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Daily dependability depends on, well, everything. That's why every single component

of our MHN3O high -efficiency front -load washer is engineered to deliver the lasting

quality that's made Maytag a household name. Your residents get a machine that

stays up and running. And with programmable options to increase revenue, plus

significant energy savings built right in, you'll find plenty in the picture to be happy

about, too. Visit mclaundry.corn for digital brochures, or for more information, visit

oLir website at niaytagcommerciallaundry.com or call 800-662-3587.
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Introducing New LiftMaster Radio Controls
with Security+ 2.OM Technology
Twice the range of traditional radio controls means less wait time for the gate

to open and more satisfied residents. Contact your local LiftMaster® Dealer to

learn more.
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IS ALSO PRESIDENT
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INDUSTRIAL PROPERTIES
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BALANCING ACT:
How Do You Achieve Work -Life Zen?

Jt's safe to say that finding balance in all areas of life is a universal
struggle-especially when it comes to creating work -life balance as
a property manager. As technology evolves and increases, (mobile
data traffic grew 70 percent last year, and is supposed to increase 18 -
fold by 2016!) the ability to set boundaries between work and home
life has become increasingly more difficult. The article, Work -Life

Balance (p.48) touches on these struggles and
presents tips and tricks, along with handy apps,

While finding
for managing and organizing your busy day. and achieving

Technology has also changed the way we work, balance is an
allowing for telecommuting-which also impacts eternal struggle,
the spaces we manage, particularly office build- we can work
ings. While it's a controversial issue, telecommut- together to

ing is a very real phenomenon with pros and cons. implement those

Take a look at Telecommuting: Is it Right For t'rc hat make:
You and Your Business? (p.16), to read about the our lives that
perks and drawbacks of telecommuting, including much easier.
essential traits and tips for succeeding as a tele-
commuter.

Since 9/11, finding the perfect balance between securing a property and
maintaining tenant ease and accessibility has been a hot topic. Where do you
stand on the issue? I encourage you to check out this issue's Face -Off, When
Securing Your Office Building, How Much is Too Much? (p.9), about the
importance of securing potential threats yet maintaining a positive overall
perception of openness and trust.

What happens when nature
throws us completely off balance?
In Hurricane Sandy (p.28), IREM
Members in and around the East
Coast discuss the steps they took to
prepare for, and navigate through,
the fiscal and legal complications of
Sandy.

While finding and achieving bal-
ance is an eternal struggle, we can
work together to implement those
little tips and tricks that make our
lives that much easier. Sometimes
all it takes is a (CF md Nearest Star -
bucks" app (p.53) to perk up our
day-coffee seems to make every-
thing better!
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The TELUS Garden mixed -use
development, slated for com-
pletion in Downtown Vancou-

ver in 2015, will reduce its carbon
dioxide emissions by one million
kilograms using an innovative sys-
tem that will capture and redis-
tribute waste heat throughout the
property's one million square feet
of space.

Created in partnership with
TELUS and Westbank, the innova-
tive District Energy System is one
of the first systems in Vancouver to
use waste heat from a neighboring
site to heat and cool a new develop-
ment, according to a TELUS news
release.

Heat from the existing TELUS
data center and the new office tow-
er's cooling systems will be harvest-
ed by the DES to provide heating
and cooling for the office and resi-

dential towers, commercial spaces
and amenities and to heat domestic
hot water for both towers.

"By recovering energy that
would normally be lost and putting
it to good use, we are innovating
through design to create one of the
most environmentally friendly ur-
ban communities in North Amer-
ica:' said Andrea Goertz, senior
vice -present of TELUS Strategic

Initiatives and Communications, in
the news release.

The development will feature
a 24 -story, LEED Platinum office
tower; a 53 -story, 425 -unit residen-
tial tower designed to LEED Gold
standards; and retail space. Upon
completion, TELUS Garden will
use at least 30 percent less energy
than a standard development of
similar size.

Residential Tower
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Construction began in the first quarter on a 248 -unit, five -story urban
apartment community that is part of the Florida Hospital Health Vil-

lage in downtown Orlando. Wood Partners and the Ustler Group purchased
the land for the apartment community in November 2012.

The development is part of the hospital's 172 -acre "Health Village:' which
is a mixed -use, transit -oriented, master -planned urban development cen-
tered on health and weilness that features a variety of uses including medical,
research, medical office, commercial, hotel and multifamily. The apartment
community is called The Ivy Residences at Health Village.

The Ivy consists of two mid -rise buildings and an integrated parking ga-
rage. There are a total of 248 one-, two- and three -bedroom units averaging
941 square feet, with 233,368 square feet of total living area.

Community amenities include bike racks, cyber café and coffee bar;
lounge area and game room; yoga and spin room; exercise room; summer

- a

PI'!
--

Scan the OR

l----___ - code to visit
the Facebook

= page for The Ivy
Residences at
Health Village.

kitchen on pooi deck; second -floor
balcony pool deck; and dog walk
and car charging station in the park-
ing garage. The first units at The
Ivy are scheduled for completion
in late 2013 or early 2014 with full
project completion and availabil-
ity of all units set for mid-2014.
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MOBILE
TECHNOLOGY

Thanks to a surge in the number of mobile
Internet -connected devices, worldwide
mobile data traffic is expected to increase

18 -fold between 2011 and 2016, according to the
Cisco Visual Networking Index (VNI) Global Mo-
bile Data Traffic Forecast for 2011 to 2016.

Global mobile data traffic grew 70 percent in
2012, according to an update of the report, released
in February. Helping to generate that traffic was in-
creased usage of Smartphones and tablets. Accord-
ing to the update, average Smartphone usage grew
81 percent in 2012, while the number of mobile -
connected tablets increased 2.5 -fold to 36 million.

Further, trends like more streamed content, more
mobile connections, enhanced computing devices,
faster mobile speeds and more mobile video are
also increasing mobile traffic.

SOUNDBITES

iUI

"It has been my experience that
folks who have no vices have very
few virtues."

ABRAHAM LINCOLN

"I'd rather be a failure at
something I love than a success
at something I hate."
-GEORGE BURNS

"If you're never scared or
embarrassed or hurt, it means
you never take any chances."

-JULIA SORLL

"Nothing is so strong as
gentleness and nothing is so
gentle as real strength."

-RALPH W. SOCKMAN

"A man is not finished when he is
defeated. He is finished when he
quits."

-RICHARD NIXON

"There is no danger of
developing eyestrain from
looking on the bright side of
things."

-ANONYMOUS

"Never interrupt someone doing
what you said couldn't be done."
-AMELIA EARHART

rem.org/jpm I jpm 7
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something I love than a success
at something I hate."

-GEORGE BURNS

"If you're never scared or
embarrassed or hurt, it means
you never take any chances."

-JULIA SORLL

"Nothing is so strong as
gentleness and nothing is so
gentle as real strength."

-RALPH W. SOCKMAN

"A man is not finished when he is
defeated. He is finished when he
quits."

-RICHARD NIXON

"There is no danger of
developing eyestrain from
looking on the bright side of
things."

-ANONYMOUS

"Never interrupt someone doing
what you said couldn't be done."
-AMELIA EARHART
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Yoü:càn have
H it all... naybe

More than two-thirds of
female professionals,
and the same number of

male professionals, said they don't
believe they should have to sacrifice
a full life outside of work for a suc-
cessful career-indicating they feel
like they can "have it all:' according
the recent Accenture study, Defin-

ing Success, released in March.
For both women and men, 70

percent believe they can have a suc-
cessful career as well as a full life
outside work-however, 50 percent
also said they cannot "have it all at
the same time:' according to a news
release regarding the study.

