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CROSSING THE DIVIDE
This issue of JPM is alt about boundaries-identifying them,
communicating them and sometimes even breaking them. In this

new age of real estate management, every tool, process and
relationship is being questioned, reevaluated and revised.

Technological Boundaries

How many of you are reading this note on your iPad? Could you have ever
imagined the face of communication and interactivity changing in such a
short time?

The iPad's ability to instantly access important information-from pull-
ing links to employment verification, capturing applicant signatures to pro-
cessing credit cards-has created a paradigm shift in property management.

We asked several property managers how they use their iPads in business,
in "iManage: iPad for Property Managers" (p. 15). Make sure to check out
the special Digital Bonus Coverage, with more than 25 useful apps, available
exclusively on the J/A digital JPM® at www.irem.org/jpm.

Work Boundaries

Do you consider your employees to be friends? Property management is a
people business, and learning to toe the fine line between being friends and
colleagues is a delicate art. Learn how to cross the divide with ease in "Be a
Boss, Not a Friend (p. 24)."

JAMES A. EVANS, CPM',

(PRESlDENT@IREM.ORG)

IREM 2012 PRESIDENT, IS

THE SENIOR EXECUTIVE

WITH TWO GRAND BLANC,

MICH.-AREA COMPANIES.

HE IS PRESIDENT AND

CEO OF BRUCE G.

POLLOCK & ASSOCIATES.

INC., REALTORS, AMO,

AND PRESIDENT AND CEO

OF KEB INVESTMENTS.

Faniily boundaries

When it comes to family matters, is
it "father knows best?" Or do you
believe that business and family
don't mix? Don't miss two members
"Face-off" (p. 9), and follow up with
a father -son duo discussing their
journey in property management
(p. 36).

irern.org/jpm
I jpm 5
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etailer demand is up approximately 5 percent over last year,
according to the spring 2012 Retailer and Restaurant Expan-

S
sion Guide, released in April by ChainLinks Retail Advisors.
However, experts warn that less attention should be paid to
the targeted percentage increase and focus on the forecast for

improvement.
"This number sounds very high, but it is best to just think of it as a bench-

mark figure," said ChainLinks national retail research director, Garrick
Brown, in a news release.

The report tracks the growth plans of retailers and restaurant chains with-
in the United States, utilizing information shared by retailers and the bro-
kerage community, as well as information shared in quarterly shareholder
reports, media coverage and by analysts.

Brown said the survey includes the stated goals of many franchise -driven
chains, which are often highly inflated as opposed to actual hard and fast
store opening plans. The report also does not take into account planned store
closures or relocations.

"Actual annual growth will be far below this benchmark number and it
will be spread across a wide variety of retail property types," Brown said,
"The real takeaway is that this figure is up 5 percent and that this should

I.

ACCORDING TO THE

REPORT, SOME OF THE

MOST ACTIVE RETAILERS

CURRENTLY INCLUDE:

SUBWAY

DOLLAR GENERAL

FAMILY DOLLAR

7 -ELEVEN

CVS

DOLLAR TREE

generally translate into improved
growth this year"

Brown said improved growth is
being driven by discounters, gro-
cery store chains, off -price apparel
retailers, fast food and fast casual
dining concepts-helping shopping
centers, while malls will likely con-
tinue to take a hit.

"Growth from those players will
help to lower vacancy for most
shopping center types," he said.
"However, demand is down from
a lot of the mid -priced chains, par-
ticularly apparel concepts. Between
that and planned closures from the
likes of Sears, The Gap and Pay-
less Shoes, this will translate into
increasing mall vacancy in the

months ahead:'

j..
Tii
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newsflashJ snumlbllesJ buzz

Wells Fargo
hungry for greener

economy
puts money where

its mouth is

Wells Fargo announced in April that it
would finance and invest $30 billion

in a greener economy by 2020-support-
ing, in particular, energy efficient buildings,
wind and solar energy, clean technologies,
environmental innovation and environmen-
tally responsible public financing.

According to a Wells Fargo news release,
the financial institution intends to go be-
yond investing in other businesses' sustain -
ability efforts with plans to also make its own
buildings and operations more sustainable
by 2020.

It aims to increase the business' energy
efficiency by 40 percent, achieve a 65 per-
cent waste diversion rate, reduce absolute
greenhouse gas emissions by 35 percent be-
low 2008 levels and achieve Leadership in
Energy and Environmental Design (LEED)
certification for 35 percent of its buildings.

S OUNDBITE S

"What chance gathers she easily
scatters. A great person attracts great
people and knows how to hold them
to get he r."

-JOHANN WOLFGANG VON GOETHE

"The wise man does not expose
himself needlessly to dangeç since
there are few things for which he cares
sufficiently; but he is willing, in great
crises, to give even his life-knowing
that under certain conditions it is not
worthwhile to live."

ARISTOTI F

"Lying is done with words and also
with silence."
-ADRIENNE RICH

"What we need is more people who
specialize in the impossible."

II iLJJun *L I iL

"High sentiments always win in the
end, The leaders who offer blood, toil,
tears and sweat always get more out
of their followers than those who offer
safety and a good time. When it comes
to the pinch, human beings are heroic."
-GEORGE ORWELl

Ijprit 7
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Commercial Real
Estate Risks Remain,

Post- Recession
Risk management has become even
more critical to commercial real es-
tate companies throughout the pe-
riod of recession as they face risks
like potential property damage,
heightened scrutiny from share-
holders, foreclosures by lenders,
lawsuits from disgruntled buyers
and increased discontent among
staff because of layoffs, according to
the white paper "Lingering Effects
of the Recession on Commercial
Real Estate:' released by Zurich and
Advisen in March.

.
THE WHITE PAPER SUGGESTS THAT COMMERCIAL
REAL ESTATE COMPANIES FOCUS ON THE FOLLOWING
IN ORDER TO SECURE THEIR BUSINESSES AND ASSETS:

Build risk management into operations throughout an or-
ganization
Ensure adequate insurance coverage
Review coverage for vacant properties
Benchmark coverage across-the-board against peers

CLosing tHe SkILL Gap
U.S. employers are ramping up
skills training and employee ben-
efits to close skills gaps left as Baby
Boorners retire, focusing on retain-
ing and recruiting older workers,
according to a joint poli released in
April by the Society for Human Re-
source Management (SHRM) and
AARP.

More than 72 percent of human
resource professionals polled de-
scribed the loss of talented older
workers to be "a problem" or "a po-
tential problem" for their organiza-
tions, according to a SHRM news
release.

HR managers said that the actions their organizations
have taken to prepare for the loss of talented older workers
who retire include:

Increased training and cross -training (45 percent)
Developed succession planning (38 percent)
Hired retired employees as consultants or temporary
workers (30 percent)
Offered flexible work arrangements (27 percent)
Designed part-time positions to attract older workers
(24 percent)

4,
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CLosing tHe SkILL Gap
U.S. employers are ramping up
skills training and employee ben-
efits to close skills gaps left as Baby
Boorners retire, focusing on retain-
ing and recruiting older workers,
according to a joint poli released in
April by the Society for Human Re-
source Management (SHRM) and
AARP.

More than 72 percent of human
resource professionals polled de-
scribed the loss of talented older
workers to be "a problem" or "a po-
tential problem" for their organiza-
tions, according to a SHRM news
release.

HR managers said that the actions their organizations
have taken to prepare for the loss of talented older workers
who retire include:

Increased training and cross -training (45 percent)
Developed succession planning (38 percent)
Hired retired employees as consultants or temporary
workers (30 percent)
Offered flexible work arrangements (27 percent)
Designed part-time positions to attract older workers
(24 percent)
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face-oIf I buzz

ONE QUESTION, TWO MEMBERS

'C DO YOU FEEL THAT BUSINESS AND FAMILY CAN MIX SUCCESSFULLY?"

GRANT 1. HOLLOWAY, CPM, ARM
_______ GENERAL MANAGER

APARTMENT MART OF SPRINGFIELD
SPRINGFIELD, ILL.

Absolutely, but it takes three components from all fami-
ly members involved to make it work: patience, compro-
mise and courage. For every Hefner, Trump or Murdoch
partnership that has soared, there are many more that
don't make it big, if at all.

Patience is the first key. I work with my father and
neither one of us has an explosive temper. We disagree
from time to time, but it's a respectful disagreement-no
harsh words or resentment is held.

Compromise. You have to check your ego at the door.
Sometimes your family member is your equal partner
and sometimes you workfor a family member. Respect
is everything. If it's the latter, then you have to real-
ize that your family member hired you because they
thought you could do the job first and foremost-your
last name is unimportant. If both parties have a differ-
ent idea on what should be done, compromise must be
reached just like in any other business. In my situation,
I respect my father for starting the business that we are
in and realize that I have a lot to learn. If I came into the
business with the ego and swagger of a rock star, this
would have been exponentially more difficult and pos-
sibly fatal to the business.

Courage is key. Working with family is not always
easy. There can either be pressures to over -perform to
live up to your family name, or you can be easily seen as
lazy, as if everything was just handed to you. You have to

look those negative influences dead -on and do the job
and do it well. Many family businesses fail not because
of market or macro environmental forces, but due to
family and management issues. If you can utilize those
three keys then your family business can thrive.

JULIE L. MUIR, CPM
REAL ESTATE BROKER, SENIOR

PROPERTY MANAGER
ELLIOT ASSOCIATES

PORTLAND, ORE.

There are immeasurable benefits to families pooling
their wealth to purchase a bigger or better asset. That
pool carries a stronger weight with potential lenders,
coupled with smaller risks per family member.

First, successful family partnerships understand the
need for lawyers, accountants and professional manage-
ment. Having the proper legal articles in place is crucial.
These base documents should outline ownership per-
centages, voting rights, liability, life change parameters
(encompassing marriage, births and death), the selling
of ones' ownership rights and any other pertinent docu-
ments.

Second, keep track of the money trail by investing in a
competent CPA and tax advisor, who can note initial in-
vestments, equity and liability, while also providing tax
guidance for the family.

Third, competent management of assets keeps indi-
vidual family members protected from the pressures
to perform. Day-to-day operations are best left to the
professionals (CPM Members), who can properly guide
their decision making. Another benefit to familial busi-
ness: should one property need capital improvements,
another property in the portfolio may have excess funds
to lend temporarily. The hired CPA would assist in pro-
viding the documents, and everyone wins.

Short of duct taping mouths closed, there's very little
that can be done to manage the egos and family drama
that can exist-unless you choose a spokesperson from
the family, who can serve as the funnel for information
from management to the rest of the team. Of course, the
best laid plans aren't always foolproof. Any partnership-
even between family members-can have troubles. .

TURN TO PAGES 22 AND 36 TO READ ABOUT THE PROS AND CONS OF MIXING FAMILY AND BUSINESS.
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. DOWN ME

FLIPBOARD o
In the information age, your abil-
ity to excel is contingent on having
the most up-to-date information
for your field. News sites, indus-
try blogs and association Twitter
feeds are all great sources to brush
up with, but who has the time?

Flipboard is a fully customiz-
able magazine that pulls content
from your favorite newspapers,
websites or blogs every time you
launch it.

PAGES °
Pages helps you create stunning
documents for clients, yourself or
to use around the office and take
anywhere. Using Apple's iCloud
service, you can keep your docu-
ments in sync across different
iPhones, iPads and Macs. Don't
have a Mac? Pages can also save as
Word documents or PDFs.

S .IFAcTs

In 2004, a MORSE CODE
symbol for (ä was
introduced.

]oveiv 25+
more apps, visit

irem.org/jpm

to view bonus
digital content.

BUMP

Business cards are messy. Go to a
conference and you're likely to car-
ry too many or not enough. Enter
Bump. Bump exchanges your in-
formation with a new friend at the
touch of a button. Since it works
for both iOS and Android, there's
no need to worry about which
Smartphone's in your pocket.

-0 MINT

At take off, the
space shuttle
weighs 2,000
TONS. It burns
almost all of its
fuel R the first

. after launch.

(\ i( / /...................................................................Walt Whitman ate FOUR
Thought to be the world's longest RAW EGGS for breakfast

poem, THE MANAS is more than every day for the last

half a million lines long. twenty years of his life.

A 2011 survey found that
'PASSWORD" was the
most common e-mail
password.

Mint gives you detailed reports
on your financial information at
the touch of an app. Developed
by the makers of Quicken, Mint's
an app and a cloud -based service
that keeps track of your checking
account, credit cards, investments
and more. Safe, secure and con-
venient, Mint's great for keeping
track of expenses while traveling.

In 1996, an Italian court ruled that
government workers have a statutory
right to a morning COFFEE BREAK.

10 I Jpm JuLAug 2012
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Highest and Lowest EII* for
Suburban Office Buildings

[Listed by median and sample sizel
 Highest  Lowest

Salt Lake City. Utah

0.33; 30 Knc (liv An

Allenlown-Belhiehern, Pa.
0.61; 14

New Jersey
Nr, N.J.

Philadelphia, Pa.
0.35; 99-0
Washington. D.C.

) 0.33; 134

Gary -Hammond. nd.
0.35; 10

__.-0 Miami. Fla.

0.62; 10

Minimum sample of 10
ElI ratio determined by dividing the Total Operating Costs (TOC) by the Total Actual Collections (TAC). Operating

Expenses do not reflect such items as ground rent, mortgage interest, amortization, depreciation, income taxes or capitalexpenditures.
Besides suburban office buildings, downtown data is available in Metro, Regional,and National reports. Additionally,

IncomelExpense Analysis data is available for four other property types: Conventional Apartments. Shopping Centers,
Federally Assiated Apartments, Condominiums. Coops & PUDs.

.
FIND MUCH MORE VALUABLE INFORMATION LIKE THIS
IN THE FULL LINE OF INCOME/EXPENSE ANALYSIS®
PRODUCTS, WHICH INCLUDES PRINT BOOKS, EBOOKS
AND CUSTOMIZABLE ONLINE LABS. LEARN MORE AT
WWW.IREM.ORG/INCOMEEXPENSE.

irem.org/;pm I jpm I 11
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Unless your common area and tenant
space lighting is on motion sensors, it
is likely that your entire building is lit

for the duration of the janitorial staff's work.
The cost of this is huge: a typical office build-
ing may have tenants in the building 55 hours
per week, while the janitorial staff may be in
the building from 7 p.m. to 1 a.m. on week-
days-another 30 hours per week. Studies
suggest that lighting costs are typically 30 per-
cent of total building energy; therefore, if an-
nual energy costs are $3 per square foot then a
200,000 -square -foot building will spend near-
ly $65,000 per year simply lighting the build-
ing for the cleaners. With minor adjustments
to the cleaning process, you can return most
of this cost to your bottom line.

