior to taking 

Legislative Scoop

New Salary Rules from the 
Department of Labor

Keeping our Members current on the ne west industry l aws and policies  nation wide

effect in order to give employers ample time to adjust 
their wages if necessary. 

What does this mean to Property Managers? For 
those who have no employees, not much. If you do 
hire employees, you may need to change some pay-
ment structures with them. If you have someone 
salaried for less than $47,476 a year, an easy solution 
is to increase their pay to at least that threshold. This 
is not your only option. You may choose to pay the 
employee hourly, but you must pay them at least 1.5 
times their hourly rate for each hour worked beyond 
40 hours in any week. The second option requires a 
little more record keeping to track hours worked, espe-
cially for our employees who work from their homes or 
satellite offices. 

Another fact to keep in mind for any salaried 
employee is the weekly threshold. The employee must 
be paid at least $913 per week – every week. This is 
not an average, it must be $913 each week. For your 
employees who earn some commission above their 
salary, 10 percent of that weekly payment can be offset 
in commissions earned, but it must be paid at least 
quarterly. In the event your salary-plus employee does 
not earn enough commission in a quarter to bring them 
up to the $913 per week threshold, you can make that 
up in the next quarter, but you can only make up one 
previous quarter. If the employee still has not earned 
enough commissions, the employer can make up the 
difference or pay the appropriate overtime earned. 

Employees that earn commissions, especially if their 
salary is at or near the bottom of the threshold, can get 
complicated. If you are in this situation, I suggest you do 
a little more digging.

If you are a salaried Property Manager and you are 
below the new threshold, you may want to reach out 
to your employer to ensure they are now aware of the 
changes. 

Employers should keep in mind that violations to the 
FLSA can be subject to treble (triple) damages so please 
do not ignore this.

The DOL estimates that this will affect around 4.2 
million employees. The result for these people will 
either be raises, switching to hourly rates, shorter hours/
more overtime, or layoffs. Only time will tell. 

This has just been a brief overview of the FLSA 
update. I suggest you research for yourself or seek legal 
counsel prior to making any decisions on changes you 
may need to make. 

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.

What does this 
mean to Property 
Managers? For 
those who have 
no employees, not 
much. If you do hire 
employees, you may 
need to change some 
payment structures 
with them. 



October/November 2016 Issue  |  Volume 27  |  Number 10  |   11

www.TenanTTurner.com

Build your business with end-to-end
tenant lead management from Tenant Turner.

FEATURED IN

TM

“Tenant Turner allows us to be in many places at once and has 
freed up more of our time to grow our business, not to mention 

greatly improving the quality of life for our property managers.”

Duke Dodson 
Dodson Property Management

TenanT Lead 
Pre-QuaLificaTion

Viewing 
ScheduLer

owner & 
LeaSing rePorTS

LeaSing Line 
caLL SerViceS

Viewing 
feedback

TexT 
meSSaging

mobiLe 
friendLy

eaSy To 
geT STarTed

1-888-976-4638
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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 closes October 2.  
You can still register onsite at the Convention, 

but access to luncheons is not guaranteed. 

To Donate Online visit www.narpm.org/about/officers-and-board/charity-fundraisers/

You can still donate 
to this year’s Past 
Presidents’ Charity Past Presidents’ Charity  

Event Sponsors
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All Property Managers know our primary client is, of 
course, the owners of the homes we manage. But, not 
only do we have to refocus our energy on providing 
great service to them, as an industry we need to really 
refocus on the service delivered to the customers of the 
industry – the tenants.

It disappoints me as I research nationally that the 
industry as a whole lacks trust and rapport with much of 
the outside world. The common perception from tenants 
is that they are treated like they are not important, and 
the truth is, they often are treated that way.

Many principals and businesses make large invest-
ments into business development and growth, when in 
fact, business is being lost, not just from unhappy land-
lords, but also from unhappy tenants.

As an owner or principal in a property management 
company, the core focus is usually on growth of the 
number of units. However, business growth does not 
come purely from one source. Our focus as an industry 
should not be primarily on investors, but spread across 
our entire clientele. We, too often, fail to realize that 
business is generated through a series of links that may 

not stem from our primary source of income. Sometimes 
even tenants can be a great source.

I understand that it is the landlord that pays us for our 
expertise and service. However, I believe that by working for 
the tenant, we are, in essence, also working for the landlord. 

Tenants are not our primary clients, but they are our 
customers that support our primary clients. A happy 
tenant provides multiple benefits to a landlord, which 
often includes longer tenancies, minimal vacancy 
periods, and also smooth resolutions to potential prob-
lems – all of which then precipitate more income or 
increased return on investment for the landlord. That’s 
our core selling proposition, right?

When a tenant, or prospective tenant, is provided 
with excellent service and becomes a raving fan, you 
create the ability to work with them, going forward to 

Change the Way Our Industry is Perceived
Raving Fans

Kirsten Shafer, RMP® 
Candidate, is the Owner of 
Entrust Realty, in Phoenix, 
Arizona. She is also the 
Owner and Lead Instructor 
at US Realty University, 
offering nationwide Con-
tinuing Education (CE) 
classes, and teaching local 
Pre-Licensing and Broker 
Licensing classes in Ari-
zona. Kirsten has been a 
NARPM® Member for nearly 
two years, and has been 
active locally and nation-
ally, participating in several 
National/Regional events. 
As the Secretary of the 
NARPM® Phoenix Chapter, 
Kirsten is excited to give 
back to the industry and to 
NARPM®. Kirsten hopes to 
continue to learn and help 
others grow, knowing that 
working together we can 
raise the bar for Property 
Managers on a national 
level. 

benefit all parties. A close working relationship with a 
tenant is, I believe, a key ingredient to strong and suc-
cessful tenancies. As agents working on behalf of the 
owner, we’re represented as mediators throughout the 
ongoing relationship of that tenancy. Should the need arise, 
this strong connection acts as a foundation to build a posi-
tive outcome for all parties involved.

Now, we know, there are very adversarial tenants –
those that immediately make it our fault. We wish they 
would take responsibility, but as we know, they don’t. 
Someone needs to be held accountable – from the land-
lord who has a mortgage, to the principal who collects 
fees from the rent monies received.

Property Managers often suffer verbal abuse or a tirade 
of aggressive emails from tenants. My question to all 
property management teams is, “What strategies do you 
have in place when you have identified habitual tenants 
on your rent arrears list?”

Often, we move them on, and then some other Prop-
erty Manager ends up with our problem tenant. Has 
anyone investigated what other options are available, 
such as working with financial assistance organizations, 

to help tenants with rental payments? Just an idea, but 
getting creative to try to work with tenants that may need 
help, or even sometimes listening to their situation, can 
do wonders for your customer service. 

But what would your client say of you and your team 
if you could turn a poor-paying tenant into one who pays 
on time? Both your client and tenant would become 
raving fans, only because you took the time to have 
empathy and compassion.

Every part of the property management cycle is cru-
cial, and there is not one party that is unimportant. By 
providing excellent customer service to our tenants (or 
prospective tenants), we create happy customers. We 
have a chance to change the way our industry is per-
ceived, and in doing so, we will generate business – not 
just for today, but for life! 

