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Are you 
#NARPMSmart?
#NARPMSmart is the new initiative from our Professional 

Development Committee to encourage our Members to  

enroll in NARPM® designation and certification programs. 

Designations and certifications prove NARPM® Members  

are serious about the residential property management  

profession, and the extra effort helps to generate more  

leads and bring in new clients.

See pages 10 and 11 to learn how Members  
are becoming #NARPMSmart.
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YARDI Genesis2™

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

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

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

YARDI Genesis2 Suite™

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

      RENTCafé® 

      COMMERCIALCafé™ 

      CONDOCafé™ 

      ResidentShield® Protection Plan™    

      Yardi Resident Screening™ 

      Yardi Payment Processing™ 

Maintenance Management • Automated Workflows and Dashboards

CAM Reconciliation • Check Writing and Bank Reconciliation

Integrated General Ledger • Correspondence • Analytics and Reporting

A/R and A/P Functions • Electronic Payments 

YARDI Genesis2
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PRESIDENT’S Message

“Many studies have shown that people are much 
more motivated to try to avoid losing something, as 
opposed to trying to gain something.” 

Are you still charging full speed ahead to 
achieve all the goals you set out to accom-
plish this year? I sure hope so! If you need 
some help achieving your goals, don’t forget 
to lean on your fellow NARPM® Members. 
Remember, you are among the best Property 
Managers on the planet!

Throughout the year, I’m going to share a 
few ideas that I have learned along my journey 
that will hopefully be of value to you, too. This 
first idea is what I call “The Oops Fund.” I’ve 
taught this idea for the past four years or so. 
In fact, I’ve taught it to many NARPM® Mem-
bers in the Southwest Region as I was serving 
as the Southwest Regional Vice President for 
NARPM®. Now is my chance to share it with 
the broader NARPM® audience. 

The Oops Fund was born out of my desire 
to align the employees’ interests with mine, 
as the business owner. Although I’ve always 
felt like I had a great team of people working 
with me, I became frustrated by the fact that 
when an employee made a mistake, I was the 
only one dipping into my wallet (yeah, that’s 
right, Hip National Bank, where I like to make 
deposits, but not withdrawals!) to fix it. You 
know what types of things I’m talking about. 
Things like, “Oops, I lost the keys to the prop-
erty and now we have to have it re-keyed,” or, 
“Oops, I sent one of our vendors to complete 
the repair, but the owner has a home war-
ranty.” Whether you have seen this from the 
employee perspective or business owner per-
spective, I know you’ve been there, too. 

I began thinking of a lot of very formal ways 
to tie the employee interests to mine, like 
creating a profit sharing plan. But all the details 
and legal ramifications weren’t at all appealing 
to me. I wanted something much more simple 
and direct. Here’s what I wanted the program 
to do: when the employee made a mistake 
that cost the business money, I wanted them 

to share in that pain; I also wanted the team to 
look out for one another and tie their overall 
performance to each other and the business. 
I wanted it to be as simple as possible and 
something that I could modify or discontinue 
at the time of my choosing. Although I tried 
several different approaches, I eventually came 
up with The Oops Fund and it accomplishes 
all these goals. 

Here’s how it works. Each year, I fund The 
Oops Fund with $X per employee. I also call 
this “at risk” money. Every employee’s Oops 
Fund money is different, based on their ability 
to impact the bottom line of the firm, how 
long they have been with the firm, their level 
of responsibility, my expectations of their 
performance as it relates to guiding others 
in the firm, etc. Said differently, the general 
manager that has been in your firm for ten 
years should have more Oops Fund money 
than the new receptionist you just hired six 
months ago. For a simple illustration, let’s 
assume you have four employees in your 
firm. You fund The Oops Fund with $2,000, 
$1,500, $1,000 and $500 for each person 
respectively, for a total of $5,000. You track 
every “oops” during the course of the year. To 
track the money that is lost, I simply created a 
general ledger (GL) account in my Quickbooks 
called “Oops Fund.” Every time I pay out for 
a mistake, it gets coded to that GL account. At 
the end of the year, I have one line item with 
the total amount of “oops.” I can also look 
at the detailed break down with a descrip-
tion for each mistake and the corresponding 
dollar amount. Let’s say you tally up the total 
at the end of the year and determine that 
$3,000 was spent on mistakes. $5,000 minus 
$3,000 in mistakes equals $2,000 left in the 
Oops Fund for all to share. Or said differently, 
$2,000 divided by $5,000 equals 40%. So 
everyone in the fund gets 40% of their original 

Oops Fund amount. So, the person with 
$2,000 originally, gets 40% of that, or $800, 
and the others get $600, $400, and $200, 
respectively. 

I do not tell everyone who made each 
mistake, nor do I tell them the total amount 
of The Oops Fund, nor the individual amount 
of The Oops Fund contributions. My goal is to 
unify the team, not divide them by blaming 
one another for a mistake. So, although I may 
discuss their mistakes with each individual 
during their performance review, I do not 
share the mistakes of others. I simply tell them 
that this year the team earned X% of The 
Oops Fund. 

Incidentally, one of the things that helps 
make this approach so effective is purely 
psychological. Many studies have shown that 
people are much more motivated to try to 
avoid losing something, as opposed to trying 
to gain something.

Since I’ve instituted The Oops Fund, I’ve 
strengthened the bond the employees have to 
each other and the firm. Now everyone wants 
to look out for each other and avoid mistakes. 
It’s not just me or the person who made the 
mistake. It also helps all of us focus on solu-
tions, so that when something happens, we all 
have a vested interest in figuring out how to 
avoid the same problem in the future.

If this idea makes sense for you and you 
decide to implement it, but you have ques-
tions, feel free to contact me, I am happy to 
help. After all, NARPM® is Engineered for Your 
Success! 

Warm regards,

Steve Schultz, MPM® RMP®

2017 NARPM® President
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Most property owners and Property Managers 
have been in one or more situations where the 
decision must be made between using legal col-
lections or a third-party agency for their collection 
accounts. We all wish that recovering debts from 
former tenants was simple; however, this is gener-
ally not the case.

I have five years of experience in debt recovery 
and have had both successful and unsuccessful 
results. As a Property Manager, we strive to provide 
our clients with the best options for their invest-
ment; therefore, it is important that we are able to 
help them in their decisions regarding debt collec-
tion. When is it best to seek legal collections with 
an attorney? When is it more efficient to send the 
account to a third-party agency? These are two 
questions that our clients may reference and it is 
our duty to provide them with sufficient informa-
tion to help guide them with each decision.

Legal collections can be a beneficial tool for debt 
recovery; however, it is also a “second investment.” 
I use the term “second investment” because it is 
imperative that our clients understand that their 
expenses relating to former tenant debt have yet to 
end. Generally, most attorneys will apply their hefty 
fee on top of the account balance for the collec-

tion file submitted. This means that our client will 
pay for actual expenses, not the attorney fee. What 
are actual expenses? How long will they continue 
to be charged to our clients? What happens if the 
collection efforts are unsuccessful? Again, we must 
be prepared to provide adequate, and easily under-
stood information to our clients to allow them to 
make the best decision.

Actual expenses are typically filing fees, garnish-
ment orders, judgment costs, court searches, mail-
ings, etc. Most attorneys will not advise a specific 
time limit for recovery turn around, or for the col-

lection efforts. This is because an account status 
can change at any point. Any different action from 
any party can lead to a different level of how the 
debt is pursued and/or recovered. This is where it 
can become tricky for our clients to make a good 
decision for their investment. The “different levels 
of collection efforts” are vague, and it appears that 
our client’s expenses could be lengthy, and high. 
Let’s review the example of how an account status 
could change, and how it would affect one of 
our clients. In this example, we will reference the 
former resident as, Joe Brown, who was evicted, 
and left owing a balance of $9,000.

Joe Brown has been employed for a long dura-
tion, and the attorney successfully secured a wage 
garnishment against his payroll. Your client has just 
spent roughly $500 in actual expenses for the col-
lection recovery and received the first payment 
for the debt recovery. Joe Brown files Chapter 13 
Bankruptcy and includes the rental debt in the 
case. The attorney files a claim against his case, 
but typically the bankruptcy court will consider the 
rental debt as unsecured, especially if the tenant is 
no longer in possession of the property. Joe Brown 
follows through with the bankruptcy case proce-
dures, and is discharged from all debt liabilities. He 

is no longer liable for your client’s debt account, 
and no further collection efforts, or wage garnish-
ments will be performed.

This example provides a clear definition of legal 
collections being a “second investment,” and how 
account status changes can affect our client. Our 
clients must be aware of all situations which could 
occur, and then decide how much they are willing 
to continue to invest in the recovery efforts in legal 
collections.

Third-party collections have become more suc-

Paige Sweeney is the 
Office Manager and a 
licensed REALTOR® with 
AHI Properties in Pelham, 
Alabama. She has recently 
become a Member of 
NARPM®, and is currently 
serving on the Member-
ship and Chapter Excel-
lence Committees for the 
NARPM® Atlanta Chapter. 
She has more than six years 
of experience in property 
management and legal 
collections. Her career in 
property management began 
as a debt collector specialist 
and quickly advanced to 
legal collections before 
she accepted her position 
with AHI Properties. Her 
witty charm has led to suc-
cessful results of her account 
reviews and the recovery of 
financial debt owed to her 
clients. 

Successful Debt Collection Recovery
A Property Manager’s Guide

The “different levels of collection efforts” are vague,  
and it appears that our client’s expenses could be  

lengthy, and high.

Continued on next page. 
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cessful over the previous years, and are an effective 
tool to utilize in debt recovery. It is necessary for 
our clients to understand all of the procedures, fee 
percentages, and policies of a third-party agency. 
Standard collection procedures are the best option 
if our clients do not wish to accrue the expenses 
for former accounts. We should inquire with the 
agency if our client can apply a transfer fee to the 
account balance before submitting the file to the 
agency. This can offer additional offsets for the fee 
expense reduced from the agency receiving pay-
ments. Since third-party agencies have the ability 
to perform both standard and legal collections, 
we must ensure that when we submit a file to the 
agency, we clearly communicate if legal collections 
are permitted, or if they are not. 

Standard collection procedures within an agency 
include some of the following efforts: daily phone 
screenings/calls, securing payment arrangements 
and/or settlements, written collection notices, and 
the number one priority: reporting the debt to the 
credit bureau. A beneficial aspect of having the 
debt reported to the credit bureau is that the likeli-
hood of the debt being recovered increases. Having 
housing debt reported to the credit bureau pre-
vents individuals from renting homes, apartments, 
vacation rentals, furniture, cars, etc. It also affects 
their ability to purchase a home.