Further, per the news release,
more than half (52 percent) of

8jpm I JuI.Aug 2013
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t

respondents said they have turned
do+n a job because of concerns
abcut its impact on work -life
balance. In fact, work -life balance
tops respondents' definitions of
career success, ahead of money,
rec1gnition and autonomy (cited by
56 percent, 46 percent, 42 percent
an 42 percent, respectively).

"ver the course of their ca -
reds, professionals will continue
to çIefine and re -define what suc-
és looks like:' said Adrian Lajtha,

Acenture's chief leadership officer.
"As today's professionals strive to
find the right balance, leading com-
panies will find innovative ways
to help them develop, grow and
thrive:'

TORE
pBOU'
UFE BNGERS,

V\CLE 0..

48.
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____ ______ ______ face-off LIbUZZ::- - _______-
- ONE QUESTION, TWO IREM MEMBERS

WHEN SECURING YOUR OFFICE BUILDING, HOW MUCH IS TOO MUCH?
DO YOU THINK ENTRANCE DOORS SHOULD BE LOCKED DOWN AND THAT ELEVATORS
SHOULD REQUIRE CARD ACCESS, OR SHOULD THEY BE OPEN TO THE PUBLIC?

JEFF BURCK, CPM, RPA JAMES SINCLAIR, CPM, RPA, CCIM'\ PROPERTY MANAGER PROPERTY MANAGER
LEED GREEN ASSOCIATE LEED GREEN ASSOCIATE
BROOKFIELD OFFICE PROPERTIES BROOKFIELD OFFICE PROPERTIES
HOUSTON HOUSTON

yes no
Yes, you should lockdown entrance doors and have card ac-
cess only on elevators. Office buildings have been and will
continue to be targets for theft, unlawful entry, kidnapping,
bombings, forcible occupation and sabotage. Since most
crimes are directed toward individuals or offices that have
little or no security planning in place, it is imperative to take
stock of your present measures and possible weak points.

Understand that building tenants differ in the kinds of
risk they bring with them. Some tenants have a high -traffic
volume of visitors; some tenants could be controversial; and
some might face the possibility of problems with former or
disgruntled employees. All these things dictate that precau-
tion is prudent and necessary. So, how much is too much?
In the words of Dirty Harry, "Do I feel lucky?" Ask yourself:
What kind ofphysical security systems and controls are present-
ly used? Are they enough? Do the available security resources,
policies and procedures meet the potential threat?

In all likelihood the answer is a resounding, No! So what
must be done? First, install key -card access systems at main
entrances and on all elevators. This limits and controls ingress
and egress. Next, install a metal detector or CCTV (closed-
circuit television) camera or other device to monitor people
once they are given access to come into a building entrance.
Also, each tenant should issue access control badges, with re-
cent photographs, to all employees and authorized contrac-
tors. Last, tenants should install key -card access systems at
suite entrances.

Now that you have the building in full lockdown, how
do you feel? You should feel safe-very safe-and you don't
have to depend on luck. So what is the cost to you to feel safe?
Aside from the actual equipment costs that can be depreci-
ated and amortized over their useful lives, the true cost is a
little inconvenience of time from tenants, invitees and guests.

Yes, there is that inconvenience factor, similar to going
through an airport checkpoint screening. Not fun, but ef-
fective. Since buildings are open to the public just like air-
ports, we must accept that our way of life and thinking has
been altered and changed since 9/11. Let's not ever become
too relaxed; we don't want to "make someone's day." We must
remain vigilant and keep our guard up by maintaining appro-
priate measures in buildings by locking down entrances and
initiating card -key access limits on all elevators.

Since 9/11, property managers and tenants have had a differ-
ent view of security. Prior to 9/11, office buildings and other
facilities were open and accessible. Employees, contractors,
service providers, and most importantly, customers, were
able to enter and exit at -will during normal business hours.
Business was transacted without real thought to specialized
security precautions. Most office doors were secured with
locks and keys, and occasionally a security guard was present
at a desk in the lobby. After business hours, landlords either
secured their buildings using key locks, or in some cases in-
stalled electronic locks at entries, and issued access cards to
those tenants and employees who needed to enter the build-
ing. Some tenants who had special needs installed electronic
security on their premises, and required employees to use ac-
cess cards, with visitors entering through a reception area. The
overall perception was one of trust, openness and accessibility.

Flash forward to today's modern office building-employ-
ees are required to go through certain entrances, showing
their access cards with their pictures, and in some cases hav-
ing their belongings screened. They are required to use their
cards, or punch in a special code, to access an elevator which
takes them to their specific floor, and then use their cards or
codes again to access their work areas. To go between depart-
ments, they may be forced to use their cards and codes again.
And, they are forced to display their badges with their pictures
while in their work areas. Pity the poor visitor to the building,
who is stopped at the door, asked for his or her identifica-
tion, required to go through a screening process before being
given a visitor's badge and sent to a holding area where he or
she is then escorted to meet their contact. The same process
gets repeated when they leave. The overall perception is one of
caution, concern and intimidation.

Calvin Coolidge once said that "...the chief business of the
American people is business:' He did not say that the chief
business of America is security. Should we lock down our
buildings and elevators? By doing so, we change the focus
from business to security, and in changing the focus, we al-
low those who want to destroy our way of life an undeserved
victory. As property managers, our job is to provide an open
and unhindered environment for our tenants to do business.
Locking down doors and elevators is counterproductive to
that goal. .

CONTINUE THE CONVERSATION IN THE SHARED INTEREST VISIT WWWIREM.ORG/RESOURCES/ 1m.01jpm I I 9

COMMUNITY (SIC) ON OFFICE BUILDINGS ON LINKED/N.
SHARED -INTEREST -COMMUNITIES
TO LEARN MORE.
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 DOWNLOAD.ME
SIMPLENOTE °
Keep track of your notes, lists
and ideas with the Simplenote
app. This app allows you to auto-
matically synchronize with your
computer and all other devices.
You can sign in online at simple-
noteapp.com and all of your notes
and any changes will appear au-
tomatically-whether you're on
your computer, iPhone or iPad.
The free version of the Simplenote
app includes ads, unless you sub-
scribe to Simplenote Premium for
$19.99 per year. E-mail support@
simplenoteapp.com for questions
and comments.

RENTNOTICES o
If you've ever had to file a rent
notice, this app functions as your
online rent court agent. It handles
the entire process from filing to
sitting in court to collecting a
judgement. It's designed to save
you time and money, and not
spend your entire day in court.
To learn more about how this app
works, visit www.rentnotices.com.
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-o PROPERTY EVALUATOR
If you're wondering what apps
lenders and investors use, it's
most likely the Property Evalu-
ator app. This app allows you
to e-mail PDFs of performance
projections that provide a com-
parison between properties. The
standard version of this app also
supports international curren-
cies for evaluating properties.
After creating a property portfo-
ho, the app allows you to group
other properties to compare and
see the combined performance
of the portfolio.

RENTAL MANAGER
Generate professional PDFs that
assist you in creating property
reports for your portfolio with
the Rental Manager app. This
app combines the following five
management functions: (1) lease
analysis, (2) setting rent func-
tions, (3) rental profit analysis
and cash flow, (4) financial cal-
culator and (5) loan amortiza-

-- tion.
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Highest and Lowest Annual Income:
Shopping Centers by Metro Areas
[Listed by median and sample size]

U Highest Annual lncome*;U Lowest Annual ncome*

Pko'Ii:!. Wichita Kan Minneapolis -St. Paul
$1033 5 $7 flR. in

.0 $8.33; 10

L. ,

$11.86; 9

New Jersey Nortr:
$25.19; 5

New Jersey Southern
$27.45; 6

shington
5.36; 13

ido, Fla.
ll;6

Minimum sample of 5
Dollar amount based on total average actual occupancy.