We have a chance to change the way our industry  
is perceived, and in doing so, we will generate business –  

not just for today, but for life!
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Insurance
Battleground  
  Commercial Insurance 
DFI – DiGerolamo Family  
  Insurance Services, LLC
Mobile Insurance Agency
Preferred Property  
  Program, Inc.
Trane
Travelers

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

Legal services
Barker Martin, PS 
Judith B. Wolk, LLC
Law Offices of Heist,  
  Weisse & Wolk, P.A.
LegalShield
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
Anderson Group  
  International 

ASONS
Brummell Enterprises  
  Maintenance 
Complete Climate  
  Control, Inc.
Fidelity National Home  
  Warranty
FilterEasy, Inc.
First Class Painting, Inc. 
Floor Interior Services  
  Corp.
Garage Door Medics 
Good Affordable Roofing  
  Services, LLC
Groutsmith of  
  Treasure Coast
House of Floors, Inc. 
Hy-Tech Property Services 
Keepe Up, LLC 
KYS Construction, LLC
Lonestar Locks
Lowe’s Pro Services
McCarthy Roofing, Inc. 
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 
Service Master Allcare  
  Resturation 
Servpro of Bedford Park/ 
  Burbank

Other
Arizona Association  
  of Realtors® 
CSS Services, Inc.
Intellisys Technology, LLC
Renter Tools
Rentokil North America
Royal Cleaning
Runzheimer  
  International, Ltd.
 
Property Manage-
ment Franchise Co.
Wallace Property  
  Management Group

SOFTWARE
AbodeStory, Inc. 
AppFolio, Inc.
Buildium

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

BUSINESS PRODUCTS  
AND SERVICES/Other
1-888-GO-ANSWER 
ACH Processing Company
All County  
  Colorado Springs
All County Property  
  �Management Franchise 

Corporation
All Property Management
Alliance Environmental  
  Group
ATM Constructors, Inc.
Bank Shot, Inc. 
Belfor Property  
  Restoration
Boyles Moak  
  Insurance Services 
American IRA, LLC 
Carrier Enterprise
Carrington Property  
  Services
Centex House Leveling
Citizen Home Solutions 
Coastline Environmental  
  Solutions, Inc. 
Complete Appliance  
  Protection 
Crown Investor  
  Institute, LLC 
CSE Insurance
Edge 2 Edge Roofing 
Elite Roofing
Equifax
EZ Repair Hotline, LLC
First American Home  
  Buyers Protection
Green River Capital, LLC 
Hart and Associates
HOPE Services  
  Hawaii, Inc.
HQ Virtual U
iManageRent, Inc.
IMC Painting, Inc. 
Ingersoll Rand 
Jim’s Floor Covering 
KIDDE
LandlordSource
Leading Property  
  Managers of Australia 

Legacy Home  
  Improvements
Liberty Management, Inc.
Liberty Rent  
  Guarantee, LLC
Markel Corporation 
Marvon B. Williams  
  Agency, Inc. 
New Empire Group
Nonresident Tax  
  Advisors, CPA 
On Sight PROS, LLC
On-Site
OPTIONS
PayLease, Inc.
PayLease, LLC
Perfect Power Wash 
PLW & Associates
Property Management  
  Collections 
Property Matrix
Property Pal
PropertyManagement 
  Pros.com
Real Class, Inc.
Real Property  
  Management
RECON Atlanta 
RENTERtext 
Renters Legal Liability
Renters Warehouse, USA
Rently
RentRange, LLC
Sage Financial  
  Logistics, LLC
Scott’s Inspections, Inc.
Service Master National  
  Capital Restoration 
Southwest Recovery  
  Services
Southwest Risk 
Speights & Worrich  
  Law Firm 
Strategy Property  
  Management 
Sunrise Family of  
  Companies 
TaskEasy, Inc.
Technest.la, Inc. 
The REI Resource, LLC 
Tiles in Style, LLC  
  DBA: Taza Supplies
Time Communications
Trane 
United States Liability  
  Insurance Company
Utah Chapter of NARPM®

Credit Card  
Processing
TSYS Merchant Solutions

Chapps Inspector
eRentPayment
FuseOn Connections 
Grand Terra, LLC 
Happy Inspector, Inc.
HERO PM
HousingManager.com
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
RentPost, Inc. 
RevSite.com, Inc.
Rooof 
ShowMojo, LLC
Simple Inspector
TenantSync 
TReXGlobal.com
TruLandlord, Inc. 
Updater
Wegowise, Inc. 
Yardi Systems
zInspector

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

Many of these  
Affiliate Members will 

be exhibiting at the 
Convention. Be sure  
to visit with them.

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

Some interesting developments 
have occurred in the two years since 
my last discussion of tenant insurance, 
“How Insured are your Tenants?” in 
the June 2014 Residential Resource. 
There are additional offerings by 
insurance carriers, more tools to 
assist with compliance, and increased 
engagement by Property Managers 
and their tenants.

According to the US Fire Adminis-
tration (www.usfa.fema.gov) 60.7%, 
of all residential fires in 2013 were 
caused by resident negligence, with 
another 32.2% categorized as “other 
causes.”

Why should tenants  
purchase insurance?

It is in everyone’s best interest to 
educate tenants on the benefits of 
obtaining their own insurance. Many 
of them believe that they are covered 
by the owner’s insurance policy. This 
is generally only true in specific situa-
tions in which the owner or the own-
er’s agent is found to be negligent. 
Damage or loss due to acts of nature 
(e.g. storms, earthquakes), theft, fire, 
and acts by others (e.g. guests, other 
tenants) are not covered by a land-
lord’s insurance policy. A tenant policy 
protects the owner, Property Manager 
and other tenants, in addition to the 
tenant policy holder.

Most policies are fairly extensive, 
including provisions such as:
•	 �Burglary – not only is the replace-

ment cost of items stolen from the 
tenant’s rental unit covered, but 
often this protection is extended to 
items taken from a hotel room while on vacation 

•	 �Natural disaster – assistance with living expenses and 
relocation costs if the tenant is displaced by a flood, earth-
quake, hurricane, tornado, etc.

•	 �Guests – medical costs if a visitor is injured
•	 �Property damage – replacement of items broken or dam-

aged by the tenant, regardless of where it happened
•	 �Personal liability – legal costs resulting from litigation by 

someone injured in the rental unit or by the tenant on or 
off the premises

Why require tenant insurance?
The common reason for not requiring tenant insurance is 

fear that the prospective renter will recognize the cost of this 
requirement, thereby making them less likely to rent your 
property. This situation may be true, but the same can be said 
for application and other fees.

Tenant Insurance

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.

Case 1: Kitchen fire – tenant negligence

Uninsured Insured

Owner policy ($25K deductible) 
• $25,000 cost to owner 
• $5,000 loss history

Tenant policy steps in 
• no cost to owner 
• no loss reported to carrier

Tenant breaks lease and moves out 
• lost rental income 
• bad PR

Tenant stays in hotel until Property 
Manager provides alternate unit 
• rental income continues

Adjacent units have water/smoke 
damage (duplex, or multi-family) 
• �frustration since owner does not 

provide compensation

Tenant policy covers occupants of 
adjacent units 
• no cost to owner 
• no conflict

Case 2: Burst pipe due to freezing weather

Uninsured Insured

Act of God – owner not responsible
• owner pays for hotel ($$)
OR
• tenant unhappy (does not renew)

Tenant policy pays for personal 
items and living expenses
• no cost to owner
• no loss reported to carrier

Repair exceeds owner’s policy 
deductible
• �owner bears total cost of deduct-

ible and co-pay

Heat turned off by tenant while 
they were away 
• �tenant policy pays for property 

repair

Rental activity drops because of 
damage to reputation and time to 
repair
• vacancy loss

Tenant posts on ratings websites 
and social media that they got all 
new furniture and bedding
• happy tenant, great ratings

Case 3: Tenant’s dog bites someone

Uninsured Insured

Owner is sued by bitten individual
• �owner incurs cost of time and legal 

expenses defending themselves)