A janitorial staff typically uses a divide -and -
conquer approach to assigning tasks. Usually
each team member will take on a single role-
emptying all the trash bins, cleaning bath-
rooms, wiping and dusting surfaces or vacu-
uming-roaming the building independently
of the others. Sometimes buildings are divid-
ed up floor -by -floor instead of by task. Both
of these approaches share a flaw, the cleaning
team spreads throughout the building, requir-
ing all the lights in the building to be lit while
they work. In fact, sometimes the task of visit-
ing each floor and turning the lights on is one
of the tasks assigned.

ONE FLOOR AT A TIME

Reduce costs by asking your janitorial ser-
vices team to implement a team cleaning ap-
proach. Instead of turning on all the lights at

THIS IS A COMPANION TO

THE PREVIOUS MAY/JUN

GREEN SCENE COLUMN,
"IN BROAD DAYLIGHT."

the beginning of their shift, someone should
visit each floor and turn off as many lights as
possible. Then, the team can work as a group,
attacking one area at a time-turning on the
lights, executing all the tasks together and
turning off the lights again before moving on.
As a result, each area or floor may require only
one hour of lighting per shift, rather than six.

RECOUP LIGHTING COSTS

In our experience, buildings that change to
a team -cleaning strategy typically reduce the
lighting used by their janitorial staff by 75
percent or more. In the example above, this
equates to $45,000 per year in direct energy
costs. Further, the lamps will be replaced less
often because they are lit fewer hours, and the
building will save another $5,000 per year in
lamp and labor costs. This $50,000 -per -year
reduction in net operating expenses, at a 5
percent capitalization rate, will increase the
asset value of the property by $1 million. The
numbers may be different for different prop-
erty types and different size buildings, but
the bottom line is that you can have a sizable,
positive impact on your building's finances by
finding creative ways to reduce after-hours
energy consumption.

Talk to your janitorial services company
about this approach. Team cleaning is be-
coming more and more mainstream and is a
win -win for both you and your cleaning com-
pany-you save on energy costs, they show
increased efficiency and value without cutting
payrolls or reducing staff. It's one idea where
everyone can be on the same team.

12 I Jprn JuI.Aug 2012
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We'd like to give you something
you can use: our experience.
For nearly twenty years, Union Bank' has provided real estate management companies

with customized treasury management solutions. Our team of Relationship Managers

specializes in a wide range of properties and areas of expertise including:

Commercial & Industrial

Retail&MixedUse

Multi -family
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SWIMMING
WITH THE SHARKS

Jf you've ever seen the television reality
show, "Shark Tank:' you know that the
premise involves four mega -million-
aire investors looking for the next "big
thing." Every Friday night, these razor-

sharp business "sharks" battle
to capitalize on the hottest new
products and trends. What's for
sale? Magical nail polish? Spe-
cialty tea? A machine that con-
verts energy to gold? Alas, the
shark tank is not for the faint of
heart. Poorly prepared contend-
ers routinely bite the dust at the
hands of the show's "shark:' Kev-

It's true that when we're mar-
keting our companies, the play-
ing field sometimes simply isn't
level. Just like on "Shark Tank:' it often seems
that everyone is making their pitch to manage
more properties as the market turns around.
Competition seems to increase exponentially.
How can you avoid becoming fish fodder in
the marketing arena? Here are a few tidbits
I've learned from the tank.

Determine the need
Think twice before you jump feetfirst into
that aquarium. Perhaps you're considering
expanding your business to take on a new
property type, or moving into a different geo-
graphic area to take advantage of the market
upswing. While it's probably true that there
are relatively few new ideas in the world, it's
critical to calculate the need. Do your home-
work first and perfect the details. The tank is
all yours.

THINK ABOUT
YOUR BRAND. WE
ALL FREQUENT
CERTAIN STORES,
RESTAU RANTS
AND BUSINESSES
BECAUSE WE
IDENTIFY WITH
THEM AND WE
LIKE THEM.

Don't be afraid to sell it

If you've got it, baby, flaunt it. Just like "Shark
Tank" contestants, first impressions really do
count when it comes to marketing yourself

and your business. The trick is to
sell it the right way. Recently, I vis-
ited with a multifamily client eager
to expand their third -party man-
agement business. The company's
president was savvy and smart.
What was the problem? The firm's
presentation, including their man-
agement proposal, centered on its
own business rather than on what
it could do for the prospective cli-
ent. With a few simple twists and a
change in direction, we gave their
management proposal a makeover,

putting them in prime position to win new ac-
counts.

Think differently
Think about your brand. We all frequent cer-
tain stores, restaurants and businesses because
we identify with them and we like them. There
are always people who will identify with your
product or service, and buy it. Others won't
like it at all. The rest will fall squarely in the
middle, sitting right on the fence. Like the
would-be moguls on "Shark Tank:' it's up to
us to convert the fence -sitters, immediately.

When it comes right down to it, it's not only
good ideas that win. You can improve your
marketing strategies and stay out of the shark
tank by implementing these lessons learned.
And you know where I'll be on Friday night-
watching "Shark Tank."
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tank by implementing these lessons learned.
And you know where I'll be on Friday night-
watching "Shark Tank."
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ad for Property
BY ZACH TMVIN

Managers

For property managers, business as usual has been left at the office. Onsite and online, today's
managers increasingly have one indispensable tool with them at all times: an Pad.

It's not a laptop, not a netbook, not even a big iPhone. The iPad is a lightweight, supercharged
tablet capable of reinventing a property manager's point of sale white staying in the loop on their
e-mail, calendars, tenant requests, social networks and more.

The Pad is making major in -roads into business, where it can create more engaging, breathtaking
presentations. eye -popping video conferencing and take mobile computing to a whole new level.
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Following a series of conver-
sations about the iPad at last
April's IREM Leadership and

Legislative Summit, JPM thought
it appropriate to feature how CPM
Members are integrating the iPad
into their businesses.

The praise was extravagant.
IREM Members love their iPad.
From IREM Chapter meetings and
tenant tours to social networks and
photos, the iPad has proven itself to
be more than a one -trick pony-not
merely a receptacle for music, pho-
tos and movies-but a powerhouse
of production and efficiency.

The iPad is helping tenants visu-
alize the potential of a space, mak-
ing property tours more intimate
than ever and simplifying the leas-
ing process by enabling tenants to
sign their leases with the touch of a
finger. It even has the capability to
enable property managers in New
York to take aerial measurements of
their parking lots in Texas.

LWHY PAD?
Where do I begin? am
completely MOBILE!"
-Stephanie Burg -Brown, CPM

With a commanding majority of the
market, the iPad has become the
ubiquitous tablet. Independent of
other devices, but subtly integrated
with their content, the iPad works
seamlessly with a Mac or PC, hand -
in -hand with the iPhone.

For people who have neither
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owned, nor used a computer, it's
a lot more than just a new device.
It's their window into the digital
world. Where browsers and mice,
keyboards, cookies, logins or vi-
ruses have previously put up bar-
riers, the iPad is empowering users
to embrace new content and work
more effectively, with a simple pane
of glass.

Ask anyone who's used an iPad-
it's difficult to effectively put into
words the experience of using one.

(
THE BIRTH OF A

LMOBILE_MANAGER
...Much like when we
introduced computers in the
mid -80s onsite, this is going
to be a real paradigm shift...'
-Dawn Ford, CPM

Dawn Ford, CPM, is one of the
Smart Girls with Smart Apartment
Solutions, a marketing company
supporting the multifamily hous-
ing industry and a proponent of the
iPad in property management.

"We really see the iPad as be-
ing such a game changer at least
in the residential leasing segment
of things:' said Ford. "It changes
our whole point of sale-much like

Don't miss the
session, "Using
iPad for Business,"
at the REM
Fall Leadership
Conference in
New Orleans this
October.

when we introduced computers in
the mid -80s onsite. This is going to
be a real paradigm shift for them as
to how they're going to replace the
functions property managers have
been trained to do for thirty years
with this new technology:'

Ford and her daughter, Megan
Orser, have developed resources to
help property managers and prop-
erty management companies inte-
grate the iPad into their day-to-day
business. The Smart Girls created a
curriculum to guide property man-
agers and their staff through their
regular duties, augmented by an
iPad, demonstrating how an iPad
might be used when a potential ten-
ant calls, is walked through a prop-
erty tour or signs a lease.

Orser was able to demonstrate
how the amount of information the
iPad puts, quite literally, at the user's
fingertips can be a huge advantage
to property managers-from pull-
ing links to employment verifica-
tion, capturing applicant signatures
to processing credit cards.

While a mobile point of sale may
not appeal to some property man-
agers, it still portends a great boon
in mobile productivity

"Essentially, the iPad allows me
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to conduct business as usual re-
motely and has enabled me to vir-
tually work paper -free in the field:'
said Sam Chanin, CPM, Portfolio
Manager at Transwestern. "I can
check e-mail, access my computer
files and literally have the world's
knowledge base at my fingertips:'

Using a stock feature on the iPad,
Chanin was able to create meaning-
ful connection with his client by
presenting with his iPad.

"Using a tenant's WiFi and Apple
TV, I was able to project my iPad
screen onto their conference room
TV hanging on the wall and bring
up a PDF of their lease to go over
lease language that they didn't un-
derstand:' he said, referring to the
iPad and iPhone's AirPlay feature.

"It impressed them and, to be
honest, I was a little jazzed myself:'

(
FOR BUSINESS AND
PLEASURE
I always wanted one, but
just didn't feel that it was
powerful enough to outclass
a laptop."
-Sam Chanin, CPM

It might be easy, on first glance,
to claim that the iPad in a busi-
ness environment will just lead to
property managers playing Angry
Birds instead of listening to ten-
ant concerns, but as Chanin, Ford
and Orser can attest, the diverse
and constantly refined selection
of apps in the App Store provide a
continual supply of opportunities
for property manager's to enhance
their workflow.

Consider the task of updat-
ing your social media presence.

Stephanie Burg -Brown, CPM, uses
her iPad to update her Twitter and
Facebook accounts and blog about
her business.

"iPad is great for social media
and marketing:' she said. "I cre-
ate flyers through a program called
vFlyer ... and upload to social me-
dia sites. I use Craigslist, Twitter
and Facebook to display my photos
and flyers. I use Instagram to up-
load pictures of my property and I
advertise to all my social networks:'

Yvonne Jones, CPM, managing
director of asset and property man-
agement with McCaffery Interests,
seconds how firms can have the
iPad for fun and profit, enjoying the
ease of managing social network
profiles, while still getting serious
work done on the same device.

"Right now, we are mainly using
[the iPad] for our residential as-
sets:' said Jones. "On a personal and
professional level, however, I use it
for business development purposes
by staying engaged in many related
industry groups on Linkedln, Face -

book and a little bit of Twitter:'

i Manage:
Poperty Managers

POST -PC, PUSHING

L FORWARD
Having this kind of a device has
allowed me to take my career
further because I can manage
people, projects and properties
much more efficientty.'
-Yvonne Jones, CPM

Whether you're a power user or a
beginner, it's difficult to deny the
astounding progress the iPad has
made in market share, adoption
and user base. Still not sold that
you can use it in your business? Be
sure to read the full interviews with
our featured CPM Members in the
bonus digital content. Check out
their favorite apps in our extended
Download Me section. Have your
own iPad in property management
story to tell? Contact JPM and
you might just be featured in a
forthcoming iPad article.

ZACH TARVIN (ZTARVIN@IREM.ORG)
IS THE EDITORIAL ASSISTANT AT IREM
HEADQUARTERS IN CHICAGO.

(/7 Goto
irem.org/jpm
to view the

bonus digital
content
featuring speciat apps
that property managers
are using today!

irem.org/jpm
I jpm I 17
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GOOD
TO GREAT

NATALIE 0.
BRECHER, CPM,

(NBRECHER8
BRECHERAS-
SOC/ArES.

COM) IS
PRESIDENT
OF BRECHER

ASSOCIATES
IN REDONDO

BEACH, CALIF.

MS. BRECHER
IS ALSO THE
AUTHOR OF
SUCCESS
STRATEGIES FOR
COMMERCiAL
AND MULTIFAMILY
REAL ESTATE
CAREERS.

AVAILABLE AT
1REMBOOKS.ORG.

IN-HOUSE PROMOTIONS
A RECIPE FOR SUCCESS

When promoting employees from
non -management to manage-
ment positions, don't rely solely on

employees' abilities to complete the duties of
their present positions. Current performance
is not the best indicator of how people will
perform in another position when that role is
dissimilar. For example, a
fantastic maintenance en-
gineer does not necessarily
make a good maintenance
department manager. An
assistant manager may not
perform well as a building
manager.

Past performance should
be considered, but not as
the primary criterion. The
question is, how will the individual handle the
new responsibilities? Leading and managing a
staff requires specific Knowledge, Skills and
Abilities (KSA).

ASK QUESTIONS

Employees will be stronger managers if their
KSA relate directly to leadership. For all can-
didates, ask:

Are they seen as a leader?
 Have they shown the ability to create a

team that works well together?
 What leadership traits have been seen

and which have not?
 What do they do when they don't know

the answer?
 Do they take smart risks?
 How is failure handled?
 How do they motivate others?
 How do they criticize people?
 How are decisions made and problems

addressed?
 How is conflict resolved?

Your goal is to
have the individual

succeed in the new

managerial position;

it's better all around.

TO MANAGEMENT:
OR DISASTER?

GUIDE THE CHANGE

New managers most likely believe the traits
and behaviors that brought them to this point
are the same ones that should be used to gain
success in the future. However, their job now
is to get others to perform through coaching,

delegating and coun-
seling. Work with new
managers to ensure their
priorities are correct and
they are not micro -man-
aging.

CONSIDER THE
SUPERVISION
OF PEERS

It takes special skills to manage previous
coworkers. It's easier to move into manage-
ment with a new group than with a group of
peers. Additionally, conflicts can potentially
arise involving other employees who wanted
the position and didn't get hired. Newly pro-
moted employees are vulnerable to jealousy,
questions about credibility, being tested, and
requests for favoritism from those who were
coworkers. Can candidates build trust, earn
respect and handle team challenges? How can
you help with the transition?