Shopping Center data is available in Metro, Regional, and National reports. Additionally, Income/Expense Analysis data
is available for four other property types: Conventional Apartments; Office Buildings; Federally Assisted Apartments; and
Condominiums, Coops, and PUDs.

W

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 1/

I

WWW.IREM.ORG/INCOMEEXPENSE. ____
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PRINCIPAL

OF JDM
ASSOCIATES
IN FALLS
CHURCH, VA.

MR. KLEIN IS
ALSO THE
AUTHOR OF
A PRACTICAL
GUIDE TO GREEN
REAL ESTATE
MANAGEMENT.

AVAILABLE AT
IREMBOOKS.ORG.

Are you
Smartphone
obsessed?

KTh
There's NOT JIUU
a n A p p fo r T h at /

wenty years ago, many of us began
thinking that commercial offices may
become obsolete. With the advent of

the internet, e-mail and cell phones without
shoulder straps, many believed that most
people would eventually work from home.
We were wrong. Not only are commercial of-
fices still around-and occupied by millions
of people every day-new buildings are being
built. Sure, office life has changed quite a bit
with large private offices being replaced with
open floor plans, mahogany conference tables
swapped for ping pong tables and even water
coolers substituted with virtual water coolers.
Technology and a shift in culture have cer-
tainly provided benefits, but now the threat of
extinction looms for something worse-hu-
man interaction.

Humans are becoming more robotic. Im-
mersed in Smartphones, tablets and laptops,
people are steadily cutting out more and more
human interaction every day. Technology is
replacing faces with usernames and getting
rid of things like mentorships, camaraderie
and trust. But, human interaction is necessary
for our happiness. And seeing that we spend
more of our waking hours surrounded by co-
workers than by our own families, it's up to
us to create better offices and happier people.

Back to the Future
In order to get back to the future, we need
to rekindle our emphasis on the human ele-
ment. Think about our use of internal e -mails.
E-mail is an effective tool to transmit attach-
ments, delegate tasks and convey information.
But the truth is, e-mail is not a communica-
tion tool. Instead of discussing an issue face-
to-face, some people hide behind e-mail and
are incapable of conveying the lion's share

of our message through body language. The
result is wasted time and ineffective commu-
nication. Some companies are implementing
a policy of one "No E-mail Day" each week.
Although it may seem a bit dramatic, these
companies are seeing positive changes. Time
is better spent on meaningful issues and tasks,
and employees are building more trust with
coworkers by working together. Problems are
being addressed with creativity and collabora-
tion, and it's all being done through the power
of human interaction.

No Substitution for Interaction
As IREM Members and real estate profession-
als, we need to harness the power of human
interaction with our tenants as well. Advanced
software for monitoring CAM charges and
rent is a great tool, but it doesn't allow us to
understand our tenants' needs and issues. So-
phisticated energy management systems are
wonderful for controlling building systems,
but we still need to walk around the building
and look at the field conditions and systems in
person. Walk through the spaces and talk to
your tenants to see if they're comfortable be-

fore you get a call or an e-mail. An overlooked
part of sustainability is maintaining strong
relationships and ensuring that your tenants
will be happy today and into the future.

Technology is not the answer to all of our
problems. It often seems as if everything is
advancing in the human race, except the hu-
man race. Humans are the solution. Technol-
ogy has brought us immeasurable benefits
over the years, but we need to make sure that
we embrace and celebrate the importance of
sustaining human relationships. Let's revive
mentorships and build more trust. Let's be
human.
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Ascentia Gains Efficiencies by Automating Processes
Q: Please give a brief

overview of Ascentia.

A: We're a family -
owned business
based in Littleton,
Cob. Our vision is
to provide distinctive

David Barnhill communities for
Vice President Of Finance
and Accounting working families
Ascenha liviig in affordable

housing, in attractive
neighborhoods with a community feeling.

Q: How has Ascentia's technology

roadmap changed over the last five years?

A: We went through a challenging time
starting in 2008, as did many other
companies. We needed to lower our
operating costs and meet more stringent
management reporting requirements.
To do so, we needed to better manage
our data and reporting or risk lagging
behind the competition. Our business
requirements were also becoming more
sophisticated. We needed to rent properties
rather than follow the typical mobile home
model of just collecting rent. We wanted a

solution that supported all of our property
management information and tasks, and
Yardi Voyager' was the right fit. Voyager
has been the backbone of everything we do
since 2010. We use it to manage move -ins,

Utility billing and
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see how residents are using water and
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LittLe Secrets that Make a BIG Marketing Impact

Right out of college, I worked at the
front desk of a major hotel. Ev-
ery Sunday, our general manager
stopped by promptly at 2:00 p.m.,
just to check in. And every Sun-
day, promptly at 1:00 p.m., my im-

mediate supervisor sprang into action. Like
a whirlwind, he scattered papers across his
desk, flung a few file folders on the floor and
ripped off his coat. He plopped into his chair,
loosening both shirt collar and tie. He'd even
mess up his hair a little, just for good measure.
Was he working? No way.

Later, at a different hotel, I worked for a
manager whose first task everyday was to get
out of her office. She'd go through different
departments, chatting with employees from
housekeeping to the front door staff to ac-
counting. And she listened. When it came to
garnering trust and respect, who won? Man-
ager #2, hands -down. Why? She was genuine,
transparent and trusted.

Simply put, trust is when people know they
can count on you to do the right thing. Our
clients want to know we value our work. Our
tenants want to know we value their business.
If you want to be a stellar solutions provider,
there's no way around it: earning trust and re-
spect is crucial.

The same concept applies when we're mar-
keting our properties. Our ability to work
with clients, tenants and brokers to win new
business-and keep what we've got-often
centers on whether we are able to learn and
earn trust, credibility and respect. I've discov-
ered that three little secrets can make all the
difference in building trust and relationships.

You're CONNECTED-Or You're Not

I confess: I have a sweet tooth. Stopping in at
See's Candies recently, I was surprised when
the clerk immediately brought out my favorite
chocolate treat. She then cheerily suggested
additional goodies she knew I'd like. Feeling
slightly embarrassed-this could only mean
I'd been visiting way too much-I willingly
pulled out my wallet. The result? I think this
one's Tweetable: happy employees equal hap-
py customers.

Consider What COUNTS

Reputation is like a fine restaurant: it takes a
long time to build, but flames can destroy it in
an instant. When it comes to your company's
reputation, our clients and customers want to
know three things: 1) You know your stuff; 2)
You've done it before and can do it again; and
3) You know your stuff.

Reduce the CHATTER

Have you ever been in a meeting where some-
one (everyone) is on their Smartphone? We
all have. Here's your homework: in your next
meeting with a client or a tenant, try to really
listen. Don't think about your to-do list. Don't
play with your phone. Just listen. When you
earn trust, it's like holding the key to future
business right in the palm of your hand.

In case you're wondering, See's Candies are
now available pretty much everywhere. And
if they're not in your area, let me know. I'd be
happy to deliver.
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tanford University conducted research
into whether working from home made
people more productive. The Work From

Home study, reported in HR insights,

looked into productivity at CTrip, Chi-
na's largest travel agency and a $5bn
NASDAQ -listed corporation that em-
ploys 13,000 people. The researchers

ran a nine month controlled study dividing two groups of 255
workers with similar qualifications and the same team manag-
ers and workflows into home- and office -based workers. The
research found that home workers increased productivity by
13 percent, staff attrition was half that of office -based workers
and home working saved the company $2,000 per employee.

Major U.S. companies such as Sun Microsystems, AT&T,
Dow Chemical, Nortel and Guidant Financial Group allow
employees to work remotely and have benefitted from signifi-
cant cost savings. Sun Microsystems and AT&T save $70 mil-
lion and $25 million each year, respectively, on real estate costs
alone, while Dow has reduced other non -real estate costs by
33 percent. On average, an organization can save $8,000 per
employee.