Tenant policy steps in
• no cost to owner
• no loss reported to carrier

Uninsured vs. insured scenarios
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A few reasons for requiring your tenant to obtain insurance:
•	 �tenant insurance is relatively inexpensive ($10 to $20 per 

month) and can be combined with other coverage (auto), 
reducing the cost further

•	 �the tenant’s property is protected while they are home or 
away – a happy tenant is a good tenant

•	 �a financially stable tenant is more likely to pay the rent and 
renew their lease

•	 �an additional screening mechanism – tenants who object to 
purchasing insurance may not be the quality of renters that 
you want

•	 �the Property Manager is less likely to be involved in dis-
putes – they can be focused on effecting the repairs rather 
than how or who will pay – most tenant policies provide 
immediate financial assistance

•	 �keep the Property Manager and owner out of court 
•	 �the owner has increased liability insurance and property 

insurance coverage – think of tenant insurance are covering 
your deductible

•	 �peace of mind – for all the scenarios and reasons stated

“Tenants are human and given time, something is going to 
happen, it’s life,” according to Ned Brandenberger, a 25-year 
veteran of the property management industry. “When there 
is a claim, it makes it much easier on everyone, including 
Property Managers, when tenants have insurance; and the two 
insurance companies (tenant’s and owner’s) can work it out.”

Requiring tenant insurance
Once you decide to require tenant insurance, you must 

incorporate this requirement in the lease agreement. For 
existing tenants, the change can be made at the time of 
renewal. Best practice is to discuss the advantages of tenant 
insurance during the lease signing process and provide them 
with a few recommended carriers. The tenant must be able to 
choose their provider and not be directed to a specific one. 
Require that their policy include specific coverage minimums 
and that you are named as an “additional insured.”

Some property management software vendors provide 
reports and alerts to help you track compliance. This is particu-
larly helpful should the tenant let the policy lapse.

Another provision to include in the lease is a penalty for not 
maintaining an insurance policy. This provision can be in the 
form of a fine. Most renters will pay the premium rather than 
a fine. If they do not pay either, include language to deduct it 
from the security deposit at the end of the lease.

Subrogation
Subrogation is a mechanism for the insurance company to 

recover damages from a third party (tenant) that caused an 
insurance loss related to a claim paid by the insurance carrier 
(to the property owner). The ability of this insurer to subrogate 
against the tenant depends on the contents of the lease agree-
ment and the State in which the loss occurs. 

The Property Manager needs to be very clear about what 
the tenant will be held accountable for. Property Managers 
should not give up their right to subrogate. Subrogation should 
not be mutual; it should be one sided so only the tenant agrees 
to waive their right of subrogation. Further, the Property Man-
ager should be cautious in their rent increase notices so they 
do not imply that the increase is somehow making the renter 
a co-insured.  So the rent increase notice should not state that 
the increase is in part because of the rise in insurance costs, 
but should state other reasons for the increase, such as market 
rent increases or higher property taxes.

Three different approaches are used by the courts to 
interpret this subrogation right. A document on the resource 
web page for this discussion (https://www.mwl-law.com/wp-
content/uploads/2013/03/landlord-tenant-subrogation-in-all-
50-states.pdf) provides a State-by-State summary. Subrogation 
was described fairly extensively in the previous article in the 
October/November 2014 issue.

The millennial factor
Millennials (an increasing constituent of the tenant popula-

tion) are demanding online (generally mobile device operable) 
access to research and the application process to protect their 
valuables and possessions. They expect this process to be 
readily accessible and immediate – a customized policy deliv-
ered to their smart phone that can be put into effect in minutes 
rather than days.

Millennials are at the beginning of their careers and have not 
accumulated much savings. An uninsured loss due to theft or an 
accident can represent a significant percentage of their net worth.

In Summary
Here is a convenient checklist to implement a tenant insur-

ance program:
•	 �consult your attorney and insurance broker to advise you 

on the issues regarding requiring renter insurance and the 
associated implementation matters

•	 �review your standard lease and check that the question of 
subrogation is addressed

•	 �consider requiring renter insurance as a lease condition; set 
a minimum for the liability limits based on the value of the 
rented property

•	 require that you are listed as an “additional insured”
•	 tenant must be able to choose the insurance carrier
•	 �ask your property management software vendor if they can 

provide automated notification of tenant policy enactment 
and cancellation

•	 �determine how you are going to enforce compliance and 
how to handle out-of-compliance tenants

Disclaimer: I am a technologist and not an attorney or insur-
ance broker. Nothing in this article should be interpreted as a 
recommendation to buy or sell any insurance product, or to 
provide other financial or legal advice. 

Scan this code with 
your smartphone 
to access additional 
resources.

There are 
additional 
offerings by 
insurance 
carriers, more 
tools to assist 
with compliance, 
and increased 
engagement 
by Property 
Managers and 
their tenants.
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Everything you need in 
one simple solution.

Learn more at www.appfolio.com | 866-648-1536 Learn more at www.appfolio.com | 866-648-1536

Christine, Martin Inc. Realtors

“I was blown out of the water by everything that AppFolio offered.”

AppFolio Property Manager is a powerful cloud-based property management software 
that allows apartment, residential, commercial, and student housing property managers 
to more effectively market, manage, and grow their business.

Online Applications & Lease Signing Robust Accounting Tools

Online Rent Payments

Built-In Screening

Professional Websites

Real-Time Flexible Reporting

All-In-One Property Management Software
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Traditionally, property management has been thought 
of as a local profession. Most often, properties are a 
comfortable distance from your home or office, easily 
shown and supervised. Our daily activities usually lead 
us around our own county and perhaps the adjacent 
county. Thinking about the entire world is far from the 
mind of a Property Manager who is just trying to get 
across town for an appointment. 

However, as I and many others have discovered, 
there are clients all around the world that are thinking 
about our local cities and towns. I recently started the 
process of obtaining my Certified International Property 
Specialist designation (CIPS). Earning this designation has 
totally changed my perspective on just how “local” my 
business really is. 

When I began this process, I was convinced this would 
be a sales-focused presentation, with very little to offer 
a Property Manager. That was not the case. I gained 
some truly valuable insight. Lessons on how our global 
economy operates and how it affects local business was 
just the beginning. I learned how a new client could 
come from anywhere in the world, why they choose the 
United States, and, what was perhaps the most useful 
information of all, how to provide world-class service to 
the foreign investor.

So, what brings them here?
Foreign investors are attracted to the very things 

we take for granted: our regulated and stable banking 
system, our private property rights, the unrestricted 
ownership we enjoy, and the landlord/tenant laws that 
protect us. Our business climate has created a very wel-
coming atmosphere for the global investor. 

The Allure of a Foreign Investor 
As a Property Manager, solid growth is important to 

me. Owners that purchase investment properties to 
hold long term provide stable portfolio growth for your 
company. Between the arduous process of getting to the 
closing table and the possibility of capital gains, holding 
their investment for a period of years is usually the best 
option for a foreign investor. Also, these investors are 
often cash buyers. Many lenders require documentation 
that might be hard or even impossible for them to pro-
vide. Cash is simpler and much faster. 

Perhaps the most desirable trait of the foreign investor 

Establish a Trusted Relationship
The Global Investor

is their investment preferences. They are inclined to 
choose high-quality properties and seek only modest 
returns on their investment. A high-quality, long-term 
rental, a reasonable return expectation, and an owner 
prepared for the expenses involved in maintaining an 
investment, all add up to what I consider a top-tier client.

It’s a Matter of Trust
We all strive to earn a reputation of “Trusted Advisor.” 