WEIGH THE RISKS FOR
SUCCESS

There can't be 100 percent certainty that em-
ployees will successfully transition to becom-
ing managers, no matter the degree of dili-
gence. It may be better to delay employees' ad-
vancement until they have the best chance of
succeeding. Your goal is to have the individual
succeed in the new managerial position; it's
better all around.
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Sometmes, predctabe s good.When it comes to gate operators, you should expect them to do whatthey're supposed to do. That's why LiftMaster's latest fire departmentcompliant, high-traffic operators offer Battery Backup, so gates workeven when the power won't, Security+ 2.O' technology for twice theradio range and MyQ" Technology for the industry's only wireless dualgate communication.
Predictable? We wouldn't have it any other way.

141 Battery___
, Backup

flFor more information go to LiftMaster.com.
Tube

LiftMaster
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Residential Garage Door Openers  commercial Door Operators Access control
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Ethics in Social Medi
love social media. It's so...social. One
might even call it a social lubricant,
since-like a glass of wine-it can help a
shy, insecure person become more bold

or gregarious. Also, like wine, it's a lot of fun.
LIZ WALKER.
CPM, (LIZ- Social media can also be very useful to real es -
WALKER tate professionals.

As CPM, ARM, ACoM and AMO Mem-
MENT.NET) IS bers, we are bound by IREM's Code of Ethics.

ISEENT But how do we apply the Code to our activi-
PROPERTY ties in social media? Or do we even need to?
MANAGEMENT (Hint: the answer is yes.)
CALIF.

Private but not Anonymous
Back in the day of AOL and dial -up modems,
we could sneak in and out of chat rooms and
type our rants without consequences, secure
in the knowledge that we were (more or less)
anonymous. The required niceties of face-to-
face interaction could be moved aside. With
paper documents, all that was required if we
were tempted to skirt ethical obligations was
a cross -cut shredder. What is posted online,
however, may as well exist forever, potentially
visible to anyone without filters on what we
post. It is perhaps incongruous that, in social
media, we enjoy a modicum of relative priva-
cy, but not anonymity.

Whether you're a technology immigrant or
a native, social networks are likely where you
are meeting business contacts and growing
your professional relationships. As a result,
ethical behavior is just as important-if not
more important-online, since our comments
can't be accompanied by facial expressions or
tone.

In our text messages, our blog, Facebook or
Linkedin postings, certainly in our e-mail and
our tweets, we still are bound to maintain:

1. Loyalty to our client, firm, and/or
employer (and our former ones!)

[_
2. Confidentiality

SOME HANDY TIPS:

It is always wise to assume that com-
munications via social media will not
be private. Use care in communicating
online with coworkers, tenants or even
clients on sensitive issues. Consider us-
ing the Lists feature on Facebook or the
Circles feature on Google Plus to filter
your posts between your personal and
business contacts.

 We enjoy the interoperability of differ-
ent social networking services (e.g., a
posting on Linkedln can automatically
also appear on our Twitter account).
Keep track of how your networks share
your information, and who might be
using it.

 Retweets should not be sent in a way
that look like you're expressing a per-
sonal opinion. Consider adding a com-
ment or indicate in some way that you
are not necessarily giving approval to
the information you're relaying.

3. Ethical relations with other members
of the profession

4. Freedom from conflict of interest

Anything you disclose through social media
may be linked to your employer's, your firm's,
or your client's name. And -nota bene-that
includes items that we post on our personal
accounts.

Bottom line: Be intentional in what, where
and to whom you communicate. Represent
IREM-and yourself-with the ethical integ-
rity your designation bestows upon you. See
you all online! .
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Stay on Top of Fire Codes
to Keep Your Building Safe

10 LAME
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Fire safety is a top
concern for facility
owners and managers.
One of the easiest ways
to ensure the safety of
your employees and
patrons is with adequate
signage.

Signage for fire and
hazard safety should
allow building or facility
occupants to quickly and
easily spot the exits. Exit
signs should be placed
near doors that provide

the quickest and safest way out and must be
able to operate in the case of a power outage.

SIGNARAMA can produce all types of safety
signage that meet local codes and requ ire-
ments - reflectivity, size and placement - and
are perfectly suited to your building.

It's a good business practice to regularly
revisit your safety signage to ensure you are
still compliant with the latest
fire codes and regulations,
which vary from state to state
and even by city. For the
most accurate assessment,
contact your local fire depart-
ment and request a fire safety
evaluation. Not only will they
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inform you of other policy
measures that need to be
taken in order to get up to
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WHEN WORK IS A FAMILY AFFAIR

you're lucky, you work for your dad! In my lifetime, I have heard this statement a1 -
most as often as I have told someone where I work and what I do. While it is not
entirely untrue, anyone who has worked in a family business realizes that it is not

all fun and games. Quite often, there is an increased level of responsibility and account-
ability leveled on a family member to uphold the name, reputation and professionalism
established by a parent or grandparent before them. With these higher demands often
come long or odd hours, inopportune telephone calls or discussions and impromptu
business meetings-sometimes referred to as holiday dinners.

FAMILY TIES

My family happens to be of Greek heritage,
and I often joke that my father has instilled
in me the same work ethic our ancestors once
relied upon in harvesting the family olive
fields and orchards. Many families utilized
their children as built-in labor to help on their
farms-we are, decades later, halfway across
the world with the same working dynamic.
Those are strong hereditary ties. As with any
other employer -employee relationship, your
business is only as strong as its weakest link.
And when its weakest link happens to be a
family member, it is all the more reason to en-
sure you exercise unbiased and non -preferen-
tial treatment toward them.

I KNOW YOU'RE MY
BROTHER, BUT YOU'RE
FIRED!

My three siblings and I have all worked in
the family business in some capacity-even
if it was only a temporary position. It contin-
ues today; my youngest brother, still in high
school, works on holiday breaks, my sister
having already parted on good terms with
the company. My younger brother was ter-
minated after learning that talking on a cell
hone while painting an apartment does not

mix. Firing my younger brother was one of
the more difficult things I have had to do, but
I found it to be a very effective tool in uphold-
ing our company policies and illustrating to
our staff that no employee will receive prefer-
ential treatment. As a result of our handling of
my brother's conduct, I have received a great
deal of input from our employees who admit
that they likely would not have been able to
terminate a family member of their own. For
us, this was the only logical choice. Having
one bad apple can spoil the bunch.

WHAT'S YOUR STORY?

People are an organization's greatest asset, and
part of the advantage of working with a family
business is knowing the people, hearing their
stories; a family business is something more
than just a service provider, it is someone's
livelihood. Large corporations sometimes
miss the opportunity to craft and deliver this
personal touch, or perhaps it gets lost as the
company grows. It is important to remember
that this personal approach is not just for the
family business-you can easily craft your
own approach to employee and client com-
munication that will demonstrate your pas-
sion and effectively lead toward transforma-
tion. It all starts from within and it all starts
with one person. Do you know your story?
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Want suggestions for operating your company more efficiently and more effectively?

Looking for insights into building and sustaining a competitive advantage?

If so, you'll want to read Best Practices: Real Estate Management Service

IHEM Institute ol Real Estate Management

This practical guide, developed by the IREM Industry
Standards Advisory Board, is filled with insights to
guide management company executives responsible
for providing real estate management services to
others.

Usefully organized around four categories, Best
Practices can serve as a handy checklist for
benchmarking your company's operations:

 The management company - i best practices
covering such topics as company formation, policies
and procedures, corporate record keeping, and
company ethics

 Client relations -10 best pra ctices running the
gamut from identifying client objectives to disclosure

 Management of the property - 23 best
practices that hit on the management plan,
routine and preventive maintenance, handling
insurance claims, and property staffing - with a
new practice statement on sustainability

 Tenant/resident relations - 6 best practices
ranging from lease agreements to customer service

Also Available in Print:
Member Price: $27.96
Regular Price: $34.95
SKU: 785

y at www.IIem000kS.OIç
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Do you
consider
your

o oe your

need t5
be liked, a quality we develop as
children. Being dependent on
our parents from birth, we learn -
behavioral habits that will benefit
our weLl-being. Crying and smiling
each have their place in the infants
armory and help to ensure that we
thrive in the helpless, defenseless
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Being Nice Wins Out

Helping others and being helped in return allows us to build personal rela- ingratiating and result in staff los-
tionships. A "quid pro quo" system can provide us with ancillary elements ing respect for their manager. Be-

or qualities that we do not possess. The workplace exemplifies this symbi- ing friends with employees will not
otic relationship, personal connections and relationships are vital to efficient make someone a better manager.
teamwork. Most professional environments require employees to work with Instead, it presents a manager with
others so they can achieve more than is possible than a group of individuals. more problems.

A team that works well together shares a camaraderie that develops from Being friends with an employee
shared experiences, challenges and achievements. These bonds show them- creates a situation in which the em -
selves in shared lunches, birthday cakes and office wedding showers, inside- pioyee may shrink away from the
jokes and departmental rituals. A great work environment is an enjoyable

manager, recoiling to the point that
one, that much is obvious, but there are several factors that contribute to

they avoid non -critical contact with
such a utopia. Having friends at work is one way to ensure it's a pleasant

their manager, which can createworkplace.
productivity and morale problems.

A Delicate Balance of Inequality Perhaps worse, an employee -friend
may seek to use their friendship

Unfortunately, it is extremely difficult for a boss to be friends with their di- with the manager for personal, even
rect reports, because the relationship between a manager and their team is unethical means.
an unequal one. A manager is in a position of authoritç which involves hay-

For the employee, there are very
ing certain powers. Managers make decisions that could have a positive or

few pitfalls in this relationship, but
negative impact on the staff member. A boss has the authority to discipline

for the manager, the consequences
a member of the team, increase or decrease an employee's workload, decide

could be dire. Leaders who go outbonus amounts or make recommendations for promotion, but none of these
situations work in reverse. of their way to seek friendships

No manager should take that to mean that they should make it their job to with employees weakens their abil-

be as unfriendly and unpleasant as possible. Creating a harsh environment, ity to affect change when necessary.

may create difficulties in motivating the team to achieve its goals. There's a A manager and a befriended staff
fine line between being friendly and being friends. Being friendly means in- member is a relationship almost
quiring after an employee's family, being a friend means going to their family certain to fail and that break-up
reunion. It may be tempting to seek to befriend a team member in order could potentially cause an irrepa-
create a positive working environment, but this will often come across as rable rupture in the workplace.

Wanting to

be liked is a

very human
characteristic...

.ft heLps us to survive
prosper when we are
weak and defenseLess.
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Hond

Too Close for Comfort

The issue of excessive friendliness affects experienced and new managers.
Some allow themselves to become too close to their employees, despite not
being equals within the realm of the business. Even bosses who keep em-
ployees on a long leash eventually need to cut the slack occasionally. Not
many friendships can survive such inequality when that situation arises.

A conscious decision to keep managerial roles courteous, but professional
might even decrease turnover. Surveys indicate that many people leave their
jobs because of personal issues with their boss. A poor working relationship
creates a negative professional environment that sours both the job and the
company for the unhappy employee. Traditionally, they're much more likely
to leave a job because of a bad boss than a bad company.

A managerial approach to staff relationships can also go to the other ex-
treme, supervisors may become over -involved in the lives of their employ-
ees. To avoid this, managers can keep their distance from the personal lives
of staff to preserve impartiality. Keep in mind that by doing this a manager
may fail to capitalize on the potential benefits of employee engagement. Re-
search demonstrates that employee engagement is an important predictor of
retention levels and productivity; workers who feel deeply connected to their
jobs are more likely to stay with their employers longer and do better work
in their positions. For engagement to happen successfully, employees need

to believe the person they report to
cares-ideally about their welfare,
but certainly about their career.

When a supervisor asks about an
employee's life or even about their
weekend, it may be difficult to iden-
tify where a friendly conversation
has ventured into over familiarity.
If an employee shares embarrass-
ing details about their personal life,
is there an expectation that the ex-
change of information be mutual?
Genuine interest and pleasant inter-
action is to be welcomed but clearly
there are boundaries. A boss should
be able to show empathy with their
team members, while maintaining
a certain professional distance and
avoiding the discussion from esca-
lating into an emotional drama.
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An empLoyee-friend may seek to use
their friendship with the manager for
personaL even unethicaL means.

The Importance of

Transparency

Good bosses determine and enforce
rules, but they also explain the ra-
tionale behind them, as much as
possible. Although it would be in-
appropriate for a manager to share
all information with a team, being
seen to be open and upfront can

1

secure employee support and com-
mitment to the company cause. If
a situation arises where employees
are impacted negatively, such as
enforced pay cuts or having to take
on additional responsibilities, they
are likely to be less resentful if they
understand the wider corporate cir-
cumstances. Those managers who
demonstrate trust in their staff,

through an honest communication
of information, are often perceived
as worthy of trust themselves and
this can reinforce the team's loyalty
and commitment.

EMILY GOODMAN, CPM. ARM.
(EGOODMANØCRHMI.COM)
IS REGIONAL PROPERTY
MANAGER AT CORE REALTY
HOLDINGS MANAGEMENT INC. IN
GREENSBORO, N.C.
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5 More Predictions for the New Age of Real Estate

1. Transferrable leases construction will

2. Pedestrian -friendly, retail -based, mixed -use properties will
become commonplace

3. Downsizing Boomers may rival Gen Ys for apartments in
24/7 Cities and around major education, medical, or
entertainment centers.

4. Industrial buildings will be valued on building efficiency
ratings or turnaround time.

5. The 2014 completion for the widening of the Panama Canal
will shift port activity away from the West Coast.
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BY DIANA MIREL

The Samuel & Josephine
Plumeri Wishing Place is

a place for sick children to
experience hope, strength and life
without the limitations they live
with every day.

In the teen lounge at Make -A -
Wish Foundation of New Jersey's
Samuel & Josephine Plumeri Wish-
ing Place in Monroe, N.J., there is
a wall where children can leave a
message. Some of the most pow-
erful messages on the walls say,
"Thank you for saving my life:'
While the wishes do not provide
miracle medicine, they are just as
important when it comes to healing
the spirit.

"We pick up where science and
medicine leave off:' said Thomas P.
Weatherall, president and CEO of
Make -A -Wish Foundation of New
Jersey. "We introduce the fantasti-
cal. We introduce magic. We intro-
duce whimsy. We introduce creative
thinking. We are trying to break

them out of the monotony that oc-
curs with their treatments, doctor
appointments and new doctor vis-
its. We are offering them an escape
from the limitations:'

WISHING WELL

The Make -A -Wish Foundation's
mission is to grant wishes to chil-
dren with life -threatening medi-
cal conditions. Seven years ago,
the New Jersey chapter began an
incredible journey and made a
huge leap in realizing their vision
through a new facility for wish chil-
dren and their families. Previously,
the Make -A -Wish team would visit
children in their homes or hospital
rooms to begin the wish -granting
process. But the New Jersey chapter
wanted to offer children a third visit
option: a magical place where they
could be inspired and honored.