THE QUESTION IS: DOES
TELECOMMUTING WORK FOR YOU AND
YOUR BUSINESS?

While it's a controversial issue, and remote working is a rela-
tively recent phenomenon, it has steadily increased in popular-
ity. According to Telework Research Network, around 3.1 mil-
lion American workers work from home exclusively, with an
even larger number working remotely part time. The 2010 US
Census showed that the proportion of all workers based from
home at least one day per week increased from 7 percent to 9.5

percent between 1997 and 2010. Additionally, the percentage
working from home exclusively increased from 4.8 percent to
6.6 percent (equal to an increase of 4.2 million people).

Workers in the finance, insurance and real estate industries
are more likely to be based from home than other areas. Al-
though these sectors make up approximately 6.7 percent of the
labor force, they account for 9.7 percent of home workers (up
from 3.9 percent in 2000).

Home -based working is on the rise-according to Time
Business & Money, around 45 percent of the U.S. workforce
hold jobs that are suitable for part- or full-time telecommuting.
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Work From Home study, reported in
sights, found that home workers
ased productivity by 13 percent,
attrition was half that of office -based
ers and home working saved the
pany $2,000 per employee.
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Corporate Benefits

When people consider the benefits of working from home, one of the key
benefits is avoiding the daily commute. Removing the daily grind of travel-
ing back and forth during rush hour can be nirvana to the average worker.
Remote working favors the employer as well as the employee-according
to Remote- Work Programs Benefit Employers Too, a study compiled and re-
leased by Microsoft in May 2011, the business advantages of staffing remote
employees can be enormous, including greater productivity, reduced over-
head and happier workers.

Eliminating the need for an onsite office can reduce a company's over-
head costs from items such as computers, phones, electricity; heating and air
conditioning and all the other little necessities that keep an office operating.
According to Gervais Tompkin, principal at corporate design firm Gensler,
who was interviewed in The Wall Street Journal, studies show that around
45 percent of workspaces in an office are vacant on a particular day because
employees are often working offsite. Tompkin said that this has meant com-
panies are increasingly designing their facilities around the "55 percent who
are out of the office:'

Flexibility

By definition, standard business hours restrict office -based employees to 9:00
a.m.-5:00 p.m. However, telecommuting workers have far greater flexibility
and can often set their own hours, starting earlier or finishing later and tak-

ing breaks as needed. Telecommut-
ing might allow a mother to work
for a few hours in the morning, take
a break to drive her kids to school
and then continue to work until it
is time to pick them up again in the
evening. This increased flexibility
has obvious potential to allow em-
ployees to better manage their lives
and reduce stress.

Telecommuting may also reduce
costs for employees. By telecom -
muting, workers can avoid the cost
of a daily commute, which can be
a significant savings. According
to the Bureau of Labor Statistics,
transportation costs are the sec-
ond largest U.S. household expen-
diture after housing costs. If a car
is only used to get to the office, it

18 I jpm' JuI.Aug 2013

Work From Home study, reported in
sights, found that home workers
ased productivity by 13 percent,
attrition was half that of office -based
ers and home working saved the
pany $2,000 per employee.

___________ I

LI 4A'L1 1 'I-i

Corporate Benefits

When people consider the benefits of working from home, one of the key
benefits is avoiding the daily commute. Removing the daily grind of travel-
ing back and forth during rush hour can be nirvana to the average worker.
Remote working favors the employer as well as the employee-according
to Remote- Work Programs Benefit Employers Too, a study compiled and re-
leased by Microsoft in May 2011, the business advantages of staffing remote
employees can be enormous, including greater productivity, reduced over-
head and happier workers.

Eliminating the need for an onsite office can reduce a company's over-
head costs from items such as computers, phones, electricity; heating and air
conditioning and all the other little necessities that keep an office operating.
According to Gervais Tompkin, principal at corporate design firm Gensler,
who was interviewed in The Wall Street Journal, studies show that around
45 percent of workspaces in an office are vacant on a particular day because
employees are often working offsite. Tompkin said that this has meant com-
panies are increasingly designing their facilities around the "55 percent who
are out of the office:'

Flexibility

By definition, standard business hours restrict office -based employees to 9:00
a.m.-5:00 p.m. However, telecommuting workers have far greater flexibility
and can often set their own hours, starting earlier or finishing later and tak-

ing breaks as needed. Telecommut-
ing might allow a mother to work
for a few hours in the morning, take
a break to drive her kids to school
and then continue to work until it
is time to pick them up again in the
evening. This increased flexibility
has obvious potential to allow em-
ployees to better manage their lives
and reduce stress.

Telecommuting may also reduce
costs for employees. By telecom -
muting, workers can avoid the cost
of a daily commute, which can be
a significant savings. According
to the Bureau of Labor Statistics,
transportation costs are the sec-
ond largest U.S. household expen-
diture after housing costs. If a car
is only used to get to the office, it

18 I jpm' JuI.Aug 2013



may even be possible to avoid the
expense of buying one in the first
place. Eliminating the commute
also means that the worker can be
productive during the time they
would normally spend traveling.
Telecommuting allows workers to
attend meetings without having to
physically travel to different offices
or locations, thereby reducing busi-
ness travel expenses.

Fewer Distractions
Working from home can allow in-
dividuals to avoid the disturbances
and interferences that can come
with many office -based roles. In
the previously mentioned Stanford
University experiment, the compa-
ny allowed workers from both the
home and office group to choose
where they wished to work. Just
over half of the home group opted
to continue working from home,
together with around one third of
the office group.

For some workers, being home -
based allowed them to excel in an
environment with fewer distrac-
tions, while others needed the so-
cial interaction that a busy work-
place provided. According to the
authors of the report, "... workers
with relatively better performance
at home remained at home while
those performing relatively poorly
at home returned to the office"

Distractions
Telecommuting can eliminate cer-
tain work distractions while creat-
ing others. For instance, employ-
ees can avoid the casual coworker
drop -by, which can end up wasting
time and hindering productivity
On the other hand, working from

home can have similar distractions-children, family, friends, pets and other
personal issues that would not be a consideration at the office. There are also
other, more subtle distractions, such as household chores or TV.

Blurring the Lines Between Work and Home
Working from home does require you to separate your work and personal
day, so that you clearly define when you are working and when you are off
the clock. Without the natural psychological cues that you are at work (like
riding a train or driving to the office) it can become easy to allow your work
life to take over at home. Very few of us are immune from this encroaching
into our personal lives-launching into c -mails on a Saturday morning be-
cause of an inability to disconnect.

Overwork

Home -based working can lead to longer hours because work is so readily
accessible. Telecommuting workers may be expected to work on nights and
weekends in order to get projects done on time. This can be an advantage
for those who need or want to put in extra hours, but for others it can be a
trap that drains away their evenings and leaves them at risk from burnout
because they never switch off.

Home -workers sometimes lack access to support staff and equipment-
clerical tasks like scanning, making copies or stapling brochures cannot be
delegated to others. Worse, because these tasks are often less urgent, they can
end up being pushed to the end of the pile and worked on at 9:00 p.m.

Self -direction, self -motivation

and self-discipline-are essential
characteristics for successfully

working from home. Being home -

based comes with a different set

of

challenges, distractions and

temptations compared to working
in an office environment, where

you are surrounded by your peers

Learning to set objectives and

prioritize work, breaking it

down into manageable tasks,

prioritizing tasks for completion

and monitoring your progress

throughout the day-while
taking into account the inevitable

adjustments as priorities change-
is essential to succeed.

Depending on the nature of your work, you may spend several hours a day

on your own without access to colleagues or customers. The recent extreme

weather wrought by Hurricane Sandy forced many office -based workers to

work from home temporarily and in many cases the reality was a lot tougher
than expected. To read more about Hurricane Sandy, turn to page 28.