Our clients have come to expect our loyalty and rely 
on our expertise. As a licensee, you are considered to 
be an “expert.” There is an expectation that your skill 
set gives you an advantage over the public. As a result, 
we disclose our credentials upfront and operate in good 
faith. A foreign investor has limited knowledge con-
cerning the real estate practices in our country, and no 
real idea of what they could expect from a licensee. That 
creates a lot of uncertainty and highlights their need to 
rely on your trustworthiness. The relationship with the 
global investor will be a combination of that trust, your 
customer service skills, and your work ethic. They will 
feel their vulnerability and will need your help with every 
detail to overcome that uncertainty. 

Location, how to set rental rates, rental restrictions, 
and the property features that are most popular with 
tenants are just a few of the areas of expertise that will 
be important to them. This is where you really begin 
to prove to them that your experience and knowledge 
are valuable assets. All of this will take time to establish. 
Your value to them will continue to grow with each 
action step you take. They will want to see an attitude 
of service and ethical behavior, along with a communi-
cation style that is informative, not persuasive. After all, 
you are a trusted advisor, not a salesperson. They do 
not respond to the hard sell. They will want to see how 
you are different from your competitors, that you have 
experience, and can display expertise in your specialty 
without pressure. 

A Taxing Situation 
Foreign investors have tax considerations and will 

look to you to help point them in the right direction. 
Often, they buy properties and are not given information 
concerning their tax obligations on rental income. This 
information is quite valuable to them, and your knowl-
edge on this subject will be another opportunity to prove 

Kathleen Gaspari, 
MPM® RMP®, is the Senior 
Residential Asset Manager 
for Berkshire Hathaway 
HomeServices Florida 
Properties Group located 
in Clearwater, Florida. She 
is responsible for training, 
creating educational material 
and customer care. Kathy 
is currently serving as Sec-
retary for NARPM® Florida 
State Chapter and NARPM® 
Florida Conference Planning 
Committee Secretary. She 
also serves as Secretary for 
Pinellas Realtor Organization 
– Leasing and Property Man-
agement Council. When not 
working, she loves running, 
drawing, writing articles, 
reading, and hanging out 
with her husband. 

Our business 
climate has created 
a very welcoming 
atmosphere for the 
global investor. 
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your value. As a professional, you know there are federal obligations, 
as well as State and local laws, ordinances, and regulations of which 
they must be made aware. All of this could get very overwhelming for 
investors, if not for you, their trusted advisor. You should also be able 
to point them in the direction of a tax expert that is part of your estab-
lished team. 

Show Them the Money 
A Property Manager should have basic investment knowledge. 

Brush up on your skills so you can help them determine a property’s 
potential. Know your formulas and keep a calculator handy. A serious 
investor will expect you to be adept at calculating a return on invest-
ment and to know what a cap rate is. In order to be truly effective, 
you should also have some knowledge of currency conversions, 
exchange rates and wire-transfer information.  Develop a relationship 
with a trusted “money” source to help you service your client’s needs.

Get it in Writing 
Your role as a professional is to educate. Our customs and practices 

are what we know to be true, and the same can be said for other 
cultures. A foreign investor will need to know how we do business. In 
some cultures, contracts are just the beginning of negotiations. Our 
experience is much different than that. When these expectations don’t 
match reality, frustration will follow. It will be up to you to make sure 
your client understands that a contract is a binding document and 
understands how to navigate the process. Take the time to educate 
your global clients on how our business process flows and what each 
step along the way means to them.

Technology Rules
Most foreign investors are very tech savvy. They will expect you 

to be proficient as well. With time zones and a global 
market, business never sleeps. Information needs to be 
readily available and accurate. QR Codes are very pop-
ular around the world. Though the popularity of these 
codes have lost some of their momentum in the US, 
other cultures have continued to embrace them. Become 
familiar with the other ways people access information. 
Be open to trying various ways to extend your reach.

Are you smarter than a 5th grader?
Does anyone else remember being told that one day 

we would all be using meters and centimeters? That 
our inches and square feet would disappear, and that 
we would need to catch up with the rest of the world? 
Perhaps you didn’t really bother to learn hectares and 
square meters. Now would be the time to brush up on 
your 5th-grade math skills and reintroduce yourself to 
our old friend – the metric system. The rest of world  
has managed to adopt the metric system, and using  
Realtor.com/Global or helping an investor understand 
size will mean knowing the basics. Just another case of  
“I wish I listened back then!” 

It’s All in the Family
Our culture has a very relaxed attitude concerning 

family order, family affairs and name preferences. We 
don’t rely on age or gender to establish who will speak 
for a group. Some cultures consider these matters to 
be extremely important. In some countries the highest 
ranking person in a group will lead the conversation. 
Status is often dictated by wealth, position, age, and 
gender. It is important to know these facts and be sensi-
tive to them or you will risk insulting your client. Also, in 
many cultures, family matters are private. They do not 

share details as easily as we do. Wait for information to be offered. 
Another consideration is the family name. It could be different than 
what we have come to expect. Some cultures put the family name 
first and then the first name. Paying attention to these details will show 
your commitment to the foreign investor.

Mind Your Manners 
Often, good manners will help us navigate through uncharted ter-

ritory. So, brush up on your business etiquette because many cultures 
have customs of which you might not be aware. Talk less and listen 
more. This will help you discover little pieces of useful information. I 
spent many years being a wallflower and I learned a lot. 

Be careful not to do anything to embarrass the other person. We 
like to tease each other for fun. This is not accepted behavior every-
where. Don’t use slang. It could be confusing or even insulting. Be 
careful with your gestures and keep your hands out of your pockets. 
Even crossing your legs could be misinterpreted as impatience. 

Other common concerns include your attire. Plan to always dress 
businesslike. A classic wardrobe will not offend most people. Don’t 
be late. Tardiness could be viewed as a character flaw. These are the 
good habits that we all practice most of the time and are the things we 
should be doing every day; but often, in our haste to get everything 
done, we falter a bit. 

It is said that successful transactions require a “meeting of the 
minds” and your knowledge of global business practices, cultural 
expressions, and international customs will help you and your global 
client find a path to success. As Harvey S. Firestone said “The secret of 
my success is a two-word answer: Know People!” That could very well 
be the secret to your success with a foreign investor, too. 

Information contained in this article is from CIPS (Certified Interna-
tional Property Specialist) training 2016. 
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passwords for each website that are different from 
every other password you use. 

You can do an Internet search for “Password Man-
ager” and you will see a huge list of companies pro-
viding this service. Just make sure you do your due 
diligence to make sure they are good stewards with 
your data since you will be giving them all of your 
passwords. 

3. Utilize two-Factor Authentication (2FA)
What do you do if you have a great password, but 

a hacker gets it? Believe it or not, you can still be 
protected. You need to turn on 2FA if your account 
supports it. You might be wondering, “What is a 
factor and why do I need two of them?” 

In identity security, there are three authentication 
factors used to prove that you are you. An authenti-
cation factor is an independent category of creden-
tials used for identity verification.
Factor #1: �Something you KNOW – For example: 

your password.
Factor #2: �Something you HAVE – For example: a 

token with a special code.
Factor #3: �Something you ARE – For example: a bio-

metric scan of your eye or thumbprint.

how two-Factor Authentication works
1. �When you want to log in to a website, you enter 

your username and password. 
2. �Then the website sends you a text message with 

a special code (or generates a special code in an 
app on your phone). Without that special code, 
you can’t log in, and neither can a hacker!
To log in, you have to have the password (some-

thing you know), and the special code (something 
you have). To make it less painful, most services will 
only ask for the code once a month and/or if you are 
logging in from a new computer. 

Your email address is your digital identity. Guard 
the key to your kingdom! Protect it with a good 
password you can’t remember, use a password man-
ager, and enable two-factor authentication. If you 
do these three things, you will no longer be the “low 
hanging fruit” for which hackers look. 