In conclusion, we should be able to perform 
successful debt recovery in our offices. If quickJy 
pursued, a debt collector can utilize tactic strate-
gies to secure a payment plan, or settlement of 
the debt, with no actual expenses to our clients. 
This is the first choice option that we should offer 
to our clients if able. In-office debt collection can 
be more difficult if a Property Manager is not fully 
equipped with all the necessary collection tools 
and techniques. Good debt collecting policies and 
procedures can lead to recouping a good deal of 
past tenant debt that you may have previously 

written off as a loss.
Additionally, as Property Managers, we must be 

extremely careful upfront during our screening 
process to limit the amount of bad debt that could 
become due from a former tenant, and lead to a 
severe loss in the investment of our clients. 

Did you know that you can donate to 
NARPM® PAC through Member Services? 
Well, you can, and here’s how!

•  When you login under the “Members” section at 
www.narpm.org, the Member drop down menu will 
be available for viewing. 

•  Hover your mouse over “Members” in the menu 
bar and a new drop down will appear with several 
different options. 

•  Click on “Update Member Info.” You will be redi-
rected to a new page that will instruct you to login 
to Online eCommerce. 

NAviGATE
tHe NARPM.oRg WebSite DoNAtiNg to NARPM® PAC

•  Click on the link to login to Online eCommerce.

•  Enter your Member ID and password to login. 
•  Once you are logged in, you will see your Member 

Services Menu. The first section is now “NARPM® 
PAC Contributions.” Click on “Contributions” and 
follow the prompts to enter your donation amount 
and payment information.  

Want to know more 
about NARPM® PAC 
and why you should 
donate? Go to https://
www.narpm.org/
legislative/issues/
learn-narpm-pac/ for 
all the information you 
need to know about this 
important part of our 
organization!

It’s all in the numbers!

Are you
Flushing away

Business?

Are you
Flushing away

Business?

A professional call-answering service can 
ensure that money stays in your pocket. 

View the full infographic at 
TimeCommunications.biz/blog

866.778.2952 | TimeCommunications.biz
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Go into any property management seminar or 
convention and one of the hot topics will be – when 
should I list my client’s property? This question cre-
ates great (heated?) discussion among Property Man-
agers. On one side, list the property as soon as you 
can, and on the other, list the property only after it is 
rent-ready. There may also be a few folks that say list 
the property once the resident is out, but most are 
strongly on one side or the other.

LiST THE PRoPERTy AS SooN AS you CAN!
What I mean by this is, actually list the property 

while the resident is still living in the property. The 
advocates on this side (which I must admit, I am one) 
will point to the fact that, as the Property Manager, 
you have a fiduciary responsibility to the owner. By 
having the property listed and marketed while the 
resident is in the property, you can potentially have 
the property leased before the old resident moves 
out. Landlords and Property Managers love this and 
in a perfect world, this works great. The old resident 
moves out and the new resident is sitting there with 
their U-Haul waiting to move in. Easy peasy, right? I 
am not sure about you, but I live in the regular world, 
which is not quite the perfect world. 

At our company, we do list the property during 
the last 30 days of the lease, but we set the available 
date to be the 15th of the next month. We typically 
can get the property rent ready by the 10th, but we 
only do that if the prospective resident is pushing us. 
We do not allow anyone to rent the property that is 
undergoing “make ready” before the 10th. This gives 
us time to perform our move out walk through, get 
quotes for the make ready, and get the make ready 
completed without stressing out the team.

The benefits of this method are that the prop-
erty is vacant for less time, which equals more 
money for the investor. Other benefits include: the 
investor is more apt to submit funds for the make 
ready knowing we have a resident in place and the 
investor has an overall better experience with the 
turnover, meaning they are more likely to stay as a 
client, and even refer you more business.

There are, however, downsides to this method 

because lots of other Property Managers list the 
property once it is rent ready.

LiST THE PRoPERTy oNCE iT iS RENT READy
By listing the property once it is rent ready, you 

remove a lot of the hassles you incur when the 
property is occupied. Also, your days on market are 
typically lower in the Multiple Listing Service (MLS), 
which can help lessen any pricing negotiations, and 
you do not have the challenge of what was supposed 
to be done to the property when a new resident 
moves in.

When the property is currently leased and you are 
showing the property, there are potential challenges 
with the resident – do they keep the property clean, 
do they accept showings, do they call your office 
daily and yell at your staff, letting them know that 
they don’t want to be called or that they don’t want 
the house to be shown at specific times? This obvi-
ously causes stress on your team and your resident, 
and potentially showcases the property in a negative 
light with prospects/agents. 

The other challenge (and more important one) is 
that many folks do not want to go view a property 
that is occupied. Fewer people viewing a property 
means less chance the property is going to receive 
applications. If the property is not leased while occu-
pied, the days on market pass 30 days. In a lot of 
cases, once a property is vacant more than 30 days, 
it may fall off of showing agents’ reports or become 
“stigmatized” as a bad property. Even after you 
perform the greatest make ready of all time, it will 
be difficult to get showings. Also, many people will 
want to negotiate with you because the property has 
been on the market longer.

CoNCLuSioN
There is no right answer as to when to list the 

property. Choose the one that best fits your pro-
cesses and fits the culture you created for your 
investor clients. Sometimes your clients will tell you 
what they want. It may not always be the best for 
you, but keeping clients happy and growing your 
business is always the most important. 

Pete Neubig, RMP®, is 
the Co-founder of Empire 
Industries Property Manage-
ment in Houston, Texas. 
Empire currently manages 
approximately 600 homes 
throughout the Houston 
area. Pete is the 2015 Past 
President of the NARPM® 
Houston Chapter and holds 
the designations of Texas 
Residential Property Manager 
(TRPM) and Texas Residential 
Leasing Specialist (TRLS), 
and has also served on the 
Property Management Com-
mittee for both the Houston 
and Texas Association of 
REALTORS®.  

My Client’s Property
When to List It?

By listing the 
property once it 
is rent ready, you 
remove a lot of the 
hassles you incur 
when the property is 
occupied. 
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Ti�any Rosenbaum  |  Owner

Rosenbaum Realty Group   

Gilbert, AZ  |  330 DOORS

POWERFULPOWERFUL

“Reporting is incredibly powerful and flexible 

with Propertyware®. It allows us to manage 

di�erent owners, and adjusts to each 

person’s business needs, including ours.”

To learn more about our business

building principles of profitability, 

go to propertyware.com

or call 1.855.976.9502.

PRINCIPLES FOR PROFITABILITY
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HEy, WHAT iS #NARPMSMART?
#NARPMSmart is the new initiative from our Professional Development Com-

mittee to encourage our Members to enroll in NARPM® designation and certifica-
tion programs. Designations and certifications prove NARPM® Members are serious 
about the residential property management profession, and the extra effort helps to 
generate more leads and bring in new clients.

Be on the lookout for #NARPMSmart articles, tips and testimonials in Residential 
Resource and online. Whenever your designations or certifications help to grow 
your business, put a message on social media with the hashtag #NARPMSmart – 
because with NARPM® designations and certifications, you are!

DouD REALTy SERviCES EMBRACES NARPM® EDuCATioN,  
SEES BuSiNESS GRoW

You don’t need to spell out to Lisa Doud, RMP®, the value of NARPM® designa-
tions. She’s doing just fine in that department. As the Owner of Doud Realty Ser-
vices in Portsmouth, Virginia, this NARPM® Member has attained her Residential 
Management Professional (RMP®) designation and now pursues her designation as 
a Master Property Manager (MPM®).

“I’m a firm believer that if you’re stagnant, you’re 
never learning,” said Lisa. “That’s why I believe the 
MPM®, in addition to my RMP®, will give me more 
prestige and people will take me more seriously.” 
Already, Lisa says her NARPM® designation helps 
her land clients as they prove she is trustworthy and 
knowledgeable about property management.

Now Lisa has encouraged the rest of her team to 
become NARPM® certified. Bookkeeper Priscilla 
Horner is working to be a Certified Residential Man-
agement Bookkeeper (CRMB), while Sjockiea Mann 
is attaining the status of Certified Maintenance Coor-
dinator (CMC). Finally, Jeanessa Killebrew will soon 

obtain her real estate license and will also pursue her RMP®.
Already, the Doud team understands the impact of designations and certifi-

cations. Priscilla says, “I take care of our accounting, accounts receivable, and 
payables. With my CRMB, clients will know I have that much more knowledge of 
what comes in and out of a business.”

What do all the abbreviations mean to Lisa Doud, RMP®? More clients, more 
revenue, and more success in 2017 and beyond. “A lot of times I go to a new client 
for a meeting and they’ll ask me, ‘What does your designation mean?’, said Doud. 
“Then, I explain the classes I took and the extra time I spent, so I could be a better 
Property Manager for them. It’s a strong pitch and has helped me grow my business.”

Lisa, like so many other Members who have attained designations or certifica-
tions, is #NARPMSmart. Look for the hashtag on social media content through 
2017, as we encourage more Members to register for classes. As Lisa says, “With 
designations, I am #NARPMSmart.”

Ready to join her? Visit www.narpm.org/education to begin your journey! 

Are you #NARPMSmart?

“We’re excited to launch 
#NARPMSmart because 
we know our educational 

programs 
generate 
huge value 
for our 
Members. 
We see 
time and 
again how a 

designation or certification 
at the end of a Member’s 
name impresses clients and 
leads to more business. In 
2017 and beyond, we want 
all Members to become 
#NARPMSmart.” ~    Shannon McLaughlin, MPM® 

RMP®, NARPM® Professional 
Development Chair 

To see how Lisa Doud, RMP®, became 
#NARPMSmart, view the video at  
https://www.narpm.org/education/ 
designations-and-certifications/ 
residential-management-professional/
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#NARPMSmart – Where do we stand as of December 2016?
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DESiGNATioNS & CERTiFiCATioNS
The power that comes with increased knowledge and confi-

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

NARPM® designations are earned with a combination of prop-
erty 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 Property 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 December 2016 

Professional Development Committee meeting:

MPM®

Bryan Jenkins, MPM® RMP®

RMP®

Amanda Frazier, RMP®

Lisa Goodman, RMP®

Linda P. Luna, RMP®

Craig Richey, RMP®

Kate Roth, RMP®

CSS®

Deborah Thornton, CSS®

_____________________________________
The Professional Development Committee  

now approves Designation Packets monthly.
•  Please submit your packet by the 15th of each month to be 

approved.
•  Deadline for the NARPM® National Convention in October is 

August 4, 2017.
_________________________________________

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

MPM® 
Candidates
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•  Have you ever been a defendant in a discrimination 
claim brought by one of your tenants or 
prospective tenants?