"The medical community has
told us that seriously ill children

THE DESIGN OF THE WISHING PLACE
CAME STRAIGHT FROM THE WISH KIDS
THEMSELVES. A FOCUS GROUP OF WISH
KIDS OVERWHELMINGLY SAID THEY
WANTED A PLACE THAT SYMBOLIZED
ENDURING STRENGTH AND MAGIC. THE
KIDS WANTED A CASTLE.

have great difficulty thinking be-
yond their present circumstance

their imagination is stifled:' said
Weatherall. "We wanted to bring
them to a place that would change
their perspective, a place that would
ignite and inspire their imagina-
tion:'

A PLACE OF PURE
IMAGINATION

Enter the Wishing Place. The design
of the Wishing Place came straight
from the wish kids themselves. A fo-
cus group of wish kids overwhelm-
ingly said they wanted a place that
symbolized enduring strength and
magic. The kids wanted a castle.

"A castle represents time everlast-
ing:' said Weatherall. "Castles are a
symbol of strength, which is a key
element we bring to the children's
lives by way of a wish:'

The foundation's board, friends
and donors gathered a team of ar-
chitects, interior designers, engi-
neers and general contractors to
create a one -of -a -kind castle.

A REAL -LIFE
FMRYTALE

The two-story, 20,000 -square -foot
castle immediately transports wish
children and their families into
magical places just for them. The
Crowley Family Entry welcomes
visitors with heraldic banners and

30jpm I JuI.Aug 2012
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have great difficulty thinking be-
yond their present circumstance

their imagination is stifled:' said
Weatherall. "We wanted to bring
them to a place that would change
their perspective, a place that would
ignite and inspire their imagina-
tion:'

A PLACE OF PURE
IMAGINATION
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lives by way of a wish:'
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chitects, interior designers, engi-
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create a one -of -a -kind castle.

A REAL -LIFE
FMRYTALE

The two-story, 20,000 -square -foot
castle immediately transports wish
children and their families into
magical places just for them. The
Crowley Family Entry welcomes
visitors with heraldic banners and
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faux medieval wall tapestries de-
picting dragons and unicorns. A
gorgeous, double -height atrium in
the Joseph Plumeri Welcome Hall
instantly fills the space with life
and light, while a large
floor maze encourages
children to wander and
play. The first floor is
designed as a whimsi-
cal, enchanted forest
with oversized trees,
flowers and greenery
and forest sounds soar-
ing throughout the in-
terior.

Stained glass win-

dows depict fairytale princes and
princesses. One stained glass win-
dow shows a beautifiul, strong
princess who has no hair. Another
window depicts a strapping young
prince in a wheelchair.

"Where else will they see such
images? The children who come to
us see themselves in these images
and smile," said Weatherall.

ANATOMY OF AWISH:
ROOM BY ROOM

The first floor also has a multipur-
pose room and theater with a stage
used for events, training and func-
tions. Recently, several children
whose wishes were granted per-
formed a talent show on the Marino
Family Stage for their families, staff
members and volunteers. The Ad-
ministrative Wing is located on the
opposite end of the building and
takes up less than a quarter of the
building.

"This is not so much a headquar-
ters as it is a magical, wish -granting
castle:' said Weatherall.

THE TWO-STORY,
20,000 -SQUARE -
FOOT CASTLE
IMMEDIATELY
TRANSPORTS
WISH CHILDREN
AND THEIR
FAMILIES INTO
MAGiCAL PLACES
JUST FOR THEM.

The second floor is the heart
and soul of the Wishing Place.
Here there are special areas for
the wish children and their fami-
lies, areas that are designated for

the wish -making and
wish -granting experi-
ence. With a Harry -
Potter -meets -Lord -of -
the -Rings motif, these
spaces were designed to
stimulate the imagina-
tion and reveal what is
possible. To protect the
integrity and wonder in
these rooms, the foun-
dation does not provide

photos or videos of these spaces,
ensuring that wish children are see-
ing these areas for the first time.

In the Chris Greicius Inspiration
Room, named after the child who
inspired the Make -A -Wish organi-
zation, wish children can contem-
plate the opportunity that lies be-
fore them and consider their wish.
The room is decorated with images
that stimulate their imagination
without influencing their decision.
The children and their families also
journey through Inspiration Grove,
a pathway surrounded by life-sized
flowers and a canopy of trees. Here,
the children get a chance to see the
stirring stories of other children
who have had their wishes granted.

At the end of Inspiration Grove
is the Wishing Room, which sits
behind two large doors flanked by
greenery. The foundation believes
that the act of wishing should
be a uniquely magical moment.
Standing under a canopy of leaves
and trees with the sounds of an
enchanted forest flowing through

STAINED GLASS WINDOWS
DEPICT FAIRYTALE PRINCES AND
PRINCESSES. ONE STAINED GLASS
WINDOW SHOWS A BEAUTIFUL,
STRONG PRINCESS WHO HAS
NO HAIR. ANOTHER WINDOW
DEPICTS A STRAPPING YOUNG
PRINCE IN A WHEELCHAIR.
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the space, a child answers the question: "If you had one wish, what would
it be?"

"I have yet to see anyone exit that room without smiles and tears of joy
running down their faces:' said Weatherall.

Also upstairs is a Teen Lounge, designed for the teen wish kids in order to
make their wish experience just as magical, in an age -appropriate way. The
teen lounge has a cool vibe with bean bag chairs, couches and throw pillows.
A flat screen television and high-tech sound system cater to teenage tastes.

The message wall has an image of a large birch tree and leaf decals with
messages from the wish teens.

WISHING PLACE SENDS RIPPLES THROUGH
COMMUNITY

"Some of the notes have been thank yous to the donors who allowed their
wish to come true, some say, 'I love my cardiologist: and others say, 'Thank
you for saving my life. My wish was just as important as the medicine I re-
ceived:' said Weatherall. "It is a powerful and emotional room:'

Since opening in December 2011, the Wishing Place has helped raise the
Make -A -Wish Foundation of New Jersey's profile within the community.
Donations and volunteer registration have increased, which ultimately al-
lows the foundation to grant more wishes and improve the overall Make -A -
Wish systems.

The generous donations allowed the foundation to expand the magic be-
yond the castle walls. The building is surrounded by gorgeous forestry and
landscaping, and there is an expansive courtyard that can be used for pic-
nics, outdoor concerts, receptions and other special celebrations. There is

also a Pond of Hope and a fountain
that help further create a serene and
calming environment.

While several other Make -A -
Wish chapters have built special
wishing places, this project has
motivated chapters and affiliates
worldwide. "We have brought it to
another level, especially from the
magical and whimsical aspect:' said
Weatherall. "We believe we have
created a game -changer for the
Make -A -Wish mission."

Of course, no amount of public-
ity compares to the overwhelming
sense of pride that comes with be-
ing involved in such a powerful fa-
cility that has already helped grow
the opportunities for the wish chil-
dren.

"We grant 400 wishes per year in
New Jersey, and every day we re-
ceive letters and e -mails from the
children and their families thank-
ing us and our donors:' said Weath-
erall. "So often, the letters say, 'This
was the greatest day of our lives: I
can't tell you how many times I've
read that. But it has never dawned
on me what the greatest day of my
life has been. I can tell you now, that
the grand opening of the Samuel &
Josephine Plumeri Wishing Place
goes down as one of the greatest
days of my life. Just seeing the faces
of the kids, families, board mem-
bers and donors who brought this
project to life and seeing their sense
of fulfillment was off the charts:'

DIANA MIREL IS A CONTRIBUTING
WRITER FOR JPIiF. IF YOU HAVE
QUESTIONS REGARDING THIS ARTICLE
OR YOU ARE AN REM MEMBER
INTERESTED IN WRITING FOR JPM,
PLEASE E-MAIL MARIANA TOSCAS AT
MTOSCASØIREM.ORG.
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Maintenance MatIers±potlight

Reliability Centered
Maintenance (RCM)
BY BILL LEHAN, CPM, RPA, CAM, LEED AP

Before the advent of Reliability Centered Maintenance (RCM) all
Preventive Maintenance (PM) was given a high priority and strict
emphasis on completing all PM was expected. In addition, only a minor
distinction was placed on PM required on critical systems and non-
critical systems. with both types receiving equal attention. This often
leads to costly and unnecessary maintenance being performed.

With

RCM, building
systems are divided
into critical and
non -critical sys-

tems and components, altering PM
from strict compliance to a stated
frequency to an adjustable frequen-
cy based on criticality, predictive
maintenance, run -hours or other
allowable deviations.

Critical systems and components
are those that directly preclude the
companies which occupy a building
operating safely, like a fire suppres-
sion system. In order to determine
what is or isn't critical, each system
and component is examined to dis-
cern what the system or component
is supposed to do, establish an ac-
ceptable performance standard and
evaluate the reasons for and impact
of a component failure.

Most deferred maintenance from
an RCM -centered perspective is al-
lowed by routine inspections your
staff already perform, and/or pre-
dictive maintenance. Examples of
predictive maintenance include

tasks such as refrigerant and oil test-

ing and tracking electrical current,

which are vital to maintaining your
building's systems. These checks
can show a specific PM could be
extended to the next period or lon-
ger without affecting the building
reliability. Consider an air handler
filter. This filter in your building is
scheduled for replacement every six
months. The working life of those
that filter can be extended by rou-

tine walk -by inspections showing
that the filters are clean and in good
physical condition.

The potential savings of going
from four replacements over two
years, based strictly on a six-month
frequency, down to three-or
even two replacements-based on
demonstrated need, is substantial.
Lower material costs, less landfill
input, reduced overtime and incon-
venience to tenants and labor costs.

In some cases, RCM analysis
can eliminate a PM because a non-
critical system or component costs
more to perform routine mainte-
nance on then to. The RCM pro-
cess seldom requires technology or
people skills beyond the capacity of
maintenance staff or contractors.

Integrating equipment data such
as diagnostic testing, performance
data, maintenance histories, opera-
tor logs and design data allows for
timely decisions about the mainte-
nance with little additional effort.

The key to honing your mainte-
nance practice lies in impartially
examining your systems, PM and
processes. Your attitude as the man-
ager and the work culture you foster
drives the success, not the skill sets
of your maintenance staff. Getting
their buy -in to change from a strict
PM way of thinking to an RCM ba-
sis, developing the proper attitude
and motivation along with effec-
tive use of technologies will provide
significant savings in maintenance,
repair and utility costs.

By setting effective, safe levels of
maintenance, adjusting operating
procedures to be more efficient and
developing strategies pertaining to
capital maintenance plans we can
consistently and continuously im-
prove cost effectiveness, increase
equipment uptime and lifecycle and
better manage the level of risk that
our organizations carry.

WILLIAM (BILL) LEHAN,
CPM. RPA, CAM, LEED
AP, (LEHANWJØAOL.
COM) IS DIRECTOR
OF BUILDING SER-
VICES FOR AKRIOGE IN
WASHINGTON. D.C.
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) Record -breaking invest -

RE TA L E R S E N V E ST N C ment activity has eluded

most markets during the
economic downturn, but a

I F1 I.J S S I i4t
bucked that trend.

BY KRISTIN GUNDERSON HUNT

Limited supply of
shopping centers
is raising demand
for high street
retail locations in
Moscow.'

-Svetlana Yarova,
Jones Lang LaSaUe

Jn 2011, Russia experienced
record commercial real estate
investment growth -200 per-
cent above 2010 levels, accord-

ing to research from CB Richard
Ellis. The pace has slowed in 2012,
but growth continues.

Matjaz Cerjak, director of the
Investment Services Department at
Colliers International -Moscow said
depending on macroeconomic and
political factors, he anticipates the
record will be broken in the near
future,

In December 2011, an agreement
on borders between Moscow City
and Moscow Region was signed.
As a result, Moscow will become
twice as large, creating many op-
portunities for further real estate

development, said Veronika Lezh-
neva, associate director and head of
research for Jones Lang LaSalle in
St. Petersburg.

"Despite record investment vol-
umes last year and the presence of
strong international names in the
market, the volumes still remain
relatively low compared to the size
of the economy ... I believe that
with the market development over
the years, we should easily see last
year's record broken:' Cerjak said.

Recovery in an
Unpredictable Market

The investment market in the two
largest Russian cities is currently
being hindered by unclear city ad-
ministration policies regarding new
developments, Cerjak said. Both
the mayor of Moscow and governor
of St. Petersburg stopped construc-
tion activity last year.

"Market players cannot predict
what laws, restrictions or permis-
sions will be delivered this year:'
Cerjak said. "Thus, major construc-
tion sites have been stalled until
further notices'

Investment activity aside, the
commercial real estate market in
both cities is recovering.

"In general, the current situa-
tion can be described as stable with
quite low completion levels; stable
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Russia / spotlight

rents, which have slightly increased
in some sectors; and average market
demand in the office sector:' Lezh-
neva said.

Commercial office rental rates
in Moscow were stable during the
first quarter, capping at $1,200 per
square meter for prime Class A
space, while vacancies in all sub -
markets decreased, according to

the CB Richard Ellis' Moscow of-
fice Market View report for the first
quarter.

A similar report from CB Rich-
ard Ellis shows that in St. Peters-
burg, rental rates for Class B space
increased by 3 to 4 percent, while
vacancies decreased to 9 percent in
the first quarter. Class A vacancies
remained unchanged from 2011 at
17 rents from in-
creasing.

"We still cannot say the Russian
market has returned to pre -crisis
levels in terms of rental rates, sup-
ply pipelines, prime yields, etc.:'
Lezhneva said. "We are still experi-
encing the recovery process in the
market'

Retail Leads Recovery

The retail sector is especially stable,
experts said. In March, Jones Lang
LaSalle named Moscow the third
most attractive cross -border retail
destination out of 150 European
markets analyzed, attributing the
capital city's attractiveness to the
continued, sustainable growth of its
residents' disposable incomes.

"The European economy-and
the retail industry specifically-is
facing huge headwinds. Retailer ap-
petite for the best space across Eu-

rope, however, remains strong:' said
James Dolphin, head of pan-EMEA
(Europe, Middle East and Africa)
retail agency at Jones Lang LaSalle.

Prime rent at Moscow shopping
centers remained at $4,000 per
square meter per year during the
first quarter, while prime street re-
tail rent increased by more than 11
percent to $5,000 per square meter

provider Krispy Kreme and clothier
Abercrombie & Fitch, according to
Jones Lang LaSalle information.