Access to your email account is one of the most 
valuable assets you have, and you should protect 
it. Your email account is literally the key to your 
kingdom. When I tell people this, they usually 
respond saying that “It’s just messages with my 
mom,” or “Who wants to read all my junk mail?” or 
something similar. However, to a hacker, it’s one of 
the most valuable things you have. Let me explain.

Imagine the following scenario: A hacker gets 
access to your email account. They have computer 
programs that immediately click the “reset pass-
word” link for every bank website. They put in your 
email address. Most of the time the bank is going to 
say there isn’t an account with that email address. If 
they do it to your bank, the bank sends a reset pass-
word email to your email, but it is now controlled by 
the hacker. They click the link in the email to reset 
the password, get into your account, and take all of 
your money. This entire scenario happens in only a 
few seconds!

So how do you protect yourself? It’s actually much 
easier than you might think. You only need to do 
three things. 

1. Have a Strong, Unique Password 
Your password should be something random 

and unique, but it should also be long (12 charac-
ters minimum). Use a different password for each 
website or account you have. An example of a 
good password is “c3[e&0Qydj&0#Mb.” Your first 
thought when you see that is to think, “I could never 
remember that!” In fact, that’s exactly the point! If 
you can remember your password, you are doing it 
wrong! That leads us right into #2.

2. Use a Password Manager 
If you are supposed to have passwords you can’t 

remember, and you are supposed to have a different 
password for each website, how do you log in? You 
need a password manager. 

A password manager is a program or browser 
extension that will save all your passwords in a 
secure place and fill them in for you when you 
need them. This allows you to make really secure 

More Important Than You Might Think
Email Security 

Chuck Kelley is the Prop-
erty Manager for Porter 
Realty, Inc., in Alamosa, 
Colorado. He has 12 years 
of experience in security and 
law enforcement. In 2012, 
he left law enforcement to 
pursue a career in real estate 
and currently manages about 
250 rental units. His passion 
for technology is seen in all 
aspects of his life. Among 
his friends, he is the “go-to” 
tech-guy for troubleshooting 
and advice.

Password

c3[e&0Qydj&0#Mb

Your email account 
is literally the key 
to your kingdom.
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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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Designations & 
CertificationS
The power that comes with increased knowl-

edge and confidence is tangible. It is what sets you 
apart from your competition. Professional desig-
nations 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 professional 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.

_____________________________________
Designees approved at the August 2016 

Professional Development Committee meeting:
MPM®

Jerry Allred, MPM® RMP®

Aaron Gingerelli, MPM® RMP®

Angela Brinkley-Morris, MPM® RMP®

RMP®

Tim Hendricks, RMP®

Conrad Bennett, RMP®

Patrick Fogarty, RMP®

Lorena Jauregui de Birdy, RMP®

Kristin M. Johnson, RMP®

Shawn A. Johnson, RMP®

Cheryl Y. Kunimoto, RMP®

Shelly L. Longoria, RMP®

Kristi N. Malcom, RMP®

Andrew Moore, RMP®

Mary L. Pinto, RMP®

Eric Purvis, RMP®

Maily Roberts-Jacobs, RMP®

Dianne Stanley, RMP®

Chris Turner, RMP®

Steve Williams, RMP®

Charles Chang, RMP®

CMC and CSS®

Thomas Zimdahl, CMC CSS®

CRMB
James Rickman, CRMB

_____________________________________
The Professional Development Committee  

now approves Designation Packets monthly.

• �Please submit your packet by the 15th of each 
month to be approved.

_____________________________________
***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.
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If you’re looking for a way to streamline property man-
agement processes, you’re not alone. Landlords and Prop-
erty Managers wear many hats, often jumping back and 
forth between office chores and onsite duties in a single 
day. The constant juggling of locations, jobs, and tools can 
be exhausting! 

The four responsibilities below are probably a huge part 
of your daily life. Keep reading to see how smart property 
management software can help you excel at each and 
every task – without switching programs, having the walls 
close in on you, or feeling chained to your desk.

Property Management
Is your software made to suit your properties? Some 

solutions only work well with one asset class, and others 
generalize for multiple property types without providing 
the more specific tools you need when managing a diverse 
portfolio. But the right software platform will have every-
thing you need for every residential property – whether it’s 
a single-family home, apartment, or condo. You should be 
able to calculate community fees and enforce bylaws as 
needed, without having to use a separate program.

If you have mixed-use properties in your portfolio, be 
sure to investigate software with commercial capabilities as 
well. The ability to automate CAM (Common Area Mainte-
nance) reconciliations will save you significant man hours.

Property Marketing
Adopting a property management solution with mar-

keting and leasing capabilities benefits both Property Man-
agers and renters. Recent research by Google indicates that 
apartment shoppers view 20 property websites online, but 
only visit three properties in person. Make sure your prop-
erty gets a visit by having a responsive website with high-
resolution photos and accurate information that answers 
prospect questions. Websites that are integrated with 
your property management software are easy to update 
and feature real-time pricing and availability – saving you 
the effort and expense required to maintain a third-party 
website or do manual updates.

Integrated property marketing also makes it possible for 
prospects to quickly find the accurate information they’re 
looking for at any time of day or night, without having to 
call your office during business hours. When they’re ready 
to take the next step, they can select units, complete self-
service screening, apply, and once approved, sign up for 
renters insurance – all online from a mobile device.

How to Simplify Your Work Day 
Smarter Software

Resident Services
Your software should make life easier for your resi-

dents, too. It should offer resident portals that make com-
munication and payments more convenient. And if it has 
mobile maintenance tools built in, so much the better! 
Mobile maintenance tools don’t just help you and your 
staff work more efficiently; they also increase resident 
satisfaction and retention. When you’re able to respond 
promptly to maintenance requests and take expert 
action, everyone’s happy.

Mobile conveniences can sometimes make the differ-
ence between winning and losing a prospective resident. 
Keeping up with the times is more important than ever to 
succeed in our digital, online world.

Accounting and More
Accounting is not an easy task, but it is often referred 

to as the backbone of any successful business. It can get 
especially complicated if you have to maintain numerous 
spreadsheets. Or if your database is located in one physical 
place, but you can’t access it when you are away from 
the main office. What you need is a solution that lets 
you access your data from anywhere – including on your 
phone or tablet – and run essential functions and reports 
with a click of a button. 

Cloud solutions let you safely and securely access your 
data no matter where you are. When you and your staff 
can work from different locations, you save both time and 
frustration. Cloud-based software providers host everything 
online and maintain all software versions and backups, so 
you can focus on your core mission rather than database 
management. 

Why Consolidate?
Automating all business processes on a single mobile 

platform – from daily management responsibilities and 
marketing tasks to accounting and resident services – is 
arguably the smartest decision a property management 
company can make. The key is to prioritize the functions 
that take the most time out of your day, and then choose 
software that can help make those tasks more efficient and 
manageable.  

When you can consolidate your daily processes on one 
social, mobile, and smart platform, you gain the tools you 
need to empower your staff and better support your cus-
tomers. Not only will you save time, money, and hassle, 
but you’ll also gain transparency and flexibility. 

Angelique Springer-
Davis, Senior Director 
of Marketing at Yardi, has 
successfully led global mar-
keting teams for pioneering 
software as a service (SaaS) 
and technology companies. 
She is a top-performing 
marketer with a career char-
acterized by driving profits 
and achieving goals in highly 
competitive and demanding 
markets. She currently works 
closely with an innovative 
team to deliver easy prop-
erty management software 
for busy Property Managers.
For more information, visit 
www.Yardi.com/Genesis2.  
Follow her on Twitter at  
@angeliqueedavis. 