•  Has a tenant ever alleged that you have been in 
violation of H.U.D. regulations?

•  Have your tenants alleged personal injury 
motivated by discrimination?

•  Has a tenant ever alleged that you have been in 
violation of the Fair Credit Reporting Act?

•  Has a tenant filed suit for wrongful eviction?

Are you a  
property owner 
or property 
management 
company?

•  Claims brought by current tenants, former tenants,  
and prospective tenants

•  Claims brought by tenants alleging violations of the  
Fair Credit Reporting Act

•  U.S. H.U.D. claims (sublimit available)

Markel offers a comprehensive tenant 

discrimination policy which includes

protection against:

Contact your insurance professional to learn how Markel’s tenant 
discrimination insurance policy can help you mitigate these exposures.
 
markelcorp.com

If yes . . . then all roads lead to Markel!
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Why is it important that Property Managers 
understand and inform their clients of Fair Housing 
Rules and Regulations? As licensed real estate pro-
fessionals, we are bound by Fair Housing Laws. It 
is important to ensure that all clients are not only 
aware of this legal requirement, but are also advised 
of what the requirements are. There are potential 
issues that could arise from any application screening 
process, and it is imperative that strict policies and 
procedures are performed the same way with  
each applicant. 

The first step would be to have a policy and pro-
cedure manual that outlines the application process 
that your company has adopted. The initial step my 
company enforces is the pre-qualification credit 
check prior to any applicant viewing the property. 
This is performed to ensure that we are working 
with a qualified applicant that meets all of our 
credit criteria. Another reason that we implemented 
the pre-qualification process is to maintain time 
efficiency, and have the ability to know that the 
applicants meet at least the minimum credit criteria. 
During this initial process, we also determine if the 

applicant has any pets. We then allow our client to 
approve or deny the pet request prior to processing 
the pre-application. Once the pet is approved, and 
the credit is processed, we contact our client for 
credit approval in order to schedule a showing of 
the property. 

It is important during the credit approval process 
that you do not relay any information to your client 
that would be a violation of Fair Housing Laws. The 
two main questions I receive from my clients that 
would violate Fair Housing Laws are: (1) Does the 
applicant have any children?; (2) Is the applicant 
male or female? While it is our duty to provide our 
clients with the most information available, we are 
bound by these laws that protect individuals’ rights 

The Application Screening Process
Fair Housing 

Joe Levio, RMP® Candi-
date, is the Leasing Manager 
and Associate Broker at 
AHI Properties, in Pelham, 
Alabama. AHI Properties 
currently manages over 
700 properties in the Bir-
mingham, Huntsville, and 
Mobile markets. Joe has 
been in real estate for 13 
years, and in property man-
agement for more than 11 
years. He recently received 
his Military Relocation Pro-
fessional (MRP) certification 
which allows him to serve 
our current military and 
veterans with their housing 
needs. His co-workers refer 
to him as “The Face” of AHI 
Properties for his well-known 
performance and personality. 

to rent a property. These policies and procedures 
need to be followed in strict order, with every appli-
cant, and do not ever need to be omitted. Following 
step-by-step procedures helps ensure that every pro-
cedure is in compliance with Fair Housing Laws. 

I had a couple of company reviews that said that I 
personally acted like an ‘assembly line worker,’ with 
how I treat, process the application, and respond to 
applicants. This is an exact example of why following 
strict policies and procedures is imperative in the 
screening process. If I were ever to treat any appli-
cant differently than another, this would provide the 
applicant the opportunity to initiate a Fair Housing 
complaint against myself, personally, and my com-
pany. Personally, I consider the comments regarding 
being an ‘assembly line worker,’ as a compliment as 
it shows that I follow my company’s policy and pro-
cedures as it pertains to the application process and 
that I treat all applicants equally. 

Non-compliance with Fair Housing Laws can 
potentially ruin a company, or REALTOR®’s liveli-
hood as a real estate professional, and can be quite 
costly. Once a Fair Housing complaint is filed against 

you, HUD will contact you to determine the validity 
of the complaint. You may often hear people discuss 
HUD and their appearance at a real estate office. 
If this were to happen to you or your company, call 
your lawyer, and get out your checkbook because 
when the audit of your files is performed, HUD will 
conduct a thorough investigation of your company’s 
files and records. Civil penalties can be levied from 
$6,000 to $100,000 or more, in addition to punitive 
and non-economic damages.1

Additionally, you or your company will have a 
time duration of loss production, and the possibility 
of you and/or your company’s license suspended or 
revoked. To finalize their efforts of making sure it is

Continued on page 21 “Fair” 

it is important during the credit approval process  
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•  Claims brought by tenants alleging violations of the  
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discrimination insurance policy can help you mitigate these exposures.
 
markelcorp.com

If yes . . . then all roads lead to Markel!
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NARPM®’s vision is to be the recognized leader 
in residential property management. In order to do 
that, we need to let the public and the lawmakers 
know that we exist. On the federal level, we do 
this annually by sponsoring a “Day on the Hill” in 
Washington, DC. During that time, attendees meet 
with members of the House and Senate to introduce 
them to NARPM® and to discuss hot topics that affect 
our industry. In the past, those topics have included 
Protecting Tenants at Foreclosure, Assistance Animals, 
and Disparate Impact. In addition to the members 
of the House and Senate, attendees also meet with 
representatives of certain regulatory agencies, such as 
Housing and Urban Development (HUD). 

NARPM® would like to see our sphere of influence 
spread by reaching lawmakers at the local level. One 
way to do this is for local Chapters to sponsor a “Day 
on the Hill” at their State Capitol. There are various 
ways to make an event like this successful and each 
State Capitol will provide varying protocols. I want 
to encourage each Chapter to plan an event in 2017 
that will help introduce NARPM® to the lawmakers 
in your State and help us achieve our vision of being 
the recognized leader in residential property manage-
ment. Even if you have no experience, I am certain 
you can plan a successful event and your Govern-
mental Affairs Committee is here to help along the 
way.

Steps to plan a successful Day on the Hill:
•  Form a Committee to help with the planning.
•  Determine what issues you would like to discuss 

with lawmakers (limit of two to four items).
•  Schedule a day to hold the event.
•  Invite NARPM® Members to participate.
•  Select the lawmakers with whom you wish to meet 

that day. Select those who serve the district in 
which your attendees live and those who serve on 
Committees that affect our industry.

•  Schedule meetings with the legislative members 
you have chosen.

•  Prepare a leave-behind or brochure that introduces 
NARPM® to leave with the representative that you 
meet.
There are various ways to hold your meetings. 

Each year, when we go to Washington, DC, we have 
meetings with each representative individually. There 
are no more than five in the group. You can do this 
at the local level, as well. Another option is to reserve 
a room at the State Capitol and invite the legislative 

LEgISLATIVE Scoop

Day on the Hill

KEEPING ouR MEMbERS CuRRENT oN ThE NE WEST INDuSTRy l AWS AND PolIC IES NAT IoNWIDE

members to meet your group in that room. If you elect 
this route, plan to have refreshments to serve to them. 

There are pros and cons to each way to hold your 
event. With the individual meetings, you are able to 
have more one-on-one time with the representative, 
which allows you to build a more meaningful relation-
ship. However, it also means that your group is running 
around trying to be on time to each meeting. Having a 
meeting room is nice because there is only one place 
for everyone to meet, however, it may be more difficult 
to make that meaningful connection with representa-
tives. You also have to be careful that the group is not 
spending most of their time socializing with each other 
versus conversing with the guests.

Another way to have an effective legislative event is 
to simply sponsor a dinner in which a small group of 
NARPM® Members, along with a small group of select 
legislators, meet for dinner. The small, intimate set-
ting is a great way to start building those meaningful 
relationships.

No matter which way your Chapter chooses to 
host an event, it is important that you follow up with 
those with whom you met by writing a personal note 
or sending an email. Remind them who NARPM® is 
and offer to be available should they have questions or 
issues that pertain to the residential property manage-
ment industry. The first goal of meeting with your local 
legislatures is to introduce them to the wonderful world 
of NARPM®. We’ve drank the NARPM® Kool-Aid – now 
it is time we share it!

Now let us talk about money. Did you know that 
NARPM® offers Legislative Grants of up to $500 for 
each Chapter to help cover the cost of your legisla-
tive event? That’s right – $500!!! Just for holding 
a legislative event and applying for the grant, your 
Chapter would also qualify for more points towards 
Chapter Excellence! So what would your Chapter use 
the money for, you ask? Let me give you just a few 
ideas: (1) If your Members do not live close to your 
State Capitol, your Chapter can rent a van or bus to 
transport the group. Have you ever been on a party 
bus? You can make this fun if you want! (2) Renting a 
meeting room. (3) Paying for refreshments. (4) Paying 
for dinner, if that is the route your Committee takes.

So what are you waiting for? Let’s get busy planning 
for all those “Day on the Hill” events and we can start 
our own movement – protecting the residential property 
management industry! See page 21 about this year’s 
Day on the Hill in Washington, DC.  

Kristi Malcom, RMP®, 
is the President/Broker of 
New Hope Realty and PMI 
NW Atlanta, located in the 
suburbs of Atlanta, Georgia. 
Kristi has been in the real 
estate/property management 
industry since 1990 and pur-
chased an existing property 
management company in 
January 2015. She is active 
in her local Board of REAL-
TORS®, the NARPM® Atlanta 
Chapter, and her church. 
Kristi was awarded her RMP® 
designation at the 2016 
NARPM® National Conven-
tion, where she was also the 
first recipient of the Darryl 
Kazen Memorial Scholarship. 
Kristi and her husband of 25 
years are from the Atlanta 
area, where they raised two 
children and now have one 
grandson. Kristi is proud that 
her husband and daughter 
have joined in the property 
management business, 
making this truly a family 
business.

i want to encourage 
each Chapter to 
plan an event in 
2017 that will help 
introduce NARPM® 
to the lawmakers 
in your State and 
help us achieve our 
vision of being the 
recognized leader in 
residential property 
management. 
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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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TECHNOLOgY Matters
ShEDDING SoME lIGhT oN ThE MANy MySTERIES oF ouR FAST-PACED hIGh-TECh WoRlD

In our previous discussion, we examined the history 
of charge cards and how they are processed. Now 
you understand the mechanics of how rent payments 
can be made electronically to eliminate the physical 
handling of cash and paper checks. The next step is 
to obtain a merchant account to handle the Electronic 
Funds Transfer (EFT) process. Let’s examine the con-
siderations in setting up an EFT merchant account.