In St. Petersburg, occupancy at
shopping centers ranges between
93 and 95 percent, according to the
GB Richard Ellis data for the first
quarter. Cafes and restaurants are
the most likely candidates to ex-
pand and seek retail space, includ-

The investment market in the two largest Russian cities is currently being
hindered by unclear city administration policies regarding new developments.
Both the mayor of Moscow and governor of St. Petersburg stopped
construction activity last year.

per year compared to the fourth
quarter of 2011.

"Limited supply of shopping
centers is raising demand for high
street retail locations in Moscow:'
said Svetlana Yarova, head of Jones
Lang LaSalle's High Street retail de-
partment, in a news release. (De-
mand on central streets originated
from banks, luxury and premium
retailers, and cafés and restaurants.)

Global Brands Gallop In

United States brands account for al-
most 20 percent of the international
retail presence in Russia, according
to Jones Lang LaSalle's Cross Border
Retailer Attractiveness Index. The
newest retailers to enter the Rus-
sian marketplace include American
Eagle Outfitters, Victoria's Secret
and DKNY. At least 10 more foreign
brands are set to come to the capi-
tal city in 2012, including Seattle's
Best Coffee, doughnuts and coffee

ing American fast-food restaurant
Quiznos, Asian cuisine restaurant
Yam Kee and the Fasta Pasta net-
work of Italian restaurants.

Cerjak said Colliers is managing
through the competitive market-
place by trying to secure long-term
leases that lock in values for an ex-
tended period.

"Despite losing the potential up-
side, the effect this has on the yield
assumptions may actually create ex-
tra value for the owner and increase
the liquidity of such an asset:' he
said. "This is especially true for the
foreign investors who are buying
into Russian exposure long term

The market remains competitive
and I expect it to stay that way'

KRISTIN GUNDERSON HUNT IS A
CONTRIBUTING WRITER FOR JPM. IF
YOU HAVE QUESTIONS REGARDING
THIS ARTICLE OR YOU ARE AN IREM
MEMBER INTERESTED IN WRITING
FOR JPM', PLEASE E-MAIL MARIANA
TOSCAS AT MTOSCASØ!REM.QRG.
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Lezhneva said. "We are still experi-
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most attractive cross -border retail
destination out of 150 European
markets analyzed, attributing the
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residents' disposable incomes.

"The European economy-and
the retail industry specifically-is
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petite for the best space across Eu-

rope, however, remains strong:' said
James Dolphin, head of pan-EMEA
(Europe, Middle East and Africa)
retail agency at Jones Lang LaSalle.

Prime rent at Moscow shopping
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percent to $5,000 per square meter

provider Krispy Kreme and clothier
Abercrombie & Fitch, according to
Jones Lang LaSalle information.
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the most likely candidates to ex-
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The investment market in the two largest Russian cities is currently being
hindered by unclear city administration policies regarding new developments.
Both the mayor of Moscow and governor of St. Petersburg stopped
construction activity last year.

per year compared to the fourth
quarter of 2011.

"Limited supply of shopping
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said Svetlana Yarova, head of Jones
Lang LaSalle's High Street retail de-
partment, in a news release. (De-
mand on central streets originated
from banks, luxury and premium
retailers, and cafés and restaurants.)

Global Brands Gallop In

United States brands account for al-
most 20 percent of the international
retail presence in Russia, according
to Jones Lang LaSalle's Cross Border
Retailer Attractiveness Index. The
newest retailers to enter the Rus-
sian marketplace include American
Eagle Outfitters, Victoria's Secret
and DKNY. At least 10 more foreign
brands are set to come to the capi-
tal city in 2012, including Seattle's
Best Coffee, doughnuts and coffee

ing American fast-food restaurant
Quiznos, Asian cuisine restaurant
Yam Kee and the Fasta Pasta net-
work of Italian restaurants.

Cerjak said Colliers is managing
through the competitive market-
place by trying to secure long-term
leases that lock in values for an ex-
tended period.

"Despite losing the potential up-
side, the effect this has on the yield
assumptions may actually create ex-
tra value for the owner and increase
the liquidity of such an asset:' he
said. "This is especially true for the
foreign investors who are buying
into Russian exposure long term

The market remains competitive
and I expect it to stay that way'

KRISTIN GUNDERSON HUNT IS A
CONTRIBUTING WRITER FOR JPM. IF
YOU HAVE QUESTIONS REGARDING
THIS ARTICLE OR YOU ARE AN IREM
MEMBER INTERESTED IN WRITING
FOR JPM', PLEASE E-MAIL MARIANA
TOSCAS AT MTOSCASØ!REM.QRG.
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FOLLOWING IS AN EXCLUSIVE INTERVIEW BETWEEN JPM® AND THE HOLLOWAYS TO SEE
HOW A FAMILY DYNAMIC FLAVORS THE JOURNEY TOWARD BECOMING AN ACCREDII'ED
RESIDENTIAL MANAGER (ARM) and CERTIFIED PROPERTY MANAGER (CPM).

 JPM: Chris, how did you get started in property
management?

Chris: Well, I was a commercial banker for 26 years and
some of my customers were partners who were involved
in property management. One of my friends, a former
banker in Bloomington, Ill., left banking and started a
property management business in Bloomington. I liked
his business model, but I wanted to use it in Springfield,
Ill. I became a partner with him and two others and
started a development, construction and property man-
agement company in Springfield.

As our company grew over time, I saw a need for ad-
ditional help and was excited about the idea of working
with Grant-I owned a couple of small rental proper-
ties in Bloomington that Grant managed while he was
in college.

Grant: I actually graduated from Illinois State with a
degree in computer science and went on to work in IT.
I did some management on the side, but it wasn't that
many units and it didn't take up a whole lot of time. But
it was fun to do.

The computer job I had at the time was good, but after

a couple years I realized there wasn't much opportunity
for job growth. As it turns out, my dad was looking for a
property manager to come in and take over all the day-
to-day management so that he could focus on construc-
tion. I went down to Springfield from Bloomington to
work for him and that's when I really got into it.

I had never heard of IREM, but because my dad re-
ceived JPM and some of his partners had heard of it, he
recommended that I go to Milwaukee for a weekend to
take an ARM course. I kept taking classes and eventu-
ally started taking CPM courses here and there. Living
in central Illinois, I had to go to Chicago, St. Louis, In-
dianapolis or Wichita for the classes over the next two
years-ultimately receiving my CPM designation last
year. The experience of being in a classroom with people

from all over the world and having dialogue on practi-
cal on-the-job things helped me generate new ideas. I
believe I'm the only person-even in my dad's partners'
companies-who has earned the CPM designation. I
think that's what sets us apart.
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JPM: Did your dad encourage you to earn your
CPM?

Chris: One of the values I adopted from my banking
background is being a big believer in continuing educa-
tion since it benefits both the company and its individu-
als by continuing to expose them to new ideas and to
other people in the business. That's one of the reasons I
like IREM so much-you can get out and meet and talk
to people who are not necessarily direct competitors but
who are in the same field and could have an open ex-
change of ideas.

Grant: I agree. Through IREM courses, I was able to
travel to different cities and meet so many new people.
After my classes each night, I'd get back to my hotel
room and end up having to call my dad because I had a
whole bunch of new ideas that I got from other people
in the classes, which is invaluable.

JPM: How did the company change once Grant
joined the team?

Chris: Shortly after Grant joined us, we began taking
on properties that we don't own in order to expand
our company. Prior to that, we'd always only managed
properties that we owned-we either built or purchased
properties and managed them.

One of the reasons I think that Grant and I work to-
gether so well is that I focus on the construction and
development side of the business; he takes care of the
management. He manages all the properties we have in
Springfield, which right now is just under one thousand
units.

"Through IREM courses,

I WAS ABLE TO TRAVEL
TO DIFFERENT CITIES
and meet so many new

people.

Grant: And we've really grown. When I came in six
years ago we were only at about four hundred units, so
we've acquired six hundred more units either through
construction or taking on troubled assets, which has
been a big growth sector for us.

 JPM: Do you feel that being a father -son team is
an advantage?

Grant: I believe it is. What I think I bring to the table
in a father -son business is I am not afraid to challenge
an idea my dad has, whereas other employees might not
question anything. If Dad's talking informally to me
about something, I might say, "Hey, I dont know about
that idea." It goes both ways-he does the same thing
with me-we have a good connection. We don't have to
worry about feeling that we'll offend the other.

Chris: I agree with Grant, I think one of the things that
makes it work for us is that we have a healthy respect for
each other's opinions. I can point to two specific things
that always jump out in my mind as suggestions that
he came up with that I was opposed to, but I let him
talk me into them and they were very successful. Those
two things, early on in the business, gave me a healthy
respect for his opinions. There are times when we dis-
agree, but it's a healthy disagreement. It's a good, work-
ing relationship for both of us.

 JPM': What do you do during family holidays? Is
it difficult to avoid taking work home with you?

Grant: It is.

Chris: We take a little grief from the rest of the family
members when we sit down at a family dinner and start
talking business. It happens. It's inevitable, but we try to
keep that to a minimum.

Grant: I had a hope, a long time ago, even when I was
in school that some day we would work together, but
the timing wasn't right at the time. So I went into my
computer science career and-

Chris: Grant and I used to joke that someday we'd want
to be in business together. It was actually something we
talked about when he was younger.
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THE FINANCIAL ACCOUNTING STANDARDS BOARD (FASB) AND INTERNATION-
AL ACCOUNTING STANDARDS BOARD (IASB) ARE ORGANIZATIONS THAT ES-
TABLISH ACCOUNTING STANDARDS FOR EITHER NATIONAL (FASB) OR INTER-
NATIONAL (IASB) BUSINESSES AND/OR NONGOVERNMENTAL ENTITIES.

NEW LEASE ACCOUNTING
RULE CHANGES

The FASB and IASB proposed new
lease accounting rule changes in
2010 that, if implemented, could
have adverse economic conse-

quences for American businesses
and the commercial real estate in-
dustry. Under the proposal, U.S.
companies that lease office, indus-
trial and retail space would be re-
quired to capitalize the costs of that
lease instead of recognizing the true
costs of the lease transaction.

For businesses leasing space, es-
pecially small businesses, this will
change real estate leases into a ma-
jor liability. As a result, many busi-
nesses will shorten lease terms to
minimize the impact. This will cre-
ate instability in future rental costs
and uncertainty about availability
of space, as frequent renewals will

be required. For commercial prop-
erty owners and investors, the im-
pact will be even greater. Among
other things, this proposal may
jeopardize income property funda-
mentals, loan structures, property
valuations, financing covenants and
the underlying economics of com-
mercial real estate-all during the
worst real estate crisis since the
Great Depression.

IREM and CCIM Institute mem-
bers took this issue to the Hill and
urged House members to sign onto
the lease accounting coalition let-
ter, which urges FASB to conduct
a comprehensive economic impact
study of the consequences of the
lease accounting rule before imple-
mentation. Members also requested
that legislators co-sponsor H.R.
2308, the SEC Regulatory Account-
ability Act, introduced by Represen-
tative Garrett, R -NJ. This bill would

On April 18, 2012
hundreds of REM and
CCIM Institute members
took to Capitol Hill,
lobbying on issues
such as multifamily and
commercial mortgage
market liquidity, taxes
and real estate. After
the May/June edition of
JPM® was published,
the REM and CCIM
Institute legislative
teams decided to add
another issue to the
Capitol Hill Visit Day,
Financial Accounting
Standards Board: Lease
Accounting.

require the SEC to fully assess the
economic impact of any intended
regulation and adopt it only on
the determination that the benefits
justify the costs. IREM and CCIM
Institute members also asked sena-
tors to write FASB asking them to
obtain a cost -benefit analysis before
proceeding with the rule.

2012 APRIL STATE

LEGISLATIVE FORUM

During the 2012 Washington, D.C.
meetings, IREM Members met to
hear about and discuss legislative
news and trends across the nation.
During the State Legislative Fo-
rum, a panel spoke on issues such
as energy conservation, labor and
employment, property manage-
ment licensing, state budget health
and commercial real estate market
trends. Please see the following
page for a brief overview.
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NIW LegislalionLsLpotlight

Labor & Employment
 Reports about the economic outlook are cau-

tiously optimistic. In most communities, eco-
nomic stability comes from consistent em-
ployment. Commercial real estate flourishes
when businesses small or large succeed and
expand.

 In January 2012, 45 state unemployment rates
decreased according to the Bureau of Labor
Statistics.

 From 2009 to 2011 43 states made major
changes to their state retirement plans.

 The Bureau of Labor Statistics reported that
industries and occupations related to health-
care, personal care and social assistance and
construction are projected to have the fastest
job growth between 2010 and 2020.

Property Manager Licensing
 Property management licensing has been a

topic of concern since 1990 when a special
IREM committee was appointed at an annual
convention in New Orleans, Louisiana.

 IREM has long held the position that the
management of residential apartments, con-
dominiums, homeowner's associations, of-
fice buildings, shopping centers and all other
commercial property by independent con-
tractors involves real estate activities and
should require a license.

+
Commercial Real Estate Market
Health

 With an estimated $1.4 trillion of commercial
real estate loans maturing over the next few
years, refinancing remains problematic.

The 2,300 page Dodd -Frank Wall Street Re-

form and Consumer Protection Act creates
many new obstacles in obtaining credit.

The apartment market is very strong with
$22.9 billion of significant apartment proper-
ties were sold in the first half of 2011, a 104

percent increase from the first half of 2010.

Energy
 For 2012, energy policy in the media has fo-

cused on raising gas prices and the develop-
ment of oil pipelines within our nation's bor-
ders.

 The Senate introduced legislation S. 1000, En-
ergy Savings and Industrial Competitiveness
Act of 2011, and similar bills were S. 389 Im-
plementation of National Consensus Appli-
ance Agreements Act of 2011 and H.R. 3221

Job Creation and Energy Efficiency Act.
 At least 12 states are considering legislation

that would provide tax credits or funding
assistance to building owners.

State Budget Health
 According to the Center on Budget and Poli-

cy Priorities, 30 states have projected or have
addressed shortfalls totaling $49 billion in fis-
cal year 2013.

 States have been making major budget cuts.
Spending cuts are problematic during an eco-
nomic downturn because they reduce overall
demand and can make the downturn deeper.

 Tax increases remove demand from the
economy by reducing the amount of money
people have to spend.
Politics plays a big part of budget cuts and
increasing taxes and fees, especially in such a

contentious election year. .