Making important decisions independently while lacking immediate

communication with colleagues or customers can pose challenges. Having
an independent streak can help; those looking for constant reinforcement can
struggle.
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HOW TO SUCCEED AS A TELECOMMUTER

It is easy to get distracted or lose sight of your professional goals when you

work remotely-even for those who are seasoned home workers. Telecommuters

need to be particularly self -motivated to perform effectively without a supervisor

physically looking over their shoulders. Here are some suggestions to help you

perform effectively:

Get dressed for work: You don't have to put on a suit, but wearing something a
little more polished than pajamas should put you in a professional frame of mind.

Organize a dedicated workspace: Even if this is just a desk in a corner of the
dining room, keep that one area just for work. Sure, your commute may be all of ten
seconds, but you are still on your way to your office, and when you sit down at your
desk, you will assume a business -like frame of mind.

Get comfortable: Nothing drains your stamina like eyestrain caused by poor
lighting or backache from sitting in the wrong kind of chair. Make sure your work area
is set up ergonomically.

Reduce clutter and minimize distractions: Keep your work area neat and
avoid placing your desk near the widescreen TV or the fridge, if these are your biggest
temptations or distractions. The same goes foi areas of high traffic, such as the
kitchen or children's playrooms.

Structure your time: If you have the flexibility to set your work hours, carve
out-and stick to-a schedule that works best for you. Some people are larks while
others are owls.

Check in: Keep in contact with managers and coworkers, giving and receiving
status updates-this will ensure you keep on track with assignments while
maintaining a professional persona. When taking a break, send colleagues a message

so that they know the break is
a scheduled one.

Manage childcare:
Avoid trying to juggle
parenting and working
simultaneously. While
being close to loved ones
is one of the key benefits of
telecommuting, it is just not
possible to focus 100 percent
on work output and a child.
Consider childcare (in the
home or outside) even if it is
only for limited hours.

Define your objectives:
Set both daily and weekly goals to help keep your focus. Picture what you are going to
work on for the day and list what you want to accomplish. Also, have an overall weekly
goal or two written down on your calendar.

Make sure you take breaks: Office workers may take water cooler breaks and
have regular hallway chats. When working from home, it is incredibly easy to become
absorbed in a task before realizing that four hours have gone by. Try to get up for
about 5-10 minutes every hour to protect your body,.and recharge your batteries, Just
remember to go back to work.

Face -Time

Working from home inevitably re-
sults in less interaction with col-
leagues. Those who enjoy the social
aspects of office -based work may
struggle with the solitary nature of
telecommuting. Additionally, when
your boss or coworkers see you less
regularly at the office you may fall
out of the social loop, missing op-
portunities to network and build
relationships.

There is a common fear that
being "out of sight, out of mind"
damages chances of advancement
within a company. However, a

study of 17,000 teleworkers by the
U.S. Small Business Administration
found this to be a myth. Telework-
ers receive a higher proportion of
promotions than their office -based
counterparts. However, home -

based workers do need to proac-
tively build relationship networks.
Additionally, while colleagues can
be a distraction, they can also pro-
vide social interaction, which can
relieve stress or provide a sounding
board for ideas.

EMILY GOODMAN,
CPM. ARM. CAPS,
(EG000MANØ
CRHMI.COM) IS
REGIONAL PROPERTY
MANAGER AT CORE
REALTY HOLDINGS
MANAGEMENT INC. IN
GREENSBORO, N.C.
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The Magnetic FCfl(CE of Enthusiasm
Motivation: it's a topic of great discussion and debate. If had a dollar
for every time I'm asked how to motivate employees, weLl, you know
the adage: I would rival Oprah in the net worth department. Motivation
moves people to action-both internally and externally.

L

Enthusiasm Motivates
Without excitement for a cause displayed by
the one(s) leading the cause, how can others
get on board? Why should I believe and sup-
port your vision if it doesn't stimulate you?
Being enthusiastic acts as a magnetic force to
bring others to us: People enjoy being around
those who are passionate about what they do.
This applies equally to the individual applying
for a job and the leader inviting others to work
toward the company's goals.

Enthusiasm can be like Anthony Robbins'
"rah -rah" and fire -walks, but not exclusively.
A rose -colored -glasses attitude will only take
you so far; genuine enthusi-
asm and deep belief in your
cause will make the differ-
ence.

Enthusiasm
Doesn't Live in a
Vacuum
Enthusiasm isn't a panacea;
knowledge, skills and abili-
ties (KSAs) must be present
to win. However, once pres-
ent, enthusiasm elevates
the player. Be clear though,
KSAs must be acceptable
before enthusiasm should
count toward the winning
hand. Passion can be so bewitching that many
elevate its importance.

Proceed With Caution
When working on a renovation project, I was
asked to secure an architect and interior de-
signer, and after several site walks, interviews
and reference checks, I identified three wor-
thy candidates in each profession. With the
architects having an entirely level playing field
of KSAs, the decision involved the very im-
portant element of enthusiasm. And yes, the
one who demonstrated his exhilaration for
the project was hired.

To contrast: With the interior designers,
one's attitude and energy surpassed a cheer-
leader's. There was no denying her desire for

the job and I found myself
considering how enjoy-
able it would be to work

Being enthusiastic with her. Her captivating

acts as a magnetic enthusiasm drew me in
completely. Nonetheless,

force to bring though she had the KSAs,

others to us she didn't seem to "get"

our vision for the project,
People enjoy being so her firm was eliminat-

around those who ed. Her extreme passion
did not replace my client's

UI U IiCtJ.) 'JI IULU need for a specific result.

about what they do. Whether you're communi-
cating a message you want
others to embrace, hiring
an employee or contractor,
or going after a new ac-

count, enthusiasm will provide an extra edge
that can make all the difference.
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RQUEETM exterior paint and primer

Exceptional dirt, fade and rain

resistance keeps properties looking

freshly painted longer.

Every property manager knows there's

nothing like a new coat of paint to boost

curb appeal. The challenge is keeping

a building looking fresh long after the

first tenant moves in-or even out.
But inevitably, natural elements like dirt,
sun and moisture can dull a property's

appearance and your chances of
attracting new tenants.

But you can't fight Mother Nature, right?

Wrong.

Rewriting the rules of
dirt and fade resistance
After years of testing and

development, the chemists

at Behr have found a way

to tame Mother Nature and

minimize the damaging

effects of dirt, sun and

moisture on exterior siding
all with a single product:

BEHR MARQUEE exterior

paint and primer.

A low-VOC, 100% -acrylic

paint, MARQUEE is specifically

BEHR MARQUEELeading National
Competitor

MARQUEE reduces
weather worries
Thanks to its unique

formulation, the MARQUEE
paint film actually resists rain
as early as 60 minutes after
application, meaning crews
can work longer and with
less worry. Plus, the final

finish is mildew resistant,
a bonus in any climate.

rormutatea to aenver a tougn,

nonstick surface that helps
repel dirt. In fact, in side -

.4 by -side testing, MARQUEE

delivered more than two

times the resistance of

competitive products.

facebook.com/behrpro
twitter.com/behrpro

In addition, extensive
field and lab testing have

repeatedly demonstrated

that MARQUEE paint and

primer's advanced UV pro-

tection offers exceptional

fade resistance that keeps

colors looking truer longer

than other products.

But the advantages don't

stop there. Additional

side -by -side testing has

also shown that MARQUEE

provides greater tannin

resistance, gloss retention,

and corrosion resistance than other
competitive products.