PRoCESSoR/ACquiRER vS. iSo/MSP
An important step on this journey is to select a Mer-

chant Processor. Generally, a processor or acquirer will 
specialize in either bank draft (Automated Clearing 
House – ACH) or credit/debit card transactions.

An Independent Sales Organization (ISO) will often 
represent multiple processors providing a one-stop 
shopping experience for you. An ISO is an organiza-
tion or individual that is not an Interchange member 
(a Visa or MasterCard member bank), but is registered 
and authorized by an Interchange member to act as 
a third-party service provider. The term originated 
with Visa, although you may see the term Member (or 
MasterCard) Service Provider (MSP) which is used by 
MasterCard. An ISO/MSP must display the name of 
their sponsor bank in their marketing materials and on 
their website. A typically disclosure looks like: “Van-
tage is a registered ISO/MSP of Wells Fargo Bank,  
… and is located at …”

The top four U. S. acquirers (First Data, Vantiv, 
Chase, and Bank of America) handle over 70% of the 
credit card transaction dollars. You might think that 
dealing directly with the acquirer will save you money 
by cutting out the middle man (ISO/MSP). This may 
be true if you have high transaction volumes, but in 
most cases the increased flexibility and wider variety 
of services provided by an ISO/MSP make them a 
better choice for a Property Manager.

SELECTioN oF AN EFT PRoCESSoR
Whether you are considering an acquirer or ISO/

MSP, there are a number of considerations in selecting 
your EFT processor:
Pricing model – Two approaches dominate: tiered or 
bundled and interchange plus.

•  Tiered or bundled pricing is the most common 

plan in which transactions are classified as quali-
fied, mid-qualified and non-qualified; since rent 
payments are typically card-not-present, they 
seldom qualify for the lowest-rate category; most 
reward and purchase cards are non-qualified 
resulting in the highest rate.

•  Interchange plus pricing is the most transparent 
plan in which the merchant processor adds 
a fixed markup to standardized interchange 
(wholesale) fees; your statements are more com-
plex, but you will have a better understanding of 
your costs if you analyze the reports.

Fees – Understand the various fees charged by the 
merchant processor.

•  Transaction – Typically, there is a per-transaction 
fee of ten to twenty-five cents and a percentage of 
the dollar amount, depending on the pricing model 
(tiered or interchange plus) of two to three percent.

•  Batch – A small fee (10 to 30 cents) for each 
group of submitted transactions; negligible 
amount since there are typically only one or two 
batches each day.

•  Minimum – A floor on the amount of total trans-
action fees each month.

•  Statement – Monthly fee charged for reporting or 
account maintenance.

•  PCI – Monthly or annual fee paid to the Payment 
Card Industry either as a fine for not being com-
pliant or to subsidize the cost of the merchant 
processor’s compliance efforts.

•  Application – Initial fee for processing your appli-
cation and conducting the underwriting process

•  Early Termination – Fee to discourage you from 
breaking the contract.

•  Gateway – Monthly fee associated with providing 
a connection with your website portal or property 
management software.

•  NSF – Fee if there is non-sufficient funds in your 
bank account to cover your account fees.

•  Chargeback – Fee each time a tenant challenges 
an EFT transaction.

Customer assistance – Look for 24/7 live trained 
domestic support people; you want to immediately 
resolve the tenant claiming they made payment on 
the fifth day of the month.

Paying the Rent – Part Four

Michael Mino is President 
and CEO of PropertyBoss 
Solutions, a provider of prop-
erty management software. 
A serial entrepreneur, he has 
started a number of software 
technology firms and became 
a landlord in 1977 when 
he purchased his first rental 
units. PropertyBoss Solu-
tions is a NARPM® Affiliate 
Member, based in Greenville, 
South Carolina. For more 
information about Michael or 
PropertyBoss Solutions, visit 
www.propertyboss.com or 
call Michael at 864.297.7661 
x26.
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Funding time – Time from submitting the transac-
tion to money in your bank account, typically one to 
three days; instant funding means you are loaned the 
money, longer timeframes result from the processor 
holding your money.
Contract length – Avoid long-term agreements; one 
year or less is best for the first engagement.
Compliance/Fraud – Is the processor PCI-Compliant?; 
Do they help you be compliant?; What fraud protec-
tion services are available?
Reputation/Longevity – How long has the processor 
been in business? Can they provide references of 
other clients, preferably other Property Managers?; 
Do they have experience in our industry?
Underwriting – The margins on EFT transactions are 
very thin, prompting the processor to carefully vet 
applicants prior to issuing a merchant account; Find 
out what and how stringent these requirements are; 
How quickly can you expect to be approved?
Compatibility – Does the processor have a relation-
ship or gateway to your property management soft-
ware vendor?; Ask your software vendor for recom-
mendations.

uNDERWRiTiNG
Although it was more than a decade ago, I still 

remember the pain from my first experience with the 
arduous underwriting process. I provided bank state-
ments, tax returns, financial statements, copy of our 
business license, etc. It was multiple weeks of requests 
for just a few more documents. Why were they put-
ting us through all of this scrutiny? What I learned was 
that, since we were paid in advance for a service (e.g. 

rent is due in advance), the EFT processor was acting 
as an intermediary in the extension of a line of credit. 
If we did not deliver the goods, the processor would 
be responsible for refunding the payment. What if we 
disappeared or did not have the funds?

Many processors have significantly streamlined 
their underwriting with some reviews completed in a 
few hours. What are the risk factors reviewed by the 
underwriter?

•  Merchant type – A rent payment is less likely to 
be disputed than an auto repair disbursement; 
however, rent is a relatively high transaction 
amount.

•  Card acceptance method – Most rent payments 
are card-not-present which are higher risk than 
swiped or read-card transactions; the business 
model is more carefully reviewed for card-not-
present merchant accounts.

•  Delivery method – rentals are categorized as 
future delivery (e.g. gym membership) with a 
higher risk of the service not provided.

•  Credit history – A credit report is reviewed for 
verification of identity, as well as credit criteria

•  Capital/collateral – How well capitalized is 
your business?; Are there cash reserves or other 
assets?

An account is typically approved subject to certain 
parameters:

•  Processing volume – Maximum monthly total 
dollar amount of EFT transactions.

•  Ticket limit – Maximum dollar amount of any 
individual EFT transaction.

•  Reserve – Funds held as collateral; may be 
returned after some experience period.

•  Deposit delay – Processor holds your deposit for 
additional days for higher risk accounts.

The identity of each merchant account applicant 
must be verified (government-issued ID) as required 
by Section 326 of the USA PATRIOT Act of 2001. 
All processors require two-way access to your 
bank account so they can deposit funds into your 
account and also withdraw them in the event of a 
charge back.

iN SuMMARy
You now have some perspective on navigating the 

process of establishing a merchant account. In part 5 
we will examine the risk factors in accepting EFT pay-
ments and how to minimize your exposure.

Please share your experiences with us for inclusion 
in this continuing discussion. 

Scan this code with 
your smartphone 
to access additional 
resources.

An important step 
on this journey is to 
select a Merchant 
Processor. Generally, 
a processor or 
acquirer will 
specialize in either 
bank draft (ACH) or 
credit/debit card 
transactions.
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Relax…

NTN makes life easy!
Take a swing at expenses

Contact NTN today to sign up  
for your NTN SecureManage® account!

800-228-0989  |  ntn@ntnonline.com  |  www.ntnonline.com

®

with NTN SecureManage,® a property management program
provided free of charge to National Tenant Network subscribers.

• Fully integrated NTN screening

• Resident, Owner and Property databases

• Owner and Resident Portals

• Ability to manage work orders

• Online Invoicing and Rent Payment

And much more!
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known that Fair Housing Laws were violated, in some States the 
Real Estate Commission will announce your name, your company’s 
name, and the violation in their monthly newsletter. 

As Property Managers, we must be aware that even when we 
may not be “purposely” or “intentionally” violating any law, we will 
still be held to a higher standard as a licensed professional. In 2011, 
there were 27,092 complaints of housing discrimination and 65 % 
of those complaints were investigated by private Fair Housing  

Continued from page 13 “Fair” 

NARPM® DAy  
oN THE HiLL

MAy 15-16, 2017 
WASHiNGToN, DC

Make contacts with key Members of Congress and 
their staffs on Residential Housing issues, such as 

criminal background checks, certifying standards for 
Service Animals, and ADA reform.  

*Additional information will be forthcoming.

Save 
the 
Date!

organizations. The basis of Fair Housing complaints typically involve 
race, disability, familial status, sex, national origin, color, religion, 
etc. One of the highest complaints recorded was that regarding dis-
ability with a high of 46.5 % complaints made nationwide.2

The most difficult thing to do as a Property Manager is to know 
when to terminate a relationship with a client who has asked you 
to violate Fair Housing Laws on their behalf. In this case, it is only 
in your, your company’s, and potentially your clients’ best interest, 
to terminate the listing agreement with your client immediately. 
While this may affect the company inventory list, the income from 
a single property will not exceed the cost and liabilities from a 
HUD violation. 

In conclusion, an outline in your application policies and proce-
dures manual will drastically decrease the amount of Fair Housing 
complaint possibilities that may be received against you or your 
company. After knowing and understanding the severity of HUD 
complaints and violations, a good Property Manager would be wise 
to perform like an ‘assembly line worker.’ 

1  Laurence Jankelow, Chapter 3: Penalties for Fair Housing Violations, 
https://www.rentalutions.com/education/guides/fair-housing-laws/
penalties-for-fair-housing-violations/

2  National Fair Housing Alliance (NFHA), Fair Housing in a Changing 
Nation, 2012.
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received from renting a property.
So, let’s say an owner makes $12,000 gross 

rents. We can automatically reduce that amount 
by the $2,545, used in the example above, which 
brings us down to $9,455. Then, we have property 
taxes, mortgage interest, HOA fees, management 
expenses, maintenance, etc., reducing taxable net 
income to a very low amount and in most cases 
to zero. Under ideal conditions, the gross rental 
income will cover all of the carrying costs of the 
property. So ask your owner, “Where else can you 
make $12,000 cash tax free?” Your owner is using 
tax-free money to cover the expenses of an appre-
ciating asset – that is a very sound basis for holding 
onto a property instead of selling low.