Read wiore about
tl'te Leaders!ip avd
Le.is(ative Siwtvvxjt
b3 viewiv t1'e Apri(,
"Speeia( Leaders1'ip
& Le.is1ative Issue,"
E1i9tta(-ovi.( editiov.
of j)I11

FOR QUESTIONS, PLEASE CONTACT BETH PRICE, THE
LEGISLATIVE LIAISON FOR IREM HEADQUARTERS IN CHICAGO,
AT BPRICEIREM.ORG OR (800) 837-0706 EXT. 6021.
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AirRam
Vacuum Cleaner

The AirRam Vacuum Cleaner by Gtech is a wireless, bagless
vacuum cleaner that collects the same amount of dirt and
debris as a traditional vacuum, but cleverly compounds it all

J

into tiny, bale -like cubes.
Powered by a Lithium -ion cell, the AirRam maintains op-

timal performance right up until it needs charging, giving
you the ability to clean two average -sized homes on a single
charge.

Breaking away from the vacuum cord might be made
even easier, given the electric savings of using an AirRam.

Gtech's figures show that the AirRam can be operated at
5 percent of the operating cost over five years of a stan-

dard vacuum (approximately $29 versus $427).

Zinsser Peel Stop'
Triple Thick High Build Binding Primer

The Zinsser Peel Stop Iriple '[hick High Build Binding Primer is a
water -based primer that powerfully locks down any peeling paint,
while at the same time creating a sealed barrier on eroded, cracked
surfaces.

Peel StopL Triple Thick has triple the thickness of regular prim-
ers for a uniform finish and smoother surface
and dries quick enough to allow for a second

zavssERcoat after thirty minutes. It works well with __________________
any topcoat of latex or alkyd paint on wood, _______________
trim, wood siding, doors, stucco and more. _____________

Solo -I Ceiling Tile
from Decoustics

Smarter Flush Quick
Connect Dual Flush Conversion
Kit with Euro-Button

Bring your toilets into the 21st century
while saving thousands of gallons of water
per year. A great product for multifamily
and commercial use, this Smarter Flush
system could save a family of four between
17,000 and 25,000 gallons of water a year.

This button -operated system saves water
by empowering residents to flush responsi-
bly. Pressing the blue portion of the button
flushes enough to remove paper and liquid
waste, while pressing the larger, silver but-
ton releases maximum flushing power.

The Quick Connect Dual Flush Conver-
sion Kit with Euro-Button installs in less
than ten minutes, without a need for tools
or removing the toilet's water tank.

Want the warmth and texture of natural wood in your space's ceilings? The
Solo -T ceiling panel from Decoustics brings the look of a custom, linear wood
ceiling to any space, mimicking the look of cherry, maple or ash in three or six
plank visual configurations. Solo -T panels provide the custom look, without
forcing you to sacrifice the flexibility of using a standard 2" x 2" tile size.

Each tile has an medium -density fiberboard core to prevent buckling, bend-
ing or cracking and a UV coating to improve their durability in case of fire.
Best of all, they install straight into a T -bar ceiling grid system without need
for additional tools.
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AirRam
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J
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has become such a buzz word that it's understandable.

directory-a Location where your files are stored online. Think of it as an

for exc
QIMS

When it's demystified. all the cloud amounts to is a server -based

extension of your hard drive somewhere off -site.
Having your crucial data available anywhere isn't such a bad practice.

What would happen on a property tour with a potential tenant if the property
manager neglected or forgot to bring the information relevant to the prop-
erty? That's probably a missed sale, but also a potential ding to the property
manager's reputation. With the cloud, you'll never be at a loss for crucial
information since it stays true to its name and follows you wherever you go.

The Box

Outside of

the Box

In 2012, though, it's neither useful,
nor good practice, to think of the
cloud solely as a place to put things.
More and more, cloud services are
expanding to encompass more than
simple file storage, turning into e-
mail and productivity suites. Con-
tacts, calendars and mail are mov-
ing to the cloud, allowing for com-
plete synchronicity between your
personal computer, your work-
station, your mobile phone your
tablet and (believe it or not) your
wristwatch.

Cloud services like Dropbox are
more than an app for your iPhone

or iPad, they're a key component
to switching up your workflow.
It might be easy to upload files to
your Dropbox through the website,

but it's even easier if you take a sec-
ond to install the Dropbox plug-in
on your PC or Mac.

Change a file in your PC'S Drop -

box folder and it changes in the
cloud-and consequently all of
your Dropbox-enabled devices.

Keep Your

Files-and

Your Life- .

iCloud
In Sync

Online storage is nice. It means
never having to ftimble around in
your pocket for a flash drive or con-
stantly e-mail yourself files on the
go. Contemporary cloud services
do more than let you store files-
they can keep your day in sync.

Services like Apple's iCloud (and
to an extent Google's cloud servic-
es) seamlessly sync your day-to-day
appointments from Outlook or iCal

ateria( o the ipad!J
and push it to your phone.

Say a tenant or business con-
tact changes the time of a meeting,
iCloud sees the change and auto-
matically adjusts your calendar ac-
cordingly on your iPhone, your
iPad, your PC and online. It can
even be integrated into some of the
property management apps you use
everyday, meaning that your data
is the same regardless of the device
you entered it on.

So if you have four technicians
on a maintenance crew, each carry-
ing an iPhone or iPad, their notes
and app data are in perfect sync.
They can glance at their devices and
know what their co-workers have
done in terms of maintenance re-
quests, what materials they've used
and even get instructions from the
property manager without wasting
time and energy going from the
work site to the office and back.

Content and data are king. You
can't serve your clients or your busi-
ness team successfully if you've got
gaps in your data. The cloud keeps
you in sync with your business and
your business in sync with you.

ZACH TARVIN (ZTARVINØIREM.ORG) IS

THE EDITORIAL ASSISTANT OF JPM.
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STILL BATTLING
HIGH VACANCIES
THROUGHOUT
THE COUNTRY,
REAL ESTATE
MANAGERS AT
COMMERCIAL
OFFICE
PROPERTIES ARE
LEAVING NO STONE
UNTURNED WHEN
ATTEMPTING
TO ATTRACT
TENANTS TO THEIR
PROPERTIES.
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Wh office buildings fac-
I AN EASY SELL

ing so much competition, real es-
tate owners and managers have to Pre -finished spaces are built -out suites with finishes already
try everything," said Linda Day- included so tenants can visualize the space they will be re -

Harrison, CPM, and founder of the siding in, as well as move in quickly without having to go
online commercial real estate pro- through the design process or wait for construction to be
fessional directory, theBrokerList. complete.

"They can't just sit there and wait Such suites-designed with broad appeal-typically in -

for the perfect tenant to fill 5,000 dude neutral carpeting, a reception area, good lighting, a
square feet of space' break room or kitchen and a small server closet. Depending

Facing a 17.2 percent national on the floor plan, renovations might be as simple as putting
vacancy rate at the end of the first individual locks on a former single tenant's executive of-

quarter, owners and managers are fices, making them single -room offices for sole proprietors.
increasingly electing to "pre -finish" "If you can show prospective tenants either all or a
and "white -box" empty office suites part of how the space will look completed, they can en -
to market their properties. vision themselves there immediately, and it's easier to

While both concepts require in- sell them on the space:' said Jodi Azevedo, CPM can-

vestment for renovations, real es- didate and chief financial officer and associate bro-
tate experts said the tactics often ker for Parkway Investment Corp. in San Rafael, Calif.
result in securing tenants faster and While broad appeal is important, Roeder said pre -fin -

at better rental rates-as long as an ished suites need to be built out so they are consistent with
appropriate analysis, showing de- demand in the market-meaning if the building already
mand for such space, is completed caters to a certain tenant base like hedge funds, then the
prior to the renovations, space needs to be designed to the typical preferences of

"Depending on investor goals hedge firms in that area.
and available capital, these strate- "Tenants want something that is appealing and already
gies are sometimes worth imple- built to their liking:' Roeder said. "Pre -finished suites can
menting to quickly lease up space:' accomplish that for a price that is often less than custom -

said Christopher T. Roeder, manag- ized tenant improvements."
ing director for Jones Lang LaSalle's
Northern California agency leasing TARGET AUDIENCE

I

team. "They allow tenants to either
move into a space quickly because In general, pre -finished suites often target entrepreneurs or

it's essentially turn -key, or to visual- small- to mid -sized firms that might not have the resourc-

ize themselves in the space because es to build out a space to their specifications. Real estate

it has been demoed down to a clean managers might go as far as furnishing the office suites or

slate." even provide an onsite receptionist, office equipment and a
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"IF YOU CAN SHOW PROSPECTIVE TENANTS
EITHER ALL OR A PART OF HOW THE SPACE
WILL LOOK COMPLETED, THEY CAN ENVISION
THEMSELVES THERE IMMEDIATEL AND IT'S
EASIER TO SELL THEM ON THE SPACE."

-Jod Azevedo, CPM r1T,
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conference room that can be shared
among multiple small tenants

"This helps the small users:' Aze-
vedo said. "They just want to move
in and be ready to go:'

Azevedo turned approximately
3,000 square feet of office space in
San Rafael, Calif., into fully fur-
nished, full -service, executive of-
fice suites. The space was vacant for
nearly two years, but was leased up
between six and nine months by
10 different tenants, once renova-
tions were complete. She said they
are receiving slightly more net rent
than when they leased the space to
a single user.

In Gulfport, Miss., Marvin
Koury, CPM, and senior advisor
for Sawyer Commercial LLC said
his firm created pre -finished suites
at an office complex near the air-
port prior to Hurricane Katrina. At
the time, a host of out-of-town real
estate developers and other compa-
nies were expressing a lot of interest
in the area, and they needed a space
where they could come into town to
do business. Tenants who were dis-
placed from their workspaces after
Katrina were also able to settle into
the complex.

Tenants were offered short-term,
all-inclusive leases for furnished
offices with one to three rooms,
a common conference room that
could be reserved online, a com-
mon printer and scanner, a com-
mon kitchen area and a receptionist.

"Traveling business people
would come in, set up shop and get
to work:' Koury said. "The set rent
prices, space flexibility, amenities

and the ease of working somewhere
that wasn't even home base made
it very popular. That was the full-
est that property had been in along
time. We had definitely targeted the
right group:'

THINKING OUTSIDE
OF THE WHITE BOX

While pre -finished suites often tar-
get smaller tenants, white -boxing is
typically geared toward those ten-
ants needing more space. White -
boxing involves demoing every-
thing in a space, painting it entirely
white and creating a clean slate
whereby prospective tenants can
then build their designs from.

"Having a fresh, clean space helps
keep prospective tenants from get-
ting distracted by the former ten-
ant's design:' Roeder said. "It cer-
tainly contributes to the success of
leasing a space:'

White -boxing was certainly suc-
cessful when Roeder's team took
over management and leasing re-
sponsibilities for a formerly owner -
managed building in San Francisco
in 2010. At the time, it was 78 per-
cent occupied and some spaces had
been sitting vacant for as long as 10
years.

The team created a white -box
show floor to reposition the prop-
erty. They took the space down to
a warm shell with power -blasted
floors, tucked -away wiring, strip
lighting, and columns covered with
sheet rock. Remodeled bathrooms
and a glass -walled conference room
were integrated into the space as well.

'1THE KEY IS TO DO

RESEARCH, ... KNOW

T±IE_BUSINESSES

THATARE IN THE

AREA AND THE

BUSINESSES ThAI

ARE MISSING. AND

GO AFTER THE

CONCEPTS WITH

THE STRONGEST

PROMISE. I WOULD

AVOID HUNCHES.

MAKE SURE

YOUR MARKET

RESEARCH SHOWS

A CASE FOR SUCH

RENOVATIONS."

-David Fisher, CPM
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He said the show floor concept drastically increased deal flow. Property
tours increased from between one and two tours per week to seven to ten
tours per week. Those spaces that sat vacant for ten years were leased within
months. By the end of 2011, the property was 95 percent occupied.

"Despite being virtually empty, the clean, fresh appeal of the rentable
space still gave prospective tenants enough of a vision that they could see its
possibility. The open canvas gave them the freedom to brainstorm concepts
that would work for them, rather than having to overcome the obstacle of
seeing past whatever the former tenant left behind:'

Whether an owner decides to pre -finish or white -box a space, or do either,
a lot of market research must be done to determine the potential effective-
ness of each strategy.

"It's a risky practice to pre -finish to a heavy degree, said David Fisher,
CPM, and regional property manager in Brentwood, Calif. "White -boxing
space and creating generic space that multiple businesses could use is safer.
Regardless, research is necessary to determine if either strategy will offer a
return on investment."
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EVERYTHING IN
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Considering the wide variety of
possibilities when it comes to pre -

finishing or white -boxing a space,
the average amount of money spent
on either concept cannot truly be
measured, nor can the return on in-
vestment, experts said.

"No two buildings, areas or own-
ers are alike:' said Day -Harrison.
"How buildings perform is dif-
ferent. How owners invest their
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money is different. At the end of the
day, the opportunity cost of these
projects is an individual decision
by owners as to how they want to
spend and make their money."

As a result, real estate experts
said an analysis of the market and
potential tenants is critical to deter-
mining whether renovating a space
before a tenant signs the dotted line
makes business sense.

"The key is to do research:' Fisher
said. "Know the businesses that are
in the area and the businesses that

What types of tenants are
currently shopping for
space and how can the
vacant space be modified
to attract such tenants?

How much space do
tenants commonly
demand in the current
marketplace, and
can the vacant space
be renovated to
accommodate those
standards?

 What will it cost to
renovate the space?

 What can the market
tolerate in terms of rents?

 Can the floor plate be
easily divided?

 How quickly can the
space be leased?

are missing, and go after the con-
cepts with the strongest promise.
I would avoid hunches. Make sure
your market research shows a case
for such renovations:'

Thoughtful, researched analysis
should help an owner make an in-
formed decision about the costs of
pre -finishing or white -boxing an
empty space, versus the potential
upsides of taking on such initia-
tives, real estate experts said.

"Whether these strategies will

work is building specific and market

specific:' Day -Harrison said. "What
works here, doesn't work there. You
need to do your homework. But
every day a space sits vacant, the
owner is losing money. That's why
it's important to try anything and
everything to get a space leased:'

KRISTIN GUNDERSON HUNT IS A
CONTRIBUTING WRITER FOR JPM®. IF
YOU HAVE QUESTIONS REGARDING
THIS ARTICLE OR YOU ARE AN IREM
MEMBER INTERESTED IN WRITING
FOR JPM, PLEASE E-MAIL MARIANA
TOSCAS AT MTOSCASØIREM.ORG.
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said an analysis of the market and
potential tenants is critical to deter-
mining whether renovating a space
before a tenant signs the dotted line
makes business sense.