Some solutions only 
work well with one 
asset class, and 
others generalize 
for multiple property 
types without 
providing the more 
specific tools you 
need when managing 
a diverse portfolio. 
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To learn more about our business

building principles of profitability, 

go to propertyware.com

or call 1.855.976.9502.

Betsy Morgan  |  VP Investor Services Division

Berkshire Hathaway HomeServices 

Florida Properties Group

Trinity, FL  |  2,000 DOORS

CUSTOMIZABLECUSTOMIZABLECUSTOMIZABLE

“Anytime you have a software solution 

capable of being customized for di�erent 

business models, it makes it much more 

valuable. We are able to track and easily 

access information specific to our business 

needs with Propertyware®.”

PRINCIPLES FOR PROFITABILITY

© 2016 RealPage, Inc. All trademarks are the property of their respective owners. All rights reserved.
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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

Hear Ye! Hear Ye!
In accordance with NARPM® guide-
lines for approval of the Certified 
Residential Management Company 
(CRMC®) designation, notice is 
hereby posted that Heidi Hartman, 
MPM® RMP®, with Details Property 
Management, has applied for the 
CRMC® designation. 

If anyone knows of any reason 
why this company should not be 
eligible, please contact NARPM® 
National by phone at  
800-782-3452 or by e-mail at 
info@narpm.org. Objections must 
be received by October 1, 2016.
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Demonstrate that you have expert knowledge about residential property management

Designation Classes

NARPM® Full Course Schedule Listings can be found at www.narpm.org/education/course-schedule/.

NARPM® Full Course Descriptions can be found at www.narpm.org/education/course-descriptions/.

NARPM® Online Courses are now available through OMG Distance Learning. For information and/or to enroll, 
visit www.narpm.org/education/online-courses/.

State-Approved Continuing Education (CE) Online Courses are now available in partnership with Career 
Webschool OnCourse Learning. For information and/or to enroll, visit www.narpm.org/education/continuing-
education-courses/.

Online Registration 
is available through 
Member log-in at  
www.narpm.org.  
Look for Register for 
Events / Pay Dues 
and select your 
Classes. 
It’s FAST and Easy!!

DATE	 Location	 CLASS	I NSTRUCTOR
	 10/17/2016	 Maui, HI 	 Managing Single-Family Homes &  

			   Small Investment Properties (SFH201) 	 Dave Holt, MPM® RMP®

	 10/17/2016	 Maui, HI 	 Developing Rewarding  

			   Owner Relationships 	 Vickie Gaskill, MPM® RMP®

	 10/18/2016	 Maui, HI 	 Tenancy 	 Michelle Horneff-Cohen, MPM® RMP®

	 10/18/2016	 Maui, HI 	 Finance: Cash Flow Analysis	 Mike Nelson, MPM® RMP®

	 10/19/2016	 Maui, HI 	 Ethics 	 Tom Sedlack, MPM® RMP®

	 11/02/2016	 Tampa, FL 	 Intro to Maintenance: Covering the  

			   Basics of Standards, Codes & Safety 	 Kit Garren, MPM® RMP®

	 11/09/2016	 Denver, CO  	 Ethics	 Robert Lynde, MPM® RMP®

	 11/09/2016	 Falls Church, VA 	 Ethics	 Traci Lewis-VanCamp, MPM® RMP®

	 11/10/2016	 Chesapeake, VA 	 Ethics	 Traci Lewis-VanCamp, MPM® RMP®

	 11/16/2016	 San Diego, CA 	 Advanced Risk Management 	 Vickie Gaskill, MPM® RMP®

	 11/17/2016	 Frederick, MD 	 Advanced Risk Management 	 Michael McCreary, MPM® RMP®

	 11/17/2016	 Charleston, SC 	 Essentials of Risk Management 	 Robert Locke, MPM® RMP®

	 11/17/2016	 Colorado Springs, CO  	 Ethics 	 Robert Lynde, MPM® RMP®

	 11/17/2016	 Long Beach, CA  	 Ethics 	 Keith Becker, MPM® RMP®

	 12/08/2016	 Charlotte, NC 	 Office Operations –  

			   Policies and Procedures 	 Betty Fletcher, MPM® RMP®

Is Your Chapter 
Interested in 
Sponsoring a 
Class?
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.

Fees per course 
(subject to change)

8-Hour Course
Member
Non-member

Early Registration*
$  99
$149

Registration
$149
$199

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

Candidate

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

Registration
$250
$350
$150
$150
$250

3-Hour Ethics
Member
Non-member

Early Registration*
$  45
$  95

Registration
$  45
$  95

*�To receive the early registration price, payment  
must be made online 30 days prior to the class.

RMP®
MPM®

CRMC®

RMP®
MPM®

CRMC®

Course Information
•	 Course flyers containing additional information may be downloaded from 

www.narpm.org/education/course-schedule/
•	 All materials will be given to students on the day of the class.
•	 Attendees are 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®.

In order to receive a certificate of  
completion, students must achieve a  
minimum of 70% on the NARPM® exams.
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Key Performance Indicators or KPIs are business metrics used to 
measure, monitor, and manage your property management team 
and business. These indicators show you how effectively targets, 
objectives and goals are being met and whether or not your prop-
erty management business is on track to success. So, which KPIs 
should you be tracking and why?

KPI 1. Management Fee AnnualiZed Income
Your Management Fee Annualized Income is the total annual-

ized income a portfolio is earning or, if you have more than one 
portfolio, the sum total of all portfolios. This figure fluctuates as 
portfolios grow, due to the increased number of properties under 
management or increased rental rates.

Once your portfolio and business’s annual income targets have 
been set, your Management Fee Monthly Income target should then 
be set and monitored. If monthly targets are not being achieved by 
your team, it is your job to determine why. Causes might include a 
high-arrears percentage, lack of rental increases, lost managements 
or high-vacancy numbers. Once the reasons have been determined, 
it is important that you implement effective measures to fix the issues 
and ensure your team remains on track to achieving your Manage-
ment Fee Annualised Income target, and overall business goals.

KPI 2. Average Weekly Rent
Your Average Weekly Rent target can be determined once 

you have prepared your annual business plan. This target should 
take into account your market area’s average weekly rent and 
the make-up of each portfolio. However, your target should, in 
fact, aim to achieve above-average market rental rates. Achieving 
above-average market rental rates results in increased income for 
your business and sets you apart from competitors.

Therefore, setting your Average Weekly Rent KPI allows your busi-
ness to achieve average or above-average rental returns for your prop-
erty owners. As a result, if properties are receiving less-than-average 
rental returns, you can either take necessary actions to help property 
owners achieve market rates or decide such management accounts are 
not viable for your agency. In this way, setting this KPI keeps your busi-
ness on track and helps achieve greater returns for you and your clients.

KPI 3. Average Management Fee
Your Average Management Fee determines your monthly and 

annualized income, and therefore, significantly influences your 
property management business’s overall asset value. For this reason, 
your Average Management Fee target should be as close as possible 
to your current management fee rate. That’s because, anything less 
suggests your team may be discounting fees, which is a big no-no, as 
it devalues your business.

Keep Your Business on Track
Key Performance Indicators 

As a result, setting this KPI and measuring it on a month-to-month 
basis safeguards against team members discounting, deleting or, worse 
still, not charging management fees at all. In this way, setting this KPI 
helps protect your business’s brand and reputation and also keeps you 
on track to achieve your Management Fee Annualized Income target.