Even if the rental income doesn’t cover all of 
the expenses (which is another reason some just 
want to unload a property), it may be possible to 
make up that loss if the home’s value rises before 
they sell it. Using the same $100,000 example, 
let’s say that the expenses are $1,000 more a year 

than are collected. Over five years, the owner will 
lose $5,000. But in five years, even if the property 
appreciates at 3% per year, the property value will 
be $115,000, which covers the annual rental losses. 
So again, a person who is just looking at the dol-
lars will see it makes perfect sense to hang on to a 
property as opposed to losing money by selling it 
now. There are some good forecasting models out 
there that can help a person predict, to a reason-
able degree, the financial impact of selling now or 
renting and selling in the future. NARPM® is cur-
rently working with Buildium to provide a Rent vs. 
Sell calulator and we will announce it’s location 
and instructions for use on the NARPM® website 
upon completion.

Since we are talking about appreciation, let’s 

As a Property Manager, these are probably not the 
words you want to hear from your owners. You 
want an owner to rent out a property using your 
company for as long as possible. However, there 
has been a wave of recent owners considering if 
they should sell their rental properties, even if they 
have to reduce the asking price to attract buyers. 
How will you respond to that question when they 
ask you?

Everyone has different motives for selling. If you 
are dealing with an owner who is just tired of being 
a landlord, well, there is nothing you can really do 
or say to talk them out of this. Ditto for someone 
who is cash strapped and needs to sell the property 
fast for access to liquid cash.

However, what about owners who are on the 
fence because in their mind, selling now, even at a 
reduced price seems to make more financial sense 
to them? This is the type of owner with whom you 
can reason and, hopefully, continue to keep as a 
client. 

Does your owner know that when you rent a 
home instead of selling, you get to depreciate it for 
tax purposes? In most cases, you divide the amount 
you paid for the house, plus the cost of major 
improvements (less the value of the land) by 27.5 
years. This is how many years the tax law says a 
house must be depreciated to arrive at your annual 
depreciation.

For Example, if you paid $100,000 for the house 
and the land value is $30,000 then the formula 
would look like this: ($100,000-$30,000=$70,000. 
$70,000/27.5 = $2,545 annual tax deprecia-
tion). Therefore, each year $2,545 of gross rental 
income is tax free in this example. This, along with 
all expenses related to the rental property, usu-
ally drastically reduces the taxable cash income 

When Your Owner Asks
Should I Sell It or Rent It?

Richard Hart, EA, 
CAA, earned a Degree in 
Accounting and has since 
acquired experience putting 
his knowledge to work in the 
construction, manufacturing, 
service, restaurant, banking, 
and real estate industries 
for more than 13 years. 
In 2006, Richard opened 
his own practice, Hart & 
Associates Tax Consulting 
and Preparation Services, to 
specialize in tax accounting 
and has earned the creden-
tials of Enrolled Agent and 
Certified Acceptance Agent 
with the Internal Revenue 
Service. Hart & Associates 
now has offices in Las Vegas, 
Nevada; Manhattan, New 
York; and Beverly Hills, Cali-
fornia. Richard has effectively 
helped hundreds of clients 
to successfully navigate U.S. 
tax law and preserve their 
wealth. Hart & Associates is 
a NARPM® Affiliate Member.

your owner is using tax-free money to cover the expenses of 
an appreciating asset – that is a very sound basis for holding 

onto a property instead of selling low.
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briefly summarize the positive things one can do 
with an appreciated property. The first thing to 
remember is that under current tax law, which may 
change under the Trump administration, long term 
capital gains is 15%. So as long as an owner has 
had the property longer than a year, any capital 
gain will only be taxed at 15%, not the higher 
ordinary income tax rate. So, for ease of calcula-
tion, if a person turns a $100,000 net profit, they 
would only pay $15,000 in Federal taxes, instead 
of $20,000+ in taxes. This is assuming the person 
is in a high tax bracket, into which most individuals 
who can afford an investment property usually fall. 
Obviously, if the property is in a State that taxes 
income, the State income tax rate would also have 
to be taken into account.

Another great feature of property appreciation is 
that you can use it for leverage to finance another 
investment property. Good investment properties 
can generate the kind of compound tax-deferred 
growth investors dream about. So, imagine for 
argument’s sake that you have a property that has 
appreciated 20% in five years. The appreciation 
is not taxed until the property is sold. However, 
one can tap into that appreciation by taking out a 
second mortgage or refinancing the property with 
a bigger first mortgage. The cash can then be used 
to put a down payment on another investment 

property. The beauty of this is that the cash out will 
be tax free, and the interest payments on the refi-
nance will be tax deductible against the gross rental 
income of the investment properties. 

On a final note, when it comes to the sale of 
an investment property, there are many other tax 
deferral strategies of which you can take advantage, 
such as a 1031 Exchange or an Installment Sale. 
Under Section 1031 of the United States Internal 
Revenue Code (26 U.S.C. § 1031), a taxpayer may 
defer recognition of capital gains and related Fed-
eral income tax liability on the exchange of certain 
types of property. An Installment Sale is a sale of 
property where you’ll receive at least one pay-
ment after the tax year in which the sale occurs. 
However, those transactions are quite complex 
and should only be considered with the advice of a 
qualified tax accountant, as each person’s situation 
is truly unique. 

The bottom line is that you want to manage as 
many properties as possible. Sometimes it makes 
sense for an owner to sell, but other times the 
owner is just emotionally frustrated or perhaps 
does not see the benefits of holding onto the prop-
erty. By being subjective, showing the pros and 
cons – guiding your owner to think it through, you 
just might convince them to keep the property 
after all. 

if you are dealing 
with an owner who 
is just tired of being 
a landlord, well, 
there is nothing you 
can really do or say 
to talk them out of 
this. 

checks
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Eric Bessett, RMP®, 
MPM® Candidate, is the 
Owner of Madison Real 
Estate and Property Man-
agement, Inc. in Spokane, 
Washington. He served as 
the President of the Inland 
Northwest Chapter, in Wash-
ington State, from 2013 to 
2016. He has also served 
as the local Governmental 
Affairs Chair for his Chapter 
and served on several Com-
mittees for the Spokane 
Association of REALTORS®. 
Eric is currently the Resi-
dential Resource Chair on 
the NARPM® National Com-
munications Committee. Eric 
earned his education degree 
from Eastern Washington 
University, was an instructor 
at a local vocational college 
and enjoys teaching, espe-
cially on business-related 
topics. In addition to run-
ning his business, he enjoys 
spending time with his wife 
and two kids, staying active 
in politics and reading any-
thing that might improve his 
business.

CHAPTER Spotlight
ShEDDING SoME lIGhT oN ThE E xCEllENT NARPM® ChAPTERS ACRoSS ThE uNITED STATES

Inland Northwest Chapter 

annual real estate event in our area! Lastly, we 
recruited more Members to serve the Chapter and are 
excited to see the next generation of leaders develop!

THE PRESENT
Ned Brandenberger, 2017 Chapter President

Ned Brandenberger is taking the helm as our new 
President. His amazing attitude, solid business sense 
and fun demeanor will mean great things moving 
forward. Ned’s proven leadership will take our 
Chapter to the next level. Joel Tampien is our new 
Treasurer. His military background and solid business 
acumen has helped his family’s fledgling business 
already become a powerhouse in the Spokane, Was-
ington market. That same approach will serve the 
Chapter well to keep us on solid financial footing. 
Jeannette Gordon took over as our Secretary this 
year. Her passion for NARPM® and our Chapter is 
tremendous. As if that wasn’t enough, she is also our 
Technology and Governmental Affairs Chair.

THE FuTuRE 
Ned Brandenberger; 2017 Chapter President

The New Year gave us a good opportunity to 
make resolutions and set goals for the coming year. 
Though my personal resolutions may be similar 
to others (spend time with family, work out, eat 
healthy), my resolution for our Chapter may surprise 
you. My resolution for the Chapter was to keep 
doing what we’re doing! Just do more of it and get 
better at doing it. 

We will work hard to bring in dynamic speakers 
and provide continuing education credit classes to 
our Members. Also, this November we are hosting 
an official NARPM® credit hour education class. We 
will continue to have fun Chapter social events. The 
3rd Annual “Summer at Sandpoint” event in June 
is still on course and we would love to see some of 
our NARPM® brothers and sisters from other Chap-
ters and Regions attend this year! We will continue 
to develop Chapter Leaders and grow the Chapter. 
Last, but not least, we will raise even more money 
this year for a deserving local charity!

My goals for our Chapter are real and achiev-
able. It is up to us, the present Board of the Inland 
Northwest Chapter of NARPM®, to build on the 
momentum of the past year. And this is already 
shaping up to be a great year! 

THE PAST 
Eric Bessett, MPM® RMP®, 2013-2016 Chapter President

The Inland Northwest Chapter of NARPM® was 
formed in 2003 by Maria Trunkenbolz, RMP®, and 
founding Members Rawley Harrison, Helen Har-
rison, Marshall Gates, Bev Gates, and Marie Swi-
gard. These amazing individuals built a foundation 
that continues to serve us well to this day. Maria 
served as our first President and tirelessly guided the 
Chapter through 2012. I joined NARPM® in 2008 
and quickly saw the benefits of this amazing organi-
zation. I was in awe of the amazing Property Man-
agers that surrounded me at the time and I am now 
honored to be able to call them friends.

By January of 2013, I was at the helm of the 
Chapter. Maria, Rawley, and many others in our 
growing Chapter encouraged and mentored me 
throughout my tenure as President. Rawley would 
often take me to lunch to share his thoughts on 
how to make the Chapter better, as well as give me 
insights to be a better leader. Maria would send texts 
and e-mails at all times of the day and night to help 
keep me on track and make sure I had everything I 
needed. Our Inland Northwest Chapter of NARPM® 
was always on her mind and her efforts, encourage-
ment, and guidance were instrumental in helping 
us to grow and thrive. I couldn’t imagine ending my 
term as President without acknowledging the indi-
viduals who built the foundation of our Chapter to 
be Engineered for Success!