To see new BEHR MARQUEE paint and

primer in action, contact your dedicated

Pro Rep to schedule a demo or visit

behrpro.com/prtmarqjpm
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When Ethics and Clients Colikie

Jn a scene from the movie, The Family

Man, a cashier in a convenience store
rings up a small purchase for a wom-
an, totaling a dollar and change. The
customer gives him a single dollar bill,

and the cashier deliberately gives her change
for $10 instead. She hesitates, recognizing the
cashier has made an error and she is $9 richer
for it, but only for a moment. She pockets the
cash and exits the store. The cashier murmurs,
"Character. And for what, nine bucks? That's
just so disappointing:'

As IREM Members, our Code of Profes-
sional Ethics is clear in calling us to "exercise
loyalty to the interests of the client...:' The
Code states, "if an activity would result in a
conflict between the interests of the Firm or
employer and the interests of the client, then
the interests of the client shall take prece-
dence."

But when a client is asking (or instructing)
us to do or not do something
that goes against our ethical
code, things aren't as clear
cut. This is where character is
called into question. How do
we keep the client happy-
and in our portfolio-yet still
be an ethical real estate man-
ager?

Starting Out Right

The best way to chart your
ethical course is to steer
straight from the very begin-
ning, before the relationship even begins. I tell
my employees the lease is their best friend. It
provides us and our tenants with the terms
of engagement for the leasehold. Likewise,
the Code is a propert' manager's best friend.

When owners hire a CPM, ARM or ACoM
Member, or an AMO Firm, they should know
they are hiring a manager who is bound to an
ethical code.

If you are the person making the proposal
to a potential client-don't wait until your
relationship with this client hangs in the bal-
ance-make the Code a part of the proposal.
It can easily be added as an exhibit to the writ-
ten proposal. If you are applying for a position
as a manager, again, make the Code an addi-
tional page to your résumé.

Fixing it Later

If, for whatever reason, the issue of ethics
doesn't come up until later in the relation-
ship, you face a tougher situation in making
your stand. But it can-and must-be done.
You don't have to be confrontational; in fact,
you shouldn't be. To avoid being accusatory

The person who will

most benefit from

having an ethical

property manager

is the client. A

manager who won't

skirt the law or cheat

others is a manager

who won't cheat
the client, either.

toward the client, call on your
best friend, the Code.

Win -Win
,//,//,,/,//,,/,,/,

The reason that the Code ex-
ists is to give credibility to our
brand. A client who hires an
IREM designee is getting a pro-
fessional with a level of exper-
tise and trustworthiness. The
person who will most benefit
from having an ethical property
manager is the client. A man-
ager who won't skirt the law or

cheat others is a manager who won't cheat the
client, either. Our character and our career go
hand in hand. Our IREM designation speaks
for us. Let's stay true to who our designation
says that we are.
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In the world of property

management, weathered

wood and cracked concrete

pose the double threat of being

both unsightly and hazardous.

But thanks to an innovative new

formulation, BEHR Premium

DECKOVER makes tackling these

challenges easier than ever.

A durable, solid -color coating,

DECKOVER provides mildew

resistance, excellent adhesion,

and long-lasting protection

against cracking and peeling.

Plus, DECKOVER covers cracks

and splinters up to 1/4:' imme-

diately improving the look

and safety of your property.

facebook.com/behrpro
twitter.com/behrpro

Slip resistance

never looked so good

Formulated with a durable,

advanced 100% -acrylic

resin, DECKOVER coating

dries to a smooth, opaque,

slip -resistant finish,

From wood and composite decks, railings,

porches and boat docks to concrete pool

decks, walkways, patios and sidewalks,

DECKOVER coating brings surfaces back

to life and dramatically reduces slip risks.

Available in 54 custom colors, DECKOVER

coating can be used on both horizontal

and vertical surfaces. Easy, spatter -resistant

application makes it ideal for use on

railings and posts.

Long lasting

Available in both one- and five -gallon

options, DECKOVER covers up to 50 square

feet in two coats per gallon. Applied

with a brush, roller or sprayer, DECKOVER

coating quickly breathes new life into

tired -looking surfaces.

To see BEHR Premium DECKOVER in

action, visit behrpro.com/prtdojpm

or contact your dedicated Pro Rep

to schedule a demo.
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Representing Your Elders:
Understanding the Dynamic of Working
with Multi -generational Clientele

'ye owned that building since you were in
diapers:' said the apartment owner. "Ac-

tually, you bought it in 1978 and that is four
years before I was born:' I replied.

As our population ages, those providing
professional services are getting younger and
younger. And while youth brings exuberance
and drive, it is void of the experience needed
in trying situations, especially those situations
involving the financial advice and guidance
required in the real estate investment process.
While it is important to learn and more im-
portant to know, it is equally important to ad-
mit what you do not. Being aware of and open
to those around you will not only allow for
additional learning experiences, but the abil-
ity to develop close, mentor -like relationships
with clients and colleagues alike.
During a difficult project or com-
plicated transaction, this bond
can make all the difference.

Professionally
Comfortable, Not
Overly Casual

Coming across as too personal or
too casual is hazardous to your
professional relationship. You

want to endear yourself without
blurring the lines of personal and
professional relations. One of my
favorite things to discover about
a new client is how they became
real estate investors and what
their portfolio has enabled them
to do over the course of their
life. Often times, I hear fantastic

stories of vacations, children's college tuition
or maybe even the purchase of a dream home.
Needless to say, this always gets a meeting
off to a great start and helps establish this
personal yet professional connection.

Putting It Into Perspective

While youth might preclude experience, it
does not equate to a lack of education or
awareness. Using this fresh approach to the
business can help to create new opportunities
and identify previously unknown areas for
improvement, possibly through a reposition-
ing, re -tenanting or re -branding of a building
or corporate entity. In addition to a college
degree, professional designations can play a

huge part in professional de-
velopment. Every owner I have
ever consulted with has been
thoroughly impressed by the
fact that I hold the CPM desig-
nation.

Part of knowing your role is
also being aware of what you
bring to the table. Young pro-
fessionals possess unique in-
sight and diverse skill sets that
are foreign to those who have
come before them. As you learn
from seasoned veterans, it is im-
portant to realize that they, too,
learn from you. This dynamic
can help not only further your
on-the-job knowledge, but in-
crease your income as well. Al-
ways be closing? No. Always be
learning!
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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:
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Retail & Mixed Use Real Estate Investment & Asset Managers

Multi -family Hotel Management
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visit unionbank.com or call us today.

Relationship Managers:

National

Andrea White. 213-236-7087

California, Washington, Oregon
Monica Ng, 213-236-7470
Elizabeth Anama, 213-236-6407
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Y' Sandywasatoughtest,
but it didn't change the way
property managers do their
work, according to industry
insiders recently interviewed
by JPM. Industry -wide
best practices seem to have
stood up to the storm's worst
efforts. If property managers

0 can take lessons away
from Sandy, those lessons
have mainly to do with how
buildings are developed in
the future-and how they're
insured.

Loss of power-in some
cases for more than a
week-was the biggest
and most immediate
problem Sandy inflicted on
property managers and
tenants. In most cases,
though, managers had
their procedures in place to
ensure that tenants at least
had clean water and were
sheltered.
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PREPARATION TRUMPS
PRECIPITATION

"Sandy was much worse than other storms we've expe-
rienced, but we fared pretty well in it," said Rose Evans,
vice president of property management at Levin Man-
agement Corp., in North Plainfield, N.J., an AMO Firm
that manages 90 retail properties in five states. "We did
what we'd do to prepare for any hurricane: made sure our
properties were in good condition and had all the back-
ups ready to go-and had contractors, such as landscap-
ers, prepared to cut down fallen trees. The trees, and the
power losses, were the worst consequences we suffered,
and we could do nothing about that except to keep in
touch with our tenants. Our power was out for about
nine days: one full week and two weekends."

CREATIVE COMMUNICATION
STRATEGIES

Levin Management is now in the process of having gen-
erators installed in all buildings to keep phones and
computers running in any future emergency. As it was,
the building managers could use their cell phones while
inspecting the properties, and could stop into a nearby
retailer to recharge them.