KPI 4. Average Arrears Percentage and Income
Your Average Arrears Percentage and Income determines how 

each team member is managing their portfolio, as well as the 
impact arrears have had on your monthly income. Since most 
principals focus solely on their arrears percentage, many fail to 
take into account the monthly income lost in management fees. To 
protect your bottom line, your Average Arrears Percentage target 
really should be 0% (and Average Arrears Income target $0), which 
is achievable with the right processes in place.

Setting your Average Arrears Percentage and Income KPI puts you 
in control of this critical factor. Tenants that are in arrears not only 
negatively impact income targets, but also increase the risk of losing 
management accounts. Monitoring this metric therefore allows you 
to pinpoint where and why arrears are occurring to ensure they are 
managed and removed. As a result, setting this KPI puts you in a 
better position to coach your team to achieve 0% arrears and 100% 
income.

KPI 5. Average Percentage of Fixed-Term Tenancies
Your Average Percentage of Fixed-Term Tenancies target should 

be as close to 100% as possible. To do this, you must monitor this 
metric every month to ensure your team is not allowing tenants 
to lapse into periodic tenancies. Periodic tenancy terms put your 
business and property owners at risk of losing income. The key is 
to understand when tenancy terms are due for renewal, so you 
can manage workflow, productivity levels, and income targets.

Tracking your Average Percentage of Fixed Term Tenancies KPI 
helps reduce the risk of management accounts being lost during 
the renewal process. If renewals are not properly managed, 
property owners are more likely to terminate the management 
agreement during this time due to lack of renewal, lack of rental 
increase, lack of priority in managing the outgoing tenant notice 
period, and loss of income in between tenants. As such, tracking 
this KPI allows you to proactively manage this risk factor and set 
factual income targets for your team to work towards.

As you can see, tracking KPIs is critical when it comes to 
keeping your business on track. Since every metric impacts and, 
in many cases, determines other metrics, each one must be accu-
rately set and effectively managed in order to fulfil your individual, 
team and business objectives. As a result, this will keep your busi-
ness on track to achieving your agency’s overall goals. 

Jo-Anne Oliveri, is a CIPS 
(Certified International 
Property Specialist), is TRC 
(Transnational Referral Certi-
fied), and is the Founder and 
Managing Director of the 
property management busi-
ness solutions company,  
ireviloution, headquartered 
in Brisbane, Queensland, 
Australia. Jo-Anne is a 
NARPM® International 
Member and an Australian 
real estate identity who has 
trained over 500 agencies 
and thousands of agency 
owners and Property Man-
agers worldwide. With 
over 20 years of real estate 
experience, she is seen as 
a leading authority and 
thought-leader on all things 
property management and 
regularly speaks at the  
industry’s top Australian  
and North American  
conferences.  
Visit www.ireviloution.com 
to find out more.

As you can see, setting 
KPIs is critical when it 
comes to keeping your 
business on track. 
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A warm welcome to all the new Members who joined from August 1 -  August 31,  2016

Membership Growth

Professional & 
Associate Members

Arizona
Lynn Bennett
West USA Realty
Phoenix, AZ
623-487-5096

Lindsey Certo
Southwest Mountain Realty
Queen Creek, AZ
480-296-6503

Andrea Groves
West USA Realty
Mesa, AZ
480-820-3333

Kelly Maynard
Maynard Properties.NET
New River, AZ
623-465-5948

Mead Summer
West USA Realty
Scottsdale, AZ
602-826-5225

California
Daniel Akulow
Access Property  
  Management
Modesto, CA
209-579-2373

Michael Barbanica
Blue Line Property  
  Management
Antioch, CA
925-754-6100

Charles Hin
HIN Management
Tracy, CA
408-883-1451

 
David Minasian
Minasian & Associates
Pasadena, CA
626-796-4900

Shane Roach
APG Properties, Inc
Brea, CA
714-400-9997

Melissa Williams
Pacific Rim Real Estate  
  Services, Inc.
Poway, CA
858-748-2103

colorado
Edward Peterson
Care Real Estate/ 
  Tedarla Properties
Denver, CO
303-796-7000

Florida
Janssen Brenda
Bee Realty Corporation
Sanford, FL
407-494-3556

 
Chase Clark
Home Encounter, LLC
Tampa, FL
813-600-5090

Ishaam Clayton
Stonebridge Property  
  Management, Inc.
Winter Park, FL
407-613-2080

Donna Collins
Hernando Property  
  Management & Sales
Spring Hill, FL
352-515-0971

Kimberly DeWeese
Domain Realty.com, LLC
Bonita Springs, FL
239-572-1825

Marie Drew
REMAX All Star
Madeira Beach, FL
727-657-1259

Howard Flaschen
Round Table Realty
Jacksonville, FL
904-469-7653

Keith Francis
Round Table Realty
Jacksonville, FL
904-469-7653

Katlin Galvao
Bianchi Realty & Property 
   Management, Inc.
Seminole, FL
727-595-7653

Brad Gifford
Ocean Properties &  
  Management
New Smyrna Beach, FL
386-428-0975

Tracy Hill
J. W. Morton Property  
  Management, LLC
Inverness, FL
352-726-9010

Brenda Janssen
Bee Realty Corporation
Sanford, FL
407-494-3556

David Larson
Primesource Property  
  Management
Altamonte Springs, FL
407-222-3218

Benjamin Lipson
You Buy 
   We Manage, LLC
Fort Lauderdale, FL
754-800-9535

David Lowrey
Stress Free Property  
  Management, Inc.
Tampa, FL
813-831-7368

Charlie Lucroy
Collins Property Managers
Orange Park, FL
904-807-8331

Jean Martin
ERA Tom Grizzard
Tavares, FL
352-319-9670

Marion McKenzie
Coldwell Banker  
  Ackley Realty
Kissimmee, FL
407-846-4040

Margaret Neubauer
ERA Neubauer  
  Real Estate, Inc.
Panama City, FL
850-785-1581

Michael Ovitt
All County First Choice  
  Property Management
Largo, FL
727-614-0076

Margy Roe
Ocean Properties &  
  Management
New Smyrna Beach, FL
386-428-0975

Lindsay Sanger
Solutions Property  
  Management of FL, Inc.
Merritt Island, FL
321-684-7793

Ivan Tobon
Outlet Realty, LLC
Orlando, FL
407-308-0600

Nicholas Wild
Gate Properties &  
  Management, Inc.
Orlando, FL
407-704-7904

Georgia
David Barton
Metes & Bounds  
  Realty, LLC
Stockbridge, GA
678-884-5441

Radiah Mallard
PMI Chattahoochee  
  Valley
Columbus, GA
762-359-0317

Hawaii
Julie Enriques
The Land Office, Inc.
Na’alehu, HI
808-939-7227

Raynard Marquina
Property Profiles, Inc.
Aiea, HI
808-487-9500

Kathleen Morgado
K Realty, LLC
Kailua, HI
808-561-6143

Shiela Marie Pesebre
Homes R Us Realty, LLC
Ewa Beach, HI
808-277-2510

Michele Pichay
808 Island Realty, LLC
Honolulu, HI
808-221-9715

Sarah Welton
Kona Coast Property 
Management, LLC
Kailua-Kona, HI
808-329-2140

Kansas
Amanda Messbarger
Messbarger Property  
  Management
Overland Park, KS
913-231-4903

Louisiana
Joseph Pappalardo
Latter & Blum Property  
  Management, Inc.
New Orleans, LA
504-483-7028