This past year has been busy for our Chapter. We 
have brought in a great lineup of speakers and held 
Betty Fletcher’s, MPM® RMP®, “Cover Your Assets” 
class, which brought in more than 40 attendees. This 
is a huge number for our small, developing Chapter. 
The Chapter had three incredibly fun social events:  
1) Taco Thursday at a Member’s beautiful home 
on Spokane’s South Hill; 2) Held our 2nd Annual 
“Summer at Sandpoint, Idaho” event in June and; 
3) had a blast at our Annual Christmas Dinner and 
Charity Fundraiser. Speaking of the Charity Fund-
raiser, we collected $3,500 dollars for a local charity 
that helps foster kids transition into living on their 
own as they age-out of the foster care system. Not 
bad for a Chapter with less than 30 Members! We 
also increased our visibility to the entire local real 
estate and business community by sponsoring and 
manning a table at the largest and most attended 

We will work hard 
to bring in dynamic 
speakers and 
provide continuing 
education credit 
classes to our 
Members. Also, this 
November we are 
hosting an official 
NARPM® credit hour 
education class. 
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ORLANDO

NARPM® 2017 
Annual Convention 

and Trade Show
October 18 - 20, 2017

Rosen Shingle Creek • Orlando, Florida
Education classes are on October 16 & 17

Pre-Convention activities begin October 17

TM

REGISTER AT 
http://www.narpmconvention.com/register/
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One of my favorite things to listen to when passing 
time (driving, working out or just relaxing) is the TED 
Radio Hour podcasts. I love them! TED is a nonprofit 
devoted to spreading ideas, usually in the form of 
short, powerful talks. TED began in 1984 as a confer-
ence where Technology, Entertainment and Design 
converged, and today covers almost all topics, from 
science to business to global issues, in more than 100 
languages. Through a recent podcast, I discovered a 
TED Original book called Beyond Measure by Mar-
garet Heffernan. The focus is the big impact of small 
changes. This focus dovetails nicely into our 2017 
NARPM® theme, Engineered for Your Success. In the 
field of engineering, even the slightest adjustment can 
make a big difference. So often, we think we need to 
make a big splash to alter the direction of things. 

A small change was made with the Northwest 
Region Ambassadors. Last year, I had an awesome 
support team with Leeann Ghiglione, MPM® RMP®, 
and Melissa Sharone, RMP®, as part of the North-
west Leadership Team. Both Leeann and Melissa 

were there whenever I needed them and they were 
fully committed to making the Northwest Region the 
best in NARPM®. I very much appreciated all their 
support. This year, to provide opportunity for other 
Members, Steve Williams, RMP®, has joined Melissa 
on the Northwest Region Leadership Team. Both 
attended the Leadership Training in St. Louis last 
November and have hit the ground running in 2017!

Last year, we were sad to say goodbye to the 
Northwest Counties Chapter. After many years of 
being a thriving Chapter, they found the enthusiasm 
and Member involvement had waned and felt it 
was time to deactivate the Chapter. The continuing 
Members will have the opportunity to visit the 
Greater Snohomish County Chapter or get involved 
in the newly formed Washington State Chapter-In-
Formation (CIF).

One big change we have made in the Northwest 
Region is the start of the Washington State CIF, 
headed up by Chrysztyna Perry, MPM® RMP®, as 
President. Chrysztyna is joined by an active and 
enthusiastic group of leaders to round out the 
Board of Directors. The initial emphasis for the 
Washington State Chapter is two part. The first will 
be to spearhead the momentum to get the North-
west Conference planning started. Our goal is to 
make the Conference content-rich, convenient, 
and affordable for those Members who are unable 
to attend the NARPM® National Convention, while 
still providing the education and networking oppor-
tunities we all know and love about NARPM®. The 
second focus is to reignite the spark of our Mem-
bers to participate in the Washington State Legisla-
tive activity. Each year many local residential rental 
industry groups head to Olympia, the Washington 
State Capitol, for Day on the Hill. The goal of the 
new Washington State CIF is to increase NARPM® 
activity in this very important movement.

Another change that has made a big impact is the 
local partnerships we have with other local property 
management organizations. Each year, the Greater 
Portland Chapter works closely with Multifamily 
NW by participating in their annual Convention 
and Trade Show. Greater Snohomish County, King 
County, Pierce County, Southwest Counties, and 
Kitsap County Chapters are taking steps to work 
more closely with the Rental Housing Association 
of Greater Seattle. The Greater Montana Chapter 
continues their efforts to work with local Housing 
Authorities. These are great partnerships to help 
increase their memberships, as well as expand their 
Chapter meeting speaker content! In 2017, the 
Washington State CIF plans to have a vendor booth 
at TRENDS, one of the leading Property Manage-
ment symposiums in the Northwest. 

CoNNECTING ThE E xPANDING NARPM® MEMbERShIP oNE REGIoN AT A T IME

REgIONAL Communications

The RVP* Bulletin

Another change that has made a big impact is the  
local partnerships we have with other local property  

management organizations. 

Kellie Tollifson, MPM® 
RMP®, has been in the 
property management busi-
ness since 1996, first as 
a landlord managing her 
own investment properties; 
and then soon after, as an 
Owner of T-Square Proper-
ties, which now manages 
over 400 properties and 40 
Homeowner Associations. 
Kellie is the Vice President 
of Operations and oversees 
all of the day-to-day activi-
ties of the business located 
in Woodinville, Washington, 
outside of Seattle. Kellie 
holds a Bachelor’s Degree 
in Behavioral Science from 
San Jose State University 
and is a Past President of 
the King County NARPM® 
Chapter. She has served on 
several NARPM® Commit-
tees, including Finance and 
National Convention. Kellie 
also served for two years, 
as the NARPM® National 
Member Services Committee 
Chair.

* Did you know that RvP 
stands for Regional vice 
President? Each RvP 
represents one of our 
Regions and they are 
elected to oversee the 
work of NARPM®.  
See page 27 for the 
2017 RvPs.
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Northwest: Kellie Tollifson, MPM® RMP®

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

Pacific: Tim Wehner, MPM® RMP®

California.

Pacific Islands: Tim Wehner, MPM® RMP®

Hawaii.

Southwest: Mike Mumford, MPM® RMP®

Nevada, Utah, Arizona, Colorado, New Mexico.

Central: Greg Doering, MPM® RMP®

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

Atlantic: Scott Abernathy, 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: Joel Elliott, 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

2017

WE BETyou’ll want to attend this event if you are a Designated Broker, Company 
Owner, or major decision maker for your company.  •  Find details, hotel reservation info,  
Education class registration, and Event registration at www.narpmbrokerowner.org

March 20-22, 2017 (Education classes are March 23)  
Trade Fair opens March 21 at Lunch 

The Mirage Hotel and Casino in Fabulous Las Vegas

TM

2017 BROKER/OWNER RETREAT 
AND TRADE FAIR
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iNSuRANCE
Acuity Insurance
Arcana Insurance  
  Services, LP 
Battleground  
  Commercial Insurance 
DFI – DiGerolamo Family  
  Insurance Services, LLC
Markel Corporation 
Mobile Insurance Agency
Preferred Property  
  Program, Inc.
SEB Legal, LLC 
Trane
Travelers

iNTERNET TooLS/ 
MARKETiNG
Centriq Technology
Cmobo, Inc.
Community Buying Group
CoStar Group 
COZY
FastHomeSolutions.com 
Fourandhalf.com
Geek Real Estate  
  Marketing 
Homes.com
HomeTownRent.com
Planet Synergy, Inc.
Pointwide.com
Power Testimonial 
Property Management, Inc.
Providence Management  
  & Investments
RentalSource.com
Rentler 
Rentometer, Inc.
RentPath 
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
Smith Knowles, P.C.
The Gardner Law Firm
U S Collections West, Inc.

MAiNTENANCE
Anderson Group  
  International 
ASONS
Bio-One Charlotte 
Brummell Enterprises  
  Maintenance 

Complete Climate  
  Control, Inc.
Cool White Roofing 
Cornerstone Chem-Dry
Environmental Protective  
  Solutions 
Excel Repair Management 
Fidelity National Home  
  Warranty
FilterEasy, Inc.
First Class Painting, Inc. 
FloorCraft
Floor Interior Services  
  Corp.
Garage Door Medics 
Good Affordable Roofing  
  Services, LLC
Groutsmith of  
  Treasure Coast
House of Floors, Inc. 
Hy-Tech Property Services 
Infrared Testing, Inc. 
Keepe Up, LLC 
KYS Construction, LLC
Lonestar Locks
Lowe’s Pro Services
McCarthy Roofing, Inc. 
Mr. Rekey Locksmith  
  Services
Munoz Building  
  Maintenenance 
On The Level  
  Cabinet Installation 
Orkin, Inc.
Property Doctor 
Propertyware, Inc.
Queenaire  
  Technologies, Inc.
RECON Atlanta 
Roof Brokers, Inc.
Scenic View Landscape 
Servpro of Bedford Park/ 
  Burbank
SuperTenders, Inc.

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.

BANKiNG AND  
FiNANCiAL
American IRA, LLC
AssetAvenue 
Cherry Creek  
  Mortgage Co., Inc. 
Eaglebank
Foundation Bank 
IRA Innovations
Seacoast Commerce Bank
Sunwest Trust, Inc.

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
Bank Shot, Inc. 
Belfor Property  
  Restoration
Boyles Moak  
  Insurance Services 
American IRA, LLC 
Carrington Property  
  Services
Centex House Leveling
Citizen Home Solutions 
Coastline Environmental  
  Solutions, Inc. 
Crown Investor  
  Institute, LLC 
CSE Insurance
Dish For All, Inc. 
Edge 2 Edge Roofing 
Elite Roofing
Equifax
EZ Repair Hotline, LLC
First American Home  
  Buyers Protection
Grace Property  
  Management
Green River Capital, LLC 
Hart and Associates
Hire Smart VAs 
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. 
MBM Group 
MFS Supply, LLC 
MTC, LLC 
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
Speights & Worrich  
  Law Firm 
Strategy Property  
  Management 
Sunrise Family of  
  Companies 
TaskEasy, Inc.
Technest.la, Inc. 
The Property  
  Management Coach 
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

Buildium
Chapps Inspector
eRentPay
eRentPayment
FuseOn Connections 
Grand Terra, LLC 
Happy Inspector, Inc.
HERO PM
Homee, LLC
HousingManager.com
Knock Rentals 
LeadSimple
Palace 
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. 
ShowMojo, LLC
Simple Inspector
TenantSync 
TReXGlobal.com
TruLandlord, Inc. 
Updater

Wegowise, Inc. 
Yardi Systems
zInspector

TENANT SCREENiNG
ACRAnet
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.

One of the many benefits of  
being a NARPM® Member is  
access to industry-specific  

companies that may bring you  
great product discounts  

and promotions.