"You have to keep the lines of communication open:'
Evans said. "If you can't use your office, you should be
able to sit in Starbucks with a laptop'

"You just have to be sure your business continuity
plans are in place, and your human safety plans are in
place-then fasten your seatbelt," said Hilary Becker,
CPM, CEO of Becker Realty Services in Lynbrook, N.Y.

"ONE CRUCIAL PART OF THE EQUATION IS TO HAVE YOUR CONTRACTORS IN PLACE PRIOR

TO ANY DISASTER SO THAT YOU'LL BE AMONG THE FIRST SERVED." - Michael Berenson
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"The loss of power really set everyone back. Our gas sta-
tions couldn't pump gas if they didn't have electricity
or backup generators, and some areas were without cell
coverage because the towers were gone. In a few cases,
managers had to communicate with their tenants by
postcards: at least the Post Office didn't miss a day.

"Satellite phones are the only way to be sure you'll
have the means to communicate in real time, but that
technology is still very expensive. We hope it will be-
come cheaper and more feasible:'

Becker said that his properties were spared what hap-
pened in one Long Island neighborhood, where, for
reasons yet undetermined, raw sewage backed up and
geysered out of toilets and bathtubs in some homes.

"Because of that, and other cleanup issues, everyone
was looking for bleach:' he said. "Stores ran out of it.
Property managers had better learn a lesson from that."

INSURANCE MATIERS

"Ironically enough:' Becker said, "those who had flood
insurance are suffering the most, because insurers are
dragging their feet; those who did not have insurance
are being taken care of in a much timelier manner by
FEMA."

"Owners didn't anticipate the problems they would
have with insurers:' said Michael P. Hedden, manag-
ing director of FTI Consulting in New York City. "They
weren't aware of how specific the language was in their
insurance policies and how that language would allow
insurance companies to avoid paying on claims. Owners
who thought they had sufficient coverage were caught
unaware of how insurers can avoid paying, or that their
total coverage was insufficient to let them rebuild to pre -
storm conditions."

Hedden said that when a mortgaged property is dam-
aged, the owner and the lender (usually a bank) are co -
payees, so the lender controls the distribution of the
money to consummate repairs. Thus, an unsophisticat-
ed property owner/manager is at the mercy of the bank,
and must prove that the repairs have been bid appropri-
ately and that the money spent will protect the bank's
asset. A property that can't afford to pay for its repairs
upfront will be in trouble.

"Owners and managers are now more highly sensi-
tized to utilities' infrastructure, the provisions in their
insurance contracts and the procedures of the insurance
companies:' said Hedden. "They've also learned that

HURRICANE PREPARATION TIPS

(Provided by Rose Evans, vice president of
property management at Levin Management
Corp., AMO, North Plainfield, N.J.)

Evans offers the following rules for
property managers:

 Keep your roof drains open and in good
condition to help minimize the incur-
sion of water into the building. Make
sure you have roofers and plumbers in
place before and after the storm.

Yourday-to-day measurescan and
should keep a property ready for any
natural disaster, without much special
action having to be taken when the
event is impending. This is important
since (unlike Sandy) natural disasters

jtend to arrive with little or no warning.

People who walk the property should
be encouraged to call or text you with
any incipient safety issue. (Be sure you
have enough people on your team to
respond quickly.)

During a storm or other event, inspect
the property to spot any problems with
drainage or with pond ing on the roofs
or in parking areas.

 When there's time to prepare, contact
your contractors and suppliers.
Make sure you're at the head of
their response line, so they can clear
fallen trees, fix your roof and bring in
provisions.

 Tenants and contractors should have
ways to contact you or a subordinate
(and expect a timely response) at any
time-not just during business hours.
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the language of insurance policies
is very specific as to the magnitude
of the storm, which is the basis for
how the insurance policy compen-
sates you?'

PUTIING
CONTRACTORS AND
SUPPLIES IN PLACE
AHEAD OF TIME

If property
managers can
take lessons away
from Sandy, those
lessons have
mainly to do with
how buildings are
developed in the
future-and how

For owners of multiple properties, they're insured.
Hedden said it's important to con- In most cases
sider how the deductible is handled,
and whether there's a separate de- though, managers

ductible for each property. had their
"Commercial and multifamily procedures in place

managers should be especially con- to ensure that
cerned with redundancy:' he said.

tenants at least hadYou need a backup generator so
that the common areas, the heating clean water and
elements and the refrigeration at were sheltered.
least will stay on during an outage.
And you need working pumps."

Michael Berenson, president of
AKAM Associates, a New York City -based company that manages commer-
cial and residential buildings in New York and Florida, said that one crucial
part of the equation is to have your contractors in place prior to any disaster,
so that you'll be among the first served.

"Our office on 38th Street in Manhattan had no power:' he said, "but we
had plans in place to set up satellite offices around the city. We expected the
worst and were prepared for it'

He also mentioned that they set up computers and portable copying units
in the community rooms of larger buildings, and in every building that was
without power-about 30 of them-and they put a full-time person onsite
who would update the residents on any developments.

"We brought in 24,000 bottles of water and had them delivered within 48
hours. All the buildings had glow sticks and emergency first aid kits. We have
relationships with several large vendors, because of our size, so we were able
to secure the water on the day the power went out?'

SECURING SECURITY

Jason Gross, CEO of New York City -based Construction and Security Instal-
lations (CSI), said that Sandy didn't bring ip any big new ideas in property
management. However, he said, he's seen more calls for heightened security
in buildings' utility areas.

"We've been getting requests,
since Sandy, for portfolio -wide se-
curity cameras in the boiler room:'
he said. "This is really out of the or-
dinary, something we'd never done
before. Maybe owners want to mark
the flooding. There's also demand
for moving some of the building's
controls from the basement to an
upper floor, but it's expensive to
move the electrical cables. A more
cost-effective solution might be to
keep the equipment in a rack or on
a wall mount, nearer the ceiling, to
avoid water damage. Very few base-
ments were flooded more than four
feet:'

ANTICIPATING
ADDED OPERATING
EXPENSES

Hedden said that managers should
anticipate an incremental increase
in overhead, whether it's a capi-
tal investment to affect necessary
changes, increased insurance pre-
miums, more allowance for repair
or lost revenue due to tenant dislo-
cation.

"You need to make a critical
analysis of operating expenses that
could be anticipated in the future to
restore the property to its previous
condition in the event of a disas-
ter:' he said. "As the manager, how
do I anticipate incremental costs of
these future events? How does that
play out in my reports to my own-
ers? How do I budget for that? That's
what a manager should focus on." .

JOSEPH DOBRIAN 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.ORG.

32
I

jpm I JuI.Aug 2013

the language of insurance policies
is very specific as to the magnitude
of the storm, which is the basis for
how the insurance policy compen-
sates you?'

PUTIING
CONTRACTORS AND
SUPPLIES IN PLACE
AHEAD OF TIME

If property
managers can
take lessons away
from Sandy, those
lessons have
mainly to do with
how buildings are
developed in the
future-and how

For owners of multiple properties, they're insured.
Hedden said it's important to con- In most cases
sider how the deductible is handled,
and whether there's a separate de- though, managers

ductible for each property. had their
"Commercial and multifamily procedures in place

managers should be especially con- to ensure that
cerned with redundancy:' he said.

tenants at least hadYou need a backup generator so
that the common areas, the heating clean water and
elements and the refrigeration at were sheltered.
least will stay on during an outage.
And you need working pumps."

Michael Berenson, president of
AKAM Associates, a New York City -based company that manages commer-
cial and residential buildings in New York and Florida, said that one crucial
part of the equation is to have your contractors in place prior to any disaster,
so that you'll be among the first served.