"The key is to do research:' Fisher
said. "Know the businesses that are
in the area and the businesses that

What types of tenants are
currently shopping for
space and how can the
vacant space be modified
to attract such tenants?

How much space do
tenants commonly
demand in the current
marketplace, and
can the vacant space
be renovated to
accommodate those
standards?

 What will it cost to
renovate the space?

 What can the market
tolerate in terms of rents?

 Can the floor plate be
easily divided?

 How quickly can the
space be leased?

are missing, and go after the con-
cepts with the strongest promise.
I would avoid hunches. Make sure
your market research shows a case
for such renovations:'

Thoughtful, researched analysis
should help an owner make an in-
formed decision about the costs of
pre -finishing or white -boxing an
empty space, versus the potential
upsides of taking on such initia-
tives, real estate experts said.

"Whether these strategies will

work is building specific and market

specific:' Day -Harrison said. "What
works here, doesn't work there. You
need to do your homework. But
every day a space sits vacant, the
owner is losing money. That's why
it's important to try anything and
everything to get a space leased:'
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These interactive activities are designed to give you a fresh

Interactive Learning Modules

perspective on everything from loan analysis to internal rate

of return.

Financial Analysis Tools
1'")Our online toolkit offers bask spread.hseet funtions, apps

w for your mobile device, and user-friendly tools to help you

analyze your property's finances.

____________________ Webinarson Demand
These presentations cover timely industry issues and live

I iii J1 demos of useful real estate management resources.

IREM Vision
These educational videos showcase experts discussing the ins

and outs of real estate management in easy -to -digest clips. IREM
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INTRODUCED IN FEBRUARY 2011, THE BETTER BUILDING
INITIATIVE (BBI) CHALLENGES BOTH PUBLIC AND
PRIVATE ORGANIZATIONS TO MAKE THEIR BUILDINGS
20 PERCENT MORE ENERGY EFFICIENT BY 2020.
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Energy efficiency has long
been a primary concern
for property managers.
The focus on generating

savings is getting a further boost
from President Obama's Better
Building Initiative (BBI).

Introduced in February 2011,

the BBI challenges both public and
private organizations to make their
buildings 20 percent more energy
efficient by 2020. The program
picked up momentum last Decem-
ber when 20 companies and public
entities committed to participating
in the Better Buildings Challenge.
Major corporations such as CBRE,
ProLogis and Transwestern signed
on as partners in the challenge,
agreeing to reduce energy costs 20

percent by 2020, but also to share
their practices and financial results
of doing so.

USAA Real Estate Company has
committed its 49 million square
foot portfolio of office, industrial,
mixed -use and hotel properties to
the challenge.

We wanted to highlight our best
practices and also learn from best

BY BETH MATTSON-TEIG

practices from other partners as
well:' said Brenna Wairaven, CPM,
RPA, a managing director at USAA
Real Estate in San Antonio. "Not
to say that these are rocket science
ideas, but if they can help another
firm or another organization do bet-
ter, then that is doing the right thing
in giving something back to our
industry and also to our country."

HONING THE TOOLS OF

EFFICENCY

One of the key advantages of the
BBI is that it refocuses attention
on energy efficient tools, resources,
technologies and practices-even
among those firms that have made
sustainability a priority.

"Prior to the BBI coming out, we
already had a large focus on sustain -

ability and energy efficiency:' says
Jamie Weber, CPM, LEED AP, RPA,

senior property manager at Col -

hers International in Washington,
D.C. Colliers International had cre-
ated a national sustainability team
that provides local support to all
of its markets with ideas on green

initiatives as well as a sustainability
designation that Colliers employees
can obtain through its Colliers Uni-
versity program.

While sustainable practices have
become standard at many large real
estate firms, not every business or
property owner is focused on en-
ergy reduction.

"This is a further push to help
owners and managers to perhaps
take some extra steps that they
haven't taken before:' adds Weber.

One question for those partici-
pating in the program is whether
that 20 percent standard is a real-
istic and achievable goal. USAA's
standard commitment is to save 5
percent per year.

"I absolutely believe the goal
of saving 20 percent by 2020 is
achievable, even for big companies
that are already doing a lot:' said
Walraven. One factor that will

make that goal more obtainable
is the continual improvement
of technology related to energy
materials, equipment and systems.
In addition, more and more
property managers, employees and
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tenants are becoming involved.
Jones Lang LaSalle has commit-

ted 98 million square feet of prop-
erties that it manages to the BBI
Challenge. Overall, the response
from property managers has been
positive.

"But, with so many buildings
under management it's no surprise
that we're seeing a range of re-
sponses:' said Richard Veith, CPM,
a vice president at Jones Lang La-
Salle in Pittsburgh. Many of Jones
Lang LaSalle's property managers
were focused on improving energy
performance well before BBI was
introduced.

Some property managers have
already done so much with their
properties that an additional 20 per-
cent improvement does not seem
attainable, notes Veith. But those
buildings that have yet to make
energy savings a priority actually
represent the greatest opportunity
for improvements if managers can
convince clients that any capital
improvements will produce a good
return on investment.

SAVINGS HIT THE

BOTTOM LINE

The BBI is trying to drive home the
point with owners, managers and
tenants that energy efficiency makes
good financial sense. According
to a White House statement, com-
mercial buildings consumed about
20 percent of all energy used by the
U.S. economy in 2010. A 20 percent
reduction across the board would
produce an estimated $40 billion in
savings.

"Owners are always looking for cost-effective ways to reduce energy be-
cause, if you do, obviously there is a savings there:' said Carolyn Perrigo,
CPM, CSM, a senior vice president at Transwestern in southern California.
Transwestern has enrolled 442 office buildings totaling some 78 million
square feet of managed properties in the challenge. In addition, Transwest-
em hopes to exceed the challenge goal by achieving an even higher 25 per-
cent reduction in energy use by 2020.

The BBI challenges property managers who have been focused on ener-
gy efficiency to fine-tune and embrace practices to find additional savings,
notes Perrigo. Managers need to stay focused on energy efficiency, as well as
emerging technologies that can boost savings in lighting, mechanical, boiler
efficiencies, roofing and other equipment.
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THROWBACK AND SHARE

During the 1990s, managers did a lot of lighting retrofits. Back then, the
standard lamp was 40 watts. Since then, additional improvements produced
a 32-watt lamp and now a 25 -watt lamp-innovation that has led to a 40
percent savings. If a manager only did the first round of retrofits and didn't
keep up with the evolving standards, money and energy savings are waiting
to be claimed. "We need to keep up with the technology as the technology
progresses' Perrigo added.

Property managers that might have missed out on the savings from the
first wave of innovation have reason to embrace the BBI, participants of the
program have agreed to share data in order to establish quantifiable results.

Firms are reporting results and case
studies with the help of tools such
as the ENERGY STAR Portfolio
Manager benchmarking tool.

As part of its BBI Challenge
participation, USAA has shared
a case study involving a retrofit of
a two -building office complex in
Fort Lauderdale, which detailed the
steps and savings at 350 and 450 Las

Olas Centre from lighting retrofits,
a Level II energy audit, water retro
and new irrigation strategies. Over-
all, the various measures put into
place at the property ended up sav-
ing nearly $1.2 million in operating
costs. At almost 470,000 square feet,
the 14 percent reduction is roughly
a savings of $2.48 per square foot.

Jones Lang LaSalle has its entire
U.S. portfolio enrolled in ENERGY
STAR Portfolio Manager, allowing
the company to track performance
improvements very easily in con-
junction with its own Portfolio En-
ergy and Environment Reporting
System (PEERS), which is designed
for large corporate portfolios.

"A lot of the improvements we
expect to achieve in the coming
years would happen with or with-
out the Better Buildings Challenge,"
said Veith. "But our commitment to
the challenge was to put a plan in
front of as many owners as possible
regarding how they can improve
energy performance and financial
performance. Some of those plans
will result in actions taken that may
not have happened otherwise. So it's
definitely our goal to use the chal-
lenge as a call to action for owners
and for our property managers:'
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DURING THE 1990s, MANAGERS DID A LOT OF LIGHTING
RETROFITS. BACK THEN, THE STANDARD LAMP WAS O WATTS. I1JI
SINCE THEN, ADDITIONAL IMPROVEMENTS PRODUCED A 32- Ills,
WATT LAMP AND NOW A 25 -WATT LAMP-INNOVATION THAT . [liii
HAS LED TO A LQ PERCENT SAVINGS.

II

KICK STARTING NEW INCENTIVES

BBI is hoping to spark more participation with added financial incentives.
So far, the government has earmarked $20 billion for energy efficiency im-
provements to government and residential buildings as part of the American
Reinvestment and Recovery Act (ARRA). For example, the ARRA provided
the General Services Administration with $5.5 billion to improve the energy
performance of existing buildings and to jumpstart a new generation of en-
ergy efficient buildings.

In addition, President Obama is calling on Congress to alter the current
tax deduction for commercial building upgrades, transforming the current
deduction to a credit that will encourage building owners and real estate
investment trusts to retrofit their properties.

The administration is also working to make financing more widely avail-
able, encouraging property owners to take advantage of recently increased
loan size limits to promote new energy efficiency retrofit loans for small
businesses. The president's budget will also propose a new pilot program
through the Department of Energy to guarantee loans for energy efficiency
upgrades at hospitals, schools and other commercial buildings.

Currently, the BBI does make tax incentives available to owners/proper-
ties that achieve a 50 percent reduction in energy costs.

"Since many properties have already implemented energy management
improvements because it made good business sense, the current tax incen-
tives based on reducing energy costs by 50 percent are unrealistic," said
Veith."In order for the BBI to provide the impetus for the next generation of

energy efficiency upgrades, tax in-
centives based on incremental im-
provements to energy cost reduc-
tions needs to be pursued:'

If more attractive tax incentives
materialize, as many hope, it could
spark more energy retrofits across
the commercial real estate sector.
Certainly, added financial incen-
tives wifi motivate some owners
to step-up energy efficient efforts,
adds Weber. "The big push with BBI
is if the incentives and tax credits
are obtainable, it will help owners
take that next step that maybe they
couldn't do financially before:' .

BETH MATTSON-TEIG IS A CONTRIB-
UTING WRITER FOR JPM. IF YOU
HAVE QUESTIONS REGARDING THIS
ARTICLE OR YOU ARE INTERESTED IN
WRITING FOR JPM, PLEASE E-MAIL
MARIANA TOSCAS AT MTOSCAS8
!REM.ORG.
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ins ider

 Bulgarian professionals have a strong
desire to CONTINUE THEIR REAL ESTATE

EDUCATION [p.56]. Read about the recent
activity from the IREM ETHICS BOARD
during the 2012 Leadership and Legislative
Summit [o.c8]. U CONGRATULATIONS

-I -

to the new CPM Members [p.6o]. U See

the CAREER MOVES and AWARDS AND
RECOGNITION of property managers [p.6 2].

IREM MEMBERS ENJOY A FREE SUBSCRIPTION TO JPM.
NOT AN REM MEMBER? JOIN TODAY AT IREM.ORG/JOiN/REM.

"Keeping a paper trait and
good internal controls
is key. Make sure you
sit down with your
accounting partner and
look at the processes
you use, there is always
new software and toots
available to help you keep
good records."

TURN TO PAGE 59 TO
READ MORE
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BURGEONING BULGARIA'

frena Perfanova, CCIM, CIPS, CLHMS, TRC, is the president of
FIABCI-Bulgaria, which began sponsoring CPM courses in Sofia

in November2011. Property management is still a relatively new
field in Bulgaria. As the country struggles 1emerge from its first
boom -bust cycle since the end of Sovi'control, Perfanova takes
a closer look at the importance of property management to the
ailing real estate market.

Bulgaria is a small country with 7.5 million people, situated on the
Balkan Peninsula facing the Black Sea. The country not only acts
as a natural division between East and West, but features excellent
conditions for sea, ski and spa-making it an attractive location for

tourism and international investment. With a good climate and soil, agricul-
ture remains a strong industry. In addition, mining is a large industry due to
its mineral reserves which are some of the richest in all of Europe.

A RISE FROM INDEPENDENCE

In 2004, Bulgaria experienced its first economic boom after the fall of the
Soviet Union, starting a five year period of accelerated economic progress
that pushed the development of new real estate in the capital city, Sofia,
and beyond. Investments from places such as Israel, Russia, Spain, Austria,
the United Kingdom and Ireland flowed into the country, spurring further
growth.

With the influx of investment came renewed development. New residen-
tial and office buildings, shopping malls, holiday homes and villages sprung
up in and around Sofia, mirrored through the rest of the country. Many

b

r

LGARIL%

construction companies started to
manage their own investments, giv-
ing birth to the first property man-
agement companies. According to
FIABCI-Bulgaria and the National
Statistical Institute, there are about
50 such property management
companies in operation today.

In 2009, Bulgaria, like much of
Europe, fell victim to the global
economic recession. Unable to rise
from economic crisis, new con-
struction was no longer an option
for the country. At the same time,
unemployment outside of Sofia re-
sulted in more people moving into
the capital and "doubling up" in
apartments, straining the resources
in those buildings, resulting in a
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new concentration on the conditions and services in ex-
isting buildings and how they may be improved.

BUILDING PARTNERSHIPS FOR

NEW IDEAS

While office and retail management has become a main-
stay to Bulgarian real estate, residential management
has lagged somewhat. In gated communities populated
by modern and wealthy inhabitants, upscale amenities
such as security, playgrounds, fitness centers and swim-
ming poois require professional third -party manage-
ment. However, in other areas, management -fee collec-
tion is still a serious problem due to the absence of such
traditional practice in Bulgaria, where individual build-
ings are managed mainly by the house managers and
house committees elected by residents of the building.

The nascence of the industry, coupled with the eco-
nomic issues that have plagued Bulgaria in recent years,
helped FIABCI-Bulgaria recognize the need for special-

BULGARIAN SPECIALISTS HAVE A STRONG DESIRE
TO CONTINUE THEIR REAL ESTATE EDUCATION,
PARTICULARLY THROUGH REM COURSES, TO EARN
THE PRESTIGIOUS CPM DESIGNATION.

ized training in the field of property management. Fl-
ABCI-Bulgaria has teamed up with IREM to introduce
the CPM designation program in Bulgaria, creating the
proper climate for educating people on the importance
of property management, bringing the skifis and knowl-
edge to Bulgarians already active in real estate.