NARPM® Affiliate Members
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PRoFESSioNAL & 
ASSoCiATE MEMBERS

ARIzONA
Nanci Chavez
North West Property  
   Management &  
Realty, LLC

Tucson, AZ
520-297-5593

Michael Fahey
US Southwest, LLC
Bullhead City, AZ
928-763-2288

Cindy Freitas
West USA Realty
El Mirage, AZ
623-695-8533

Debbie Hightower
Blue Fox Properties, LLC
Tucson, AZ
520-780-7888

Christine Huebsch
Cactus Valley Realty
Chandler, AZ
480-748-4079

Venkat Iyer
West USA Realty
Scottsdale, AZ
602-826-5225

James Murphy
Property Management  
  Real Estate Services, Inc.
Phoenix, AZ
602-329-9531

Rondi Palmer
PRS Property  
  Management
Chandler, AZ
480-838-3500
 
Anthony Shelton
Copper Rose Realty
Tucson, AZ
520-888-0474

Andrea Sierra
PRS Property 
  Management
Chandler, AZ
480-838-3500

Zac Storey
West USA Realty
Peoria, AZ
602-625-2764

Marcy Thompson
Lake Havasu City  
  Properties
Lake Havasu City, AZ
928-854-7210

CALIFORNIA
Shane Avila
Red Brick Property  
  Management
Merced, CA
209-725-2110

Rajbinder Bains
BAINS Developments
Fremont, CA
510-445-0227

Greg Pizza
Maximus Property  
  Managment
Vista, CA
760-807-7479

Scott Raymond
Raymond Management
Sacramento, CA
888-623-4480

COLORADO
Lionel Bila
Colorado Casa  
  REALTORS®

Colorado Springs, CO
719-227-7200

Holly Farjadi
Grace Property  
   Management &  
Real Estate

Thornton, CO
303-255-1990

Mary Kruse
Heiden Homes Realty
Grand Junction, CO
970-210-5026

Joe Malone
Renters Warehouse
Denver, CO
720-235-0414

Kylie McConnell
8Z Rentals
Boulder, CO
303-444-9555

Jesse Risley
Keller Williams  
  Clients Choice Realty
Colorado Springs, CO
719-265-5600

Michelle Rush
Rush Realty Limited
Denver, CO
720-236-9580

Mark Stang
Barrett Property  
  Management & Realty
Denver, CO
720-530-4685

CONNECTICUTT
Alexander Gebbie
Pledge Property  
  Management, Inc.
Bozrah, CT
860-887-2792

Peter Lathouris
Magenic Real Estate  
  Services, LLC
Stamford, CT
203-252-2514

FLORIDA
Christine Bennett
Watson Realty Corp.
Davenport, FL
352-536-6550

Greg Bowman
WaterMarke  
  Realty Group, LLP
Jacksonville, FL
904-221-2605

Carol Burnes
Collins Property Managers
Orange Park, FL
904-807-8331

Scott Butts
Central Florida Investment 
  Advisors/RE/MAX 200
Orlando, FL
321-239-8509

Nicole Crim
Watson Realty Corp.
Orlando, FL
407-532-0309

Barbara DeLoach
Catherine Hanson  
  Real Estate, Inc.
Sorrento, FL
321-229-5968
 
Manuel Garcia
Watson Property  
  Management
Windermere, FL
352-536-6550

Laura Gavin
Watson Realty Corp.,  
  CRMC®

Ormond Beach, FL
386-673-0677

Roland JeanCharles
PMI JCM Realty Group
Tampa, FL
813-333-9617

Jonette Jones
Jones & Co. Realty
Fort Myers, FL
239-415-5881

Gerald McCrary
McCrary Realty, LLC
Daytona Beach, FL
888-351-5599

Kathleen Nadeau
Watson Realty Corp.,  
  CRMC®

Ormond Beach, FL
386-673-0677

Jessette Naftzger
Smith & Associates  
  Real Estate
St. Petersburg, FL
727-533-5800

Ann Newland
SRA Property  
  Management
Sarasota, FL
941-365-2221

Cheri Rosberg
Watson Realty Corp.
St. Augustine, FL
904-471-9976

Kimberly Small
Westcoast Management  
  & Realty, Inc.
Tampa, FL
813-908-0766

Richard Vansandt
Vansandt Real Estate
Jacksonville, FL
904-389-3540

GEORGIA
Yasmin Benichay-Biton
HMY Realty Group
Norcross, GA
678-694-1612

Dustin Drabot
Across Atlanta  
  Property Management
Atlanta, GA
678-453-8029

Katherine Marshall
Vineyard Property  
  Mangement
Rockmart, GA
404-788-3657

Joseph Smith
McCreary Realty  
  Management, Inc.
Marietta, GA
770-427-5711

Michael Vickrey
Mike Vickrey &  
  Associates, Inc.
Evans, GA
706-496-8062

HAWAII
Meagan Torres
Innovative Property  
  Management
Kailua, HI
808-261-6700
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Connie Yu-Pampalone
Hawaiian Properties, Ltd.
Honolulu, HI
808-539-9580

MARYLAND
Mary Groven
1st Choice Property  
  Management
Odenton, MD
410-674-6647

Sherry Young
Select PCS Property  
  Management
Laurel, MD
301-206-9193

MICHIGAN
Michaelan Kubiak
Jaqua REALTORS®

Battle Creek, MI
269-704-1000

MISSOURI
Dawna Hartman
Brax Property  
  Management, LLC
Springfield, MO
417-887-1836

MONTANA
Daniel Dada
Bitterroot Property  
  Management, Inc.
Missoula, MT
406-549-9631

Melissa Davis
Missoula Property  
  Management
Missoula, MT
406-251-8500

Tiffanie Taylor
Professional Property  
  Management, Inc.
Missoula, MT
406-721-8990

NEVADA
Bryan Gwynn
Urban Settlements
Las Vegas, NV
702-524-0597

NEW MExICO
Jesus Camacho
Business Development  
  Manager
Farmington, NM
505-427-3434

Kristina Maes
Independence  
  Capital, LLC
Farmington, NM
505-427-3434

Jasmine Pena
Independence  
  Capital, LLC
Farmington, NM
505-427-3434

Leslie Van Belle
Independence  
  Capital, LLC
Farmington, NM
505-427-3434

NEW YORK
Josh Pfeifer
Blue Hill Realty
Brooklyn, NY
212-289-4300

NORTH CAROLINA
Ron Basile
AVL Property  
  Management
Asheville, NC
828-252-1910

Kyle Fetterolf
Paramount Realty  
  Solutions
Apex, NC
919-794-4772

Lori Hageman
Swansboro Port Realty
Swansboro, NC
910-326-8855

Tara Hargrove
Long & Foster  
  Property Management
Clayton, NC
919-243-0217

David Kerner
TouchPoint Property  
  Management
Charlotte, NC
704-443-7470

Sherkica McIntyre
Carod Properties, LLC
Charlotte, NC
704-944-5501

Benjamin Myers
Laney Real Estate
Wilmington, NC
910-256-0056

OHIO
Kenneth Deminski
Solutions For Real Estate
Columbus, OH
614-846-3033

OKLAHOMA
Robert Kyle
B&L Enterprises Inc.,  
   DBA: OKC Homes 4 
You

Oklahoma City, OK
405-996-8987

PENNSYLVANIA
Christopher Wagner
Arbors Management, Inc.
Monroeville, PA
800-963-1280

Christopher Wyman
Lehman Property  
  Management
Harrisburg, PA
717-652-4434

SOUTH CAROLINA
Austin Thompson
The Charleston Property  
  Company
Charleston, SC
843-737-6034

SOUTH DAKOTA
Shawn Storhaug
Brookings Property  
  Management
Brookings, SD
605-695-5261

TENNESSEE
Kevin Gaines
G-TEAM
Lebanon, TN
615-466-3030

Tammy Stroud
4Rent Properties
Clarksville, TN
615-389-3044

Thomas Williams
Tarkington & Harwell  
  Company, LLC
Nashville, TN
615-244-7503

TExAS
Pamela Cirkiel
M.E. “Gene” Johnson  
  REALTORS®, Inc.
Round Rock, TX
512-224-6655

Carlos Gradiz
The Gradiz Group
San Antonio, TX
210-896-0676

Jennifer Huereca
ERA Sellers Buyers  
  Real Estate
El Paso, TX
915-500-6800

Kenneth Johnson
Red Mansions Realty
New Braunfels, TX
830-832-6874
\
Paula Lyons
Empire Industries, LLC
Houston, TX
888-866-6727

Guadalupe Mata
Pride Acquisitions, LLC
Houston, TX
713-496-2693

Chris Matson
Matson Property  
  Management
Spring, TX
936-524-1301

Keith McKeachie
Presidio Group,  
  REALTORS®

Austin, TX
512-476-1591

Lilia Mendoza
Key Properties
Fort Worth, TX
817-263-7866

Continued on next page.
 

Take the  
time to 

welcome a 
new Member.

Become a 
New Member 

Recruiter.  
See page 34. 
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Kimberly Cervantes
Hometown Property  
  Management, CRMC®

Olympia, WA
360-456-7368

WISCONSIN
Jeremy Montpas
RentMKE, LLC
Muskego, WI
414-235-3711

WYOMING
Lee Jennings
K2 Property Management 
  & Realty
Jackson, WY
307-733-8604

AFFiLiATE MEMBERS 

ARKANSAS
Brandon Thorud
Power Testimonial
Eagle River, AK
907-694-4997

CALIFORNIA
Frank Gerber
Centriq Technology
San Rafael, CA
415-509-2141

Scott Henderson
Cool White Roofing
Huntington Beach, CA
714-794-9233

Aurora Munoz
Munoz Building  
  Maintenenance
San Martin, CA
408-683-5648

NORTH CAROLINA
Michael Zicchinolfi
Bio-One Charlotte
Charlotte, NC
704-900-4078

SuPPoRT STAFF 
MEMBERS 

CALIFORNIA
Ariel Hiatt
Dede’s Rentals  
   & Property  
Management, Inc.

Santa Rosa, CA
707-523-4500

Kimberly Knight
Rental Property  
  Professionals
Plumas Lake, CA
530-844-2590

Cristal Silva
Dede’s Rentals  
   & Property  
Management, Inc.