"Our office on 38th Street in Manhattan had no power:' he said, "but we
had plans in place to set up satellite offices around the city. We expected the
worst and were prepared for it'

He also mentioned that they set up computers and portable copying units
in the community rooms of larger buildings, and in every building that was
without power-about 30 of them-and they put a full-time person onsite
who would update the residents on any developments.

"We brought in 24,000 bottles of water and had them delivered within 48
hours. All the buildings had glow sticks and emergency first aid kits. We have
relationships with several large vendors, because of our size, so we were able
to secure the water on the day the power went out?'

SECURING SECURITY

Jason Gross, CEO of New York City -based Construction and Security Instal-
lations (CSI), said that Sandy didn't bring ip any big new ideas in property
management. However, he said, he's seen more calls for heightened security
in buildings' utility areas.

"We've been getting requests,
since Sandy, for portfolio -wide se-
curity cameras in the boiler room:'
he said. "This is really out of the or-
dinary, something we'd never done
before. Maybe owners want to mark
the flooding. There's also demand
for moving some of the building's
controls from the basement to an
upper floor, but it's expensive to
move the electrical cables. A more
cost-effective solution might be to
keep the equipment in a rack or on
a wall mount, nearer the ceiling, to
avoid water damage. Very few base-
ments were flooded more than four
feet:'

ANTICIPATING
ADDED OPERATING
EXPENSES

Hedden said that managers should
anticipate an incremental increase
in overhead, whether it's a capi-
tal investment to affect necessary
changes, increased insurance pre-
miums, more allowance for repair
or lost revenue due to tenant dislo-
cation.

"You need to make a critical
analysis of operating expenses that
could be anticipated in the future to
restore the property to its previous
condition in the event of a disas-
ter:' he said. "As the manager, how
do I anticipate incremental costs of
these future events? How does that
play out in my reports to my own-
ers? How do I budget for that? That's
what a manager should focus on." .

JOSEPH DOBRIAN 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.ORG.

32
I

jpm I JuI.Aug 2013



ir

g

n

0

31

d

is

a

te

Is

LI

In vestment Real Estate.'

FINANCE&ASSET
MANAGEMENT

Fred W Prassas CPM®

Now Available at www.irembooks.org

ir

g

n

0

31

d

is

a

te

Is

LI

In vestment Real Estate.'

FINANCE&ASSET
MANAGEMENT

Fred W Prassas CPM®

Now Available at www.irembooks.org



Sspotilgllt /FamQusPropertles

A CLO3JZ LOOK.

I

J__1E IJNJ" ± L/\FII2UII "Graceland is the most unique his-
toric home tour you'll ever take:'

MOL TJ-JANJ 5 YLA3 ATT. LLVL3
said Kern. "It's not presidential, it's
not the Biltmore. It's the original

P3L'3 PATLJ, J-JL3 MMPLJL3 MANJ3IONJ crib of rock 'n roll'

CON-[INIUL3 TO CLL ZATL T-LJL LI ANb Rather than an opulent home

cçcy or TiX V1N or ROCV ANb ROLL.
with furnishings and decor im-
ported from Europe in the 1800s,
Graceland has the classic style of an

\ \ /hile conspiracy theorists believe that Elvis Presley is hiding out some- average American home from the

\ V where with Marilyn Monroe and John F. Kennedy, Jr., his mansion in 'SOs, '60s and '70s-with a flashier,

Memphis is his true home. Built in 1939, Graceland is a southern Colonial rock -star edge. The house boasts

mansion located on a sprawling wooded estate. Elvis purchased the home in shag carpeting, crystal chandeliers,

1957 for $100,000 with the proceeds from his first gold record. fabric -covered walls, white marble

He lived in Graceland for the next 20 years with his mother, father, grand- and bold colors and textures.

mother, wife, Priscilla, and daughter, Lisa Marie, until his untimely death in "People who grew up with Elvis

1977. After his death, Graceland was preserved and opened to public in 1982 walk through Graceland and see

as a museum and tribute to the King. In its 31 -year history, Graceland is a bit of their own homes that they

reportedly the second most visited private home in the United States behind grew up in:' said Kern.

the White House. For diehard fans, Graceland is a
place to personally connect with the

A NATIONAL TA3UIZ King. "You're walking through the

After Presley died in 1977 of an accidental drug overdose in an upstairs bath- same front door that he did. You're

room in Graceland, his grandmother continued to live there until her death. looking at the dining room table
A few years later, though, the estate began experiencing cash flow problems, where he had meals:' said Kern.
so Priscilla decided to open the house for public tours. "She thought they "You truly get an inside look at how

might get two or three years out of the tours, which would be enough time Elvis and his family lived:'

to build up a nest egg for Lisa Marie so she would have something to live off Graceland is a classic southern
of:' said Kern. "Now, 35 years later, we're still giving tours. People flocked to Colonial mansion with stately col -
it then and continue to come to this day:' umns and a limestone exterior.

Graceland welcomes more than 600,000 visitors each year. It is a vastly When Elvis moved in he added a

popular attraction among Elvis fans
and tourists alike. >>

"There is something here for ev- AS A NATION-
AL HISTORIC

eryone:' said Kern. "Elvis was part LANDMARK

of the fabric of America. When he THAT IS U ST -

stepped on the scene, there was a NATIONAL

revolution going on-a sexual revo- REGISTER
OF HISTORIC

lution, a race revolution-and he PLACES,

was wrapped up in it all. He helped
GRACELAND

s CONSTANT -

break down a lot of barriers. He has a LV UNDERGO-

place in history and popular culture
ING PRESER-

VATION AND
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THE TOUR OF GRACELAND
INCLUDES THE LIVING

ROOM, MUSIC ROOM, HIS
PARENTS' DOWNSTAIRS

BEDROOM, THE DIN-
ING ROOM, KITCHEN, TV

ROOM, POOL ROOM AND
THE FAMOUS JUNGLE

ROOM. PEOPLE CAN ALSO
SPEND TIME IN THE MEDI-

TATION GARDEN, WHERE
ELVIS AND MEMBERS OF
HIS FAMILY ARE BURIED.

number of security details, including ironwork over the windows and a net-
work of cameras inside and outside the home.

Upon entering, visitors are welcomed by a large stairwell that leads to the
second floor and a living room to the right of the front door. The tour of
Graceland includes the living room, music room, his parents' downstairs
bedroom, the dining room, kitchen, TV room, pool room and the famous
Jungle Room. Visitors can tour the racquetball building, trophy building
with a collection of Elvis' collection of gold and platinum records and other
memorabilia. People can also spend time in the Meditation Garden, where
Elvis and members of his family are buried.

The Jungle Room is one of the most popular rooms on the tour. Located
in the lower level, the room has an eccentric,
room has an indoor waterfall, wood -paneled walls, green shag carpeting and
rich wood furnishings with intricate carvings details.

While Graceland offers an inside look into Elvis' life, the upstairs of the
mansion is not open to the public. According to Kern, the part of Graceland
that is open to the public is the part that Elvis showed anyone who came to
Graceland for a visit. The upstairs, however, was a private area for him and
his family. When the museum opened, the family chose to keep the upstairs
a private space.

The museum management changes and/or modifies the exhibits annually.
One new exhibit this year is "Elvis: Live from Vegas:' which highlights Elvis'
shows in Las Vegas. "Elvis set the model for destination concert tours when
he did a live show in Las Vegas:' said Kern.

Part of the property that formerly housed apartments for Elvis' staff was

converted into exhibit space that now features special VIP exhibits. The cur-

rent VIP exhibit is "Elvis. . .Through His Daughter's Eyes:' which examines
the relationship between Elvis and Lisa Marie through 200 personal items,
including home movies, toys and family mementos.

As a National Historic Landmark that