Bulgarian specialists who attend courses tend to be
managers of closed complexes, office or retail manag-
ers, logistics facilities managers, residential managers
or real estate brokers planning to extend their business
with property management. Due to the novelty of this
profession in Bulgaria, most of these professionals have
no previous experience in property management, except
those who had been engaged in this field abroad. How-
ever, these professional are dedicated to providing their
client, the property owners, and the occupants in the
buildings they manage and lease a high level of service.
They have a strong desire to continue their real estate
education, particularly through IREM courses, to earn
the prestigious CPM designation.
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IItEM msider / ETHICS REPORT

ACTIVITY OF IREM
ETHICS BOARDS AT 201
IREM LEADERSHIP ANI
LEGISLATIVE SUMMI

EILEEN LYNCH

The Ethics Inquiry Board reviewed two new
complaints. A CPM and ARM Member was
charged by an outside party with covering up a
theft in order to protect relatives, who were al-
legedly involved. The Board voted to investigate
by asking for information from the Respondent.

The second complaint
came from condo own-
ers concerned about the
transition to a wireless

alarm system in condominiums
managed by the Respondent. The
Complainant and other owners
submitted two proposals to the
Respondent with the intent of sav-
ing the association money, but did
not hear back from the AMO Firm.
The Complainant alleged the AMO
Firm would have broken the local
law without the help of the con-
cerned owners, thereby putting the
tenants' safety and health in danger.
The Board determined the Com-
plainant was not a member of the

condominium board that manages
the association and voted to dismiss
the complaint.

The Hearing and Discipline
Board conducted one hearing. The
Complainant, a CPM Member, al-
leged that another CPM Member
(Respondent) used improper means
to obtain financial statements and
other information about a building
being managed by the Complain-
ant. The Complainant alleged that
the Respondent implied that her
relationship with the power com-
pany allowed her to obtain rebates.
The Complainant supplied a series
of e -mails between the Respondent
and the power company, setting up

a walk-through of the building to
conduct an energy audit. The Com-
plainant maintained this action was
unethical, as his company managed
the building and he had no knowl-
edge of the appointment.

The Complainant alleged vio-
lations of the Pledge and Article
5, which is Relations with Other
Members of the Profession. Both
parties attended the hearing, and
the Respondent also called a wit-
ness. The Respondent maintained
she was not seeking management
of the building; rather, her intent
was to increase the efficiency of the
building as she had done for other
properties. After careful consider-
ation, the Hearing Board concluded
that there was not clear, strong and
convincing proof of an ethics viola-
tion.

The Ethics Appeal Board did not
meet as no appeals were requested..

EILEEN LYNCH (ELVNCH@IREM.ORG) IS

ETHICS ADMINISTRATOR/AMOS COORDINA-
TOR AT IREM HEADQUARTERS IN CHICAGO.
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THE
PAPER TRAIL

BY KAREN PHARR. CPM

Like

many of you, I juggle sev-
eral different properties and
several different accounts,
while iTlaking sure all ac-

counts are separate, treated equally
and handled lawfully.

I think we can all agree that ac-
counting is a large portion of what
we do for our clients as property
managers. Depending on the size
of your firm, you may have an ac-
counting department, a lone ac-
countant or you may farm out
your accounting to an outside firm.
Whatever method you use, the end
game is always the same. As an
AMO Firm, it is your responsibility
to see that the proper accounting
systems are in place and work well
for you, the firm and the client you
are serving.

ACCOUNTING BYTHE
CODE

The accounting section of Article 3

of the AMO Code of Ethics states,
"An AMO Firm shall establish and
adhere to sound internal financial
controls for handling all compa-
ny funds and client funds. It shall
maintain, and update as needed,
an accounting system that complies
with accepted accounting proce-
dures, client directives and obliga-
tions, applicable laws and regula-
tions and supports company opera-
tion."

As a member of the IREM Eth-
ics Committee, we see cases alleg-
ing poor and, at times, non-existent
accounting practices. After read-
ing the full code, it's clear to us as

members that many failures in one
area of ethics have repercussions in
other areas.

A failure to have good, sound ac-
counting practices in place, for ex-
ample, may lead to poor reporting
practices. Poor accounting practic-
es may lead to a breach of your con-
tractual duties, in turn leading to a
question of your fiduciary responsi-
bility-and the snowball just grows.

ASK YOURSELF FOR A
SELF -AUDIT

So how do you ensure you don't get
caught in the avalanche? Keeping a
paper trail and good internal con-
trols is key. Audit season, while not
the best time to start putting good
accounting procedures in place,
is the time when you are forced to
examine them. Make sure you sit
down with your accounting part-
ner and look at the processes you
use, there is always new software
and tools available to help you keep
good records.

Ask yourself if it is time to
make and implement changes. Go
through your management agree-
ments to verify what dates you are
to turn over the accounting reports
to your clients monthly and annual-
ly and ensure everyone who works
on the accounts knows the dates
and adheres to them.

Most importantly, educate your
managers and support staff on your
company's accounting procedures.
Finally, work with your accountant
to set a checks and balances system
to ensure everyone is abiding by the
process.

KAREN PHARR, CPM, (KARENØHIETTAS-
SOCIATES.COM) IS THE OWNER OF HIETT,
PHARR & ASSOCIATES. LLC.
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- Daniel Ortiz, an IREM student member, has
been initiated as one of the first members of
University of Texas at San Antonio's Phi Kappa
Phi honor society. Ortiz recently graduated with

___ business honors and plans to pursue a career in
the asset management sector of real estate. In
addition to Phi Kappa Phi and IREM, Ortiz
has also been a member of the International
Council of Shopping Centers. Phi Kappa Phi is
an invitation -only society, honoring the top ten
percent of college seniors.

Randy X. Ferreira, CPM, was elected to the board
of directors of the Bay Area Apartment Association.
Ferreira is the principal/owner of Tampa -based
Blue Rock Partners, LLC. Blue Rock owns and op-
erates over 4,600 apartment units in 16 communi-
ties in the Tampa Bay and Orlando markets.

COURSE CODES KEY

ARMF.XM 1/ ARM Certification
Exam

ASM6O3 //Investment Real Estate
Financing and Valuation -
Part One

ASM6O4 /1 Investment Real Estate
Financing and Valuation -
Part Two

ASM6O5 //Investment Real Estate
Financing and Valuation - Part
Three

B[)M601 II Maximizing Profit:
Growth Strategies for Real
F.state Management Companies

BDM6O2 ii Property Mattagemerit
Plans: The IREM Model
(International only)

CI'MEXM /1 CPM Ccrtiflcatiot,
Exam

CPMOOI /1 CPM Certification Exam
Preparation Sentiitar

ETI-l800 // Ethics for the Real Estate
Manager

EE800 1/ Real Estate Professional
Ethics (intertsatlotsal only)

FIN4O2 I/Investment Real Estate:
Financial Tools

HCPEXM II HCCP Exam
HRS4O2 /1 Leadership and Human

Resource Essentials
l:rC4ol /1 Housing Credits:

Cotttpliance Cltalkttgcs and
Solutions

MKL4O4 II Marketing and Leasing:
Retail Properties

MKI.405 /1 Marketing and Leasing:
Multifantily l>roperties

MKL4O6 If Marketittg and leasing:
Oflice Buildings

MNT4O2 1/ Managing the Physical
Asset

MPSAXM II Managetssenl Plan
Skills Assessment

RFS20l //Successful Site
Management

 AUGUST
 JULY C10201 August 1-11 HonoLulu

RES2O1 July 12-21 Los Angeles
ASM6O3 August 6-7 Livonia, Mich.

HRS4O2 July 18-19 Tokyo
ASMÔO3
MNT4O2

August 6-7
August 6-7

Charlotte, NC.
Honolulu FOR THE

ETH800 July 23 Kaneohe, Hawaii ASM6O4 August 8-9 Livonia, Mich. MOST UP-
RES2O1 July 23-28 Erie, Pa. ASM6O4 August 8-9 Charlotte, NC.
HRS4O2 July 25-26 Fukuoka, Japan FIN4O2 August 8-9 Honolulu TO -DATE

ETH800 August 9 Cleveland COURSE
ASM6O5 August 10 Livonia, Mich.

LISTINGS.
ASM6O5 August 10 Charlotte, N.C.

INTERNATIONAL
RES2O1 August 14-23 Las Vegas PLEASE
RES2O1 August 16-25 Chandler, Ariz. VISIT WWW.

JULY ETH800 August 17 Sacramento, Calif,

FIN4O2 July 4-5 Tokyo ASM6O3 August 20-21 Addison, Texas IREM.ORG/
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Marietta, Ga.

HRS4O2 July 25-26 Fukuoka, Japan
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ASM6O4 August 22-23 Oak Brook, Ill. :

A5M604 August 22-23 Marietta, Ga.
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MKL4O5 August 29-30 Fukuoka, Japan ASM6O5 August 24 Addison, Texas
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Management

 AUGUST
 JULY C10201 August 1-11 HonoLulu

RES2O1 July 12-21 Los Angeles
ASM6O3 August 6-7 Livonia, Mich.

HRS4O2 July 18-19 Tokyo
ASMÔO3
MNT4O2

August 6-7
August 6-7

Charlotte, NC.
Honolulu FOR THE

ETH800 July 23 Kaneohe, Hawaii ASM6O4 August 8-9 Livonia, Mich. MOST UP-
RES2O1 July 23-28 Erie, Pa. ASM6O4 August 8-9 Charlotte, NC.
HRS4O2 July 25-26 Fukuoka, Japan FIN4O2 August 8-9 Honolulu TO -DATE

ETH800 August 9 Cleveland COURSE
ASM6O5 August 10 Livonia, Mich.

LISTINGS.
ASM6O5 August 10 Charlotte, N.C.

INTERNATIONAL
RES2O1 August 14-23 Las Vegas PLEASE
RES2O1 August 16-25 Chandler, Ariz. VISIT WWW.

JULY ETH800 August 17 Sacramento, Calif,

FIN4O2 July 4-5 Tokyo ASM6O3 August 20-21 Addison, Texas IREM.ORG/

MNT4O2 July 11-12 Fukuoka, Japan ASM6O3 August 20-21 Oak Brook, IL EDUCATION.
HRS4O2 July 18-19 Tokyo ASM6O3

ASM6O4
August 20-21
August 22-23

Marietta, Ga.

HRS4O2 July 25-26 Fukuoka, Japan
Addison, Texas

ASM6O4 August 22-23 Oak Brook, Ill. :

A5M604 August 22-23 Marietta, Ga.
AUGUST MKL4O5 August 22-23 Tokyo

MKL4O5 August 22-23 Tokyo MKL4O5 August 29-30 Fukuoka, Japan
MKL4O5 August 29-30 Fukuoka, Japan ASM6O5 August 24 Addison, Texas

ASM6O5 August 24 Oak Brook, Ill.
ASM6O5 August 24 Marietta, Ga.
ETH800 August 28 Phoenix
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Have you refered a member or a student to IREM® yet?

If not, you're running out of time for your chance at one of our $2,012 grand

rewards. Refer a member or a student today. By investing your time in the

growth of IREM, you're investing in a lifetime of better business.

Congratulations to Brunetta Harris, CPM®, of Cleveland, Ohj2!.
She was the winner ol our April Growth Month contest and is the pround owner of a new iPad 3.

With the Member Rewards Program, everybody wins:
I I

You Win.., by being entered in the Member Rewards Program. All you need to do is refer one member or student for a chance to

win. Help us grow our community and win some cash. Your colleague will thank you for introducing them to IREM, and we'll thank
you for supporting our mission.

Your Colleague Wins.., by becoming part of the IREM® community and having immediate access to all IREM has to offer, as well
as being affiliated with the leading organization in the real estate management industry.

IREM Wins.., by increasing membership, gaining more recognition

and influence within the industry, and increasing the presence of

professional real estate management.

Together, we're building leaders.

Simply tell your colleague to list you as a referring member on a

membership application or course registration and you're entered!

GRAND Two $2,012 drawings!
REWARDS

TOP REFERRAL $1,000- Highest number of referrals
REWARDS $500 - 2nd and 3rd highest

$250 - 4th highest and 5th highest
$100- 6th to 15th highest

MONTHLY S 100 - ten monthly drawings
REWARDS
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IJIEM insider /_QIJICK QuIZ

QUICK QUIZ
SCAN THE QR CODE
FOR ANSWERS

The Samuel & Josephine Plumeri
Wishing Place is located in Los Angeles.

The Better Building Initiative
(BBI) was introduced in:

a. March 1998
b. June2003
c. February 2011

iCloud

Ai

LI

4
Based on the REM Income/Expense Analysis ai

Books, which city ranks as one of the highest
operating ratios for suburban office buildings?
*Hint: See page 11.

a. Wichita, Kan.

c. Salt Lake City, Utah /7iciir 11
b. Columbus, Ohio

It is always wise to assume that
communications via social media
will not be private.

TRUE OR FALSE?

iGloud is Apple's brand new solution for keeping:

a. All of your Apple devices in sync
b. Your Apple devices clean
c. You up to date with the weather
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IREM® Fall Leadership

Conference

Keynote Speakers

Mark Scharenbroich
I
Thursday, October 18

Mix thousands of black leather, bandana wearing Harley-Davidson riders,

one 100th year anniversary celebration and a beige Ford Taurus, and you get

the Nice Bike principle in action. Author, Emmy Award winner and business

speaker, Mark Scharenbroich, will take you on a ride to building stronger and

more meaningful connections in your personal and professional life.

JChef Jeff Henderson
I

Saturday, October20

Chef Jeff Henderson could have easily become another statistic. Instead, he learned from his mistakes

and became not only a top chef, but an inspiration to many.

It was in prison where Chef Jeff found his passion for cooking. After serving nearly ten years for a drug

conviction, he used his Street smarts to make his way up from dishwasher to executive chef of Café

Bellagio in Las Vegas. His story was first told in the New York Times best-selling memoir, Cooked: My

Journey from the Streets to the Stove, which is being adapted into a film Starring Will Smith.

EM® Fall Leadership Conference  October 16-20, 2012  New Orleans, LA
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YARDI Procure to PayT
Online catalogs ensure efficient purchase order creation with proactive price controls
Customizable, automated approval workflows follow your business policies
Mobile access allows timely review and approval of purchase orders and invoices
Centralized procurement information in Voyager means business -wide spend management

To learn more, call 800.899.7591 or visit www.yardi.com/mart99 YARDI
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