Santa Rosa, CA
707-523-4500

FLORIDA
Kristen Ackley
Ackley Realty, Inc.
Kissimmee, FL
407-880-8805

Amanda Shapiro
RE/MAX Realtec Group
Palm Harbor, FL
727-784-5328

MINNESOTA
Cheryl Rogers
33rd Company,  
  Inc., CRMC®

Woodbury, MN
651-777-5500

NORTH CAROLINA
Maria Carbonell
TouchPoint Property  
  Management
Charlotte, NC
704-443-7470

TENNESSEE
Connor Gaines
G-TEAM
Lebanon, TN
615-466-3030

TExAS
Brandon Brown
Birdy Properties, LLC,  
  CRMC®

San Antonio, TX
210-524-9400

Hudson Burleson
Boardwalk Real Property 
  Management, Inc., 
  CRMC®

San Antonio, TX
210-340-1717

Naddab Flores
Boardwalk Real Property 
  Management, Inc., 
  CRMC®

San Antonio, TX
210-340-1717

Andrea Hebert
Birdy Properties, LLC,  
  CRMC®

San Antonio, TX
210-524-9400

Crys Kelly
Dow Property  
  Management
Ft. Worth, TX
817-920-7700

Kelly Miculka
Birdy Properties, LLC,  
  CRMC®

San Antonio, TX
210-524-9400

Elsa Mueller
Birdy Properties, LLC,  
  CRMC®

San Antonio, TX
210-524-9400

Sabrina Ortiz
Birdy Properties, LLC,  
  CRMC®

San Antonio, TX
210-524-9400

Heather Roberts
Birdy Properties, LLC,  
  CRMC®

San Antonio, TX
210-524-9400

Elizabeth Rodriguez
First Class Realty, Inc.
Cypress, TX
281-807-4700

Patricia Ann Navarette
Texas Sage Properties
Tomball, TX
832-559-1112

Connie Robinson
Country Aire MHP
Austin, TX
512-288-9311

Charles Thompson
Specialized RPM
Fort Worth, TX
817-886-9233

Sara Ward
Edwards Property  
  Management
New Braunfels, TX
830-620-7653

Gwen Willis
Key REALTORS®

Humble ,TX
832-229-2552

Brittany Wright-Thomas
Primary Solutions, Inc.
Houston, TX
832-203-8366

Juretta Zalaznik
Landlord Property  
  Management, LLC
San Antonio, TX
210-492-1695

UTAH
Jared Schauers
Home Basics Real Estate
Orem, UT
801-830-1500

VIRGINIA
Dylan Farish
Long & Foster
Charlottesville, VA
434-971-1143

WASHINGTON
Debra Buffelen
Tacoma Realty
North Bend, WA
425-888-8245

Make it a point 
to greet a new 
Member at the 
broker/owner 

Retreat.
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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 Web-
school OnCourse Learning. For information and/or to enroll, visit https://www.narpm.org/education/career-
webschool/.

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 HRS  CLASS iNSTRuCToR
 03/14/2017 San Jose, CA  8 Managing Single-Family Homes  
    & Small Investment Properties SFH201  Kellie Tollifson, MPM® RMP®

 03/23/2017 Las Vegas, NV  6 Finance: Cash Flow Analysis  Tom Sedlack, MPM® RMP®

 03/23/2017 Las Vegas, NV  6 Personnel Procedures Advanced  Michael McCreary, MPM® RMP®

 03/23/2017 Las Vegas, NV  6 In-House Maintenance  Dave Holt, MPM® RMP®

 04/06/2017 Tampa, FL  6 Maintenance: Basics and Beyond  Fred Thompson, MPM® RMP®

 04/07/2017 San Antonio, TX  6 Finance: Cash Flow Analysis  Michael McCreary, MPM® RMP®

 04/10/2017 Grapevine, TX  6 Finance: Cash Flow Analysis  Mike Nelson, MPM® RMP®

 04/12/2017 Grand Junction, CO  6 Essentials of Risk Management  Bev Perina, MPM® RMP®

 04/12/2017 Reno, NV  6 Developing Rewarding  
    Owner Relationships  Peter Meer, MPM® RMP®

 04/12/2017 Napa, CA  6 Marketing  Melissa Prandi, MPM® RMP®

 04/12/2017 Napa, CA  6 Tenancy  Michelle Horneff-Cohen, MPM® RMP®

 04/12/2017 Napa, CA  6 Maintenance: Basics and Beyond  Kellie Tollifson, MPM® RMP®

 04/12/2017 Napa, CA  8 Managing Single-Family Homes  
    & Small Investment Properties SFH201  Dave Holt, MPM® RMP®

 04/13/2017 Orlando, FL  6 Advanced Risk Management  Betty Fletcher, MPM® RMP®

 04/19/2017 Henrico, VA  6 Personnel Procedures Essentials –  
    Hiring Your First Assistant  Betty Fletcher, MPM® RMP®

 04/20/2017 Lakewood, CO  8 Managing Single-Family Homes  
    & Small Investment Properties SFH201  Bev Perina, MPM® RMP®

 04/20/2017 Lakewood, CO  6 Developing Rewarding  
    Owner Relationships  Peter Meer, MPM® RMP®

 04/20/2017 Lakewood, CO  6 Finance: Cash Flow Analysis  Mike Mumford, MPM® RMP®

 04/20/2017 Meridian, ID  6 Marketing  Kellie Tollifson, MPM® RMP®

 04/21/2017 Bremerton, WA  6 Developing Rewarding  
    Owner Relationships  Brian Birdy, MPM® RMP®

 04/25/2017 Seattle, WA  6 Advanced Risk Management  Vickie Gaskill, MPM® RMP®

 04/26/2017 Chandler, AZ  6 Advanced Risk Management  Mike Mumford, MPM® RMP®

 04/27/2017 Killeen, TX  6 Developing Rewarding  
    Owner Relationships  Robert Locke, MPM® RMP®

 04/27/2017 Tigard, OR  6 Essentials of Risk Management  Tom Sedlack, 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/IREM®

Non-member

Early Registration*
$  99
$149

Registration
$149
$199

6-Hour Course
Member/IREM®

Non-member
Retake
RMP®/MPM®

Candidate

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

Registration
$250
$350
$150
$150
$250

3-Hour Ethics
Member/IREM®

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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EARN REWARDS AND AChIEVE NEW MEMbER RECRuITER STATuS FoR REFERRING NEW NARPM® MEMbERS

NEw MEMbER RECRUITMENT Program

NEW MEMBER RECRuiTERS iN A 12-MoNTH PERioD FRoM JANuARy 1, 2016 - JANuARy 31, 2017)

Brian Birdy, MPM® RMP® 
Shannon Cornell 

Sue Flucke 
Harry Heist 

Gary Lundholm 
Kevin Martin, RMP® 

Sherri Mayes, MPM® RMP® 

Kim Meredith-Hampton, MPM® RMP®

Pete Neubig, RMP® 
David Pruitt 
Tressa Rossi
Ramer Spurr 
Laura Vogel

JANuARy 1 - JANuARy 31, 2017

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
Eric Bessett, RMP® Bryan M. Gwynn
Brian Birdy, MPM® RMP® Lionel G. Bila
Brian Birdy, MPM® RMP® Brandon Brown
Brian Birdy, MPM® RMP® Andrea Hebert
Brian Birdy, MPM® RMP® Roland Jean Charles
Brian Birdy, MPM® RMP® Sabrina Ortiz
Brian Birdy, MPM® RMP® Sergio Ramirez
Gregg Birdy, RMP® Kelly Miculka
Gregg Birdy, RMP® Heather Roberts
Susan Collier Dylan K. Farish
Mike Collins, RMP® Carol A. Burnes
Charlene Dufresne Anthony J. Shelton, Jr.
Patricia Ferrier, RMP®  Elizabeth Rodriguez
Sherrie Featherly, MPM® RMP®  Melissa Davis
Stephen Foster, MPM® RMP®  Hudson Burleson
Stephen Foster, MPM® RMP®  Naddab Flores
Marie Gabriel Sara D. Ward
Cynthia Garrett Dustin Drabot
Angela Gonzales Shawn A. Murphy
Chris Harwell Thomas Williams
Jared Hastey, RMP® Kimberly Knight Denise 
Helbig Kimberly Small
Sophia Herrera Nanci Chavez
Jeremy Hunter Meagan K. Torres
Kristin Johnson, RMP® Leslie Van Belle
Shawn Johnson, RMP® Jesus J. Camacho
Shawn Johnson, RMP® Jasmine M. Pena
Jennifer Kellogg, MPM® RMP®  Vikkilyn Gallagher
Jennifer Kellogg, MPM® RMP®  Dawna J. Hartman

REFERRiNG MEMBER NEW MEMBER
Glenn Lehman, RMP®  Christopher B. Wyman
Adona Lowery, MPM® RMP®  Juretta Zalaznik 
Michael McCreary, MPM® RMP®  Joseph Smith
Shannon McLaughlin, MPM® RMP® Megan Allen
Susan McQuillan Nicole Crim
Steve Meadows Monica Gonzales
Kelly Miller Jesse J. Risley
Pat Muneno Jim Muneno
Pete Neubig, RMP® Paula Lyons
Forrest Noble Kylie McConnell
Dulce Perez Keith C. McKeachie
John Prescott Rondi L. Palmer
John Prescott April A. Rose
John Prescott Andrea Sierra
David Pruitt Zac Storey
Colleen Rhynders Tara E. Hargrove
Maily Roberts-Jacobs, RMP® Christopher L. Brown
Sherri Russell Mary Groven
Sherri Russell Sherry Young
Steve Schultz, MPM® RMP®  Debbie J. Hightower
Lynn Sedlack, MPM® RMP®  Cheryl Rogers
Tony Sims, MPM® RMP®  Charles Thompson
Nina Sverdsten Daniel P. Dada
Laura Vogel Christine Bennett
Laura Vogel Manuel Garcia
Laura Vogel Laura Gavin
Laura Vogel Kathleen Nadeau
Laura Vogel Cheri Roseberg
David Tice Austin K. Thompson



March 2017 Issue  |  Volume 28  |  Number 3  |   35

MAINTENANCE TRACKING

RE
N

TA
L 

AP
PL

IC
AT

IO
N

S

OWNER PORTAL

RESID
ENT PORTAL

ONLINE PAYMENTS

PRO
FESSIO

N
AL W

EBSITE

FI
N

AN
CI

AL
S

ACCOUNTIN
G

TENANT SCREENING10
99

 e
FI

LI
N

G

D
O

CU
M

EN
T STO

RAG
E

eLEASING

INSPECTIONS

LISTINGS
INSURANCE

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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“We recommend AppFolio wholeheartedly to any property manager looking for simplicity,  
a technological edge, and responsive customer service.”

Mike Chamberlain
Owner, Chamberlain Property Management  

NARPM Member

Everything you need  
in one simple solution.

NARPM®

638 Independence Parkway, Suite 100
Chesapeake, VA 23320