Maryland
Nurith Berstein
Next Level Rentals, LLC
Rockville, MD
301-339-8850

David Hill
Mainline Property  
  Management, LLC
Annapolis, MD
443-758-1497

Michigan
Nadeem Gebrael
Gebrael Management
Flint, MI
810-449-6955

Minnesota
Andrea Oien
Trikin Properties
St. Paul, MN
651-964-3812

Missouri
Steven Barks
Worth Clark Realty
St. Charles, MO
800-991-6092

Nathan Bush
Affinity Property Group
St Peters, MO
314-884-1329

Montana
Brenton Burbank
Real Property  
Management Headwaters
Helena, MT
406-996-1196

North Carolina
Blair Mauney
SRP Realty &  
  Management
Gastonia, NC
704-756-8763

John Henry Metzner
Walnut Street Rentals
Raleigh, NC
919-228-9492

Kelly Sauls
Encore Properties
Holly Springs, NC
919-324-3829

Benjamin Wax
House In Order
Asheville, NC
828-484-1571
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New York
Kasheem Jones
Landlord Management
Brooklyn, NY
718-536-2642

New Zealand
Michael Abbott
Palace
Aukland, NZ
429-845-1178

Oregon
Lawnae Hunter
Pacific Blue  
  Property Management
Bend, OR
541-550-8635

James Rostel
Orenco Property  
  Management
Hillsboro, OR
503-310-2000

South Carolina
Amanda Denning
Carolina One Property  
  Management
Charleston, SC
843-202-2130

Texas
John Chunn
John Chunn Realty, LLC
Hondo, TX
830-426-8432

Pate Denton
Signature Leasing &  
  Management, Inc.
Richardson, TX
214-750-5675

Ashley Ferrier
First Class Realty, Inc.
Cypress, TX
281-807-4700

Rudy Huylebroeck
Real Property  
  Management Campanas
San Antonio, TX
210-314-1039

Courtney King
King Realty and  
  Management, Inc.
Arlington, TX
817-462-0303

Kenneth Kirkpatrick
Kirkpatrick Property  
   Management
Belton, TX
254-654-4747

Jay Marks
Jay Marks Real Estate, Inc.
Flower Mound, TX
972-724-2540

Courtney Rosen
MHN Properties
San Antonio, TX
210-402-9696

Jay Mac Sanders
Mustard Seed, Realtors®

The Woodlands, TX
832-663-9916

Heather Shaw
ELLIS HomeSource
Irving, TX
972-256-7500

Sarah Shay
Shay Realty, LLC
Austin, TX
512-888-3001

Virginia
Kristi Garthwaite
Executives, Inc.  
  Realty Group
Midlothian, VA
804-794-2850

Don Smith
Eagle Realty
Virginia Beach, VA
757-490-2000

Affiliate Members 

California
Cole Fitzgerald
Technest.la, Inc.
Beverly Hills, CA
424-279-3753

Colorado
Christina Ritchie
Trans Union Smartmove
Greenwood Village, CO
314-608-6099

Georgia
Glenn Drake
Bank Shot, Inc.
Marietta, GA
678-842-4255

Massachusetts
Rachel Palmisciano
Buildium
Boston, MA
888-414-1988

New York
Frank Dec
TruLandlord, Inc.
Clarence, NY
716-634-3452

Mike Walsh
Sunrise Family  
  of Companies
Farmingdale, NY
704-246-7761

support staff 
Members 

colorado
Julie Brewster
Patriot Real Estate Group 
& Property Management
Peyton, CO
719-291-4721

Christina Trevino
Patriot Real Estate Group 
& Property Management
Peyton, CO
719-291-4721

Florida
Angela Castriota
Glory International  
  Real Estate
Orange City, FL
386-775-7778

Georgia
Yingjie Ray
Skyline Properties  
  Group, Inc.
Acworth, GA
678-978-1858

Michigan
Maria Lattuca
Lease Pros Property  
  Management
Eastpointe, MI
586-270-5330

Erin Nelson
Lease Pros Property  
  Management
Eastpointe, MI
586-270-5330

what hot topics  are propert y managers currently talking about?

Discussion Board Hot Topics
NARPM® maintains Discussion Boards for several 

specialties within the organization. These Discus-
sion Boards enable Members to stay in contact and 
to share questions and concerns as they arise. If you 
would like to participate in one of these groups, visit 
http://www.narpm.org/members/discussion-boards/ 
and follow the instructions. National approves all 
Discussion Board Members and the Discussion 
Boards are only available to Property Managers who 

are Professional Members of NARPM®. 
Statements of fact and opinion are the responsibility 

of the authors alone and do not imply an opinion on 
the part of the officers, staff or Members of NARPM®. 
Any legal matters or advice mentioned herein should 
be discussed with an attorney, accountant or other 
professional before use in a particular State or situa-
tion. All readers are responsible for their own investi-
gation and use of the information.

�Should you collect a security deposit before lease signing?

In some states, you can’t collect the deposit until move in, so the usual answer is not to collect a 
deposit, but instead, collect a “reservation” or “hold fee” on a unit.

Every Property Manager seems to have a different process on this, but most approve an applicant and 
then give a set period of time (say 24-48 hours) for the applicant to pay their hold money (usually 
equal to one month’s rent – nonrefundable). Some also require payment of the first month’s rent at 
that time as well. They do this to secure the unit and basically take the unit off the market.

Our process is pretty much the same in that we take applications, but the applicant who pays option 
$$ first (we do an option to rent), essentially gets the unit (assuming they are an approved applicant). 
I think the point is that Property Manager’s don’t take a unit off the market until $$ have been paid 
and an approved applicant is present.

Remember – You should verify everything that you read on the Internet.

Q
A
A

A
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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 August 31, 2016)

Brian Birdy, MPM® RMP® 
Shannon Cornell 

Sue Flucke 
Harry Heist 

Kevin Martin, RMP® 
Sherri Mayes, MPM® RMP® 

Kim Meredith-Hampton, MPM® RMP®

Pete Neubig, RMP® 
David Pruitt 
Tressa Rossi
Ramer Spurr 

August 1 - August 31, 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. 

Earn a $200   NARPM® credit!
All the information you need 
is at www.narpm.org/join/ 

Referring Member	 New Member
Sally Ankers, RMP®	 Donna Collins
Brenda Bianchi	 Katlin Galvao
Brian Birdy, MPM® RMP®	 Radiah J. Mallard
Todd Breen	 Alex Lehr
Jennifer Clark	 Angela Castriota
Patricia Ferrier, RMP®	 Ashley Ferrier
Willard Hadley V	 Maria Lattuca
Willard Hadley V	 Erin Nelson
Darlene Higa, MPM® RMP®	 Raynard L. Marquina
Shirley Johnson, RMP®	 Jay Marks
Mark Kreditor, MPM® RMP®	 Pate Denton
Dandan Lee	 Yingjie Ray
Sharon Madsen	 Julie O. Enriques
Mike Mengden, MPM® RMP®	 Jay Mac Sanders
Keith Miller	 Courtney Rosen

Referring Member	 New Member
Thomas Neubauer	 Kari Ganzy
Rebecca Panosso	 Brenda Janssen
Jason Poisson	 Julie Brewster
Jason Poisson	 Christina Trevino
Andrew Propst, MPM® RMP®	 Chase Y. Clark
David Pruitt	 Lynn Bennett
David Pruitt	 Andrea L. Groves
David Pruitt	 Mead L. Summer
Trent Ratliff, RMP®	 Glenn Drake
Karen Saint-Lot	 Blair Mauney
Lynn Sedlack	 Michael Vollmers
Chuck Warren	 Don Smith
Eric Wetherington, MPM® RMP®	Amanda N. Denning
Lorrie Zimmerman	 Sarah Welton
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All-in-one property management.
The only end-to-end, cloud-based property management solution 

built by property managers, for property managers.

Buildium.

Try it free at buildium.com/care
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Any Portfolio, 
Any Size,
One Software.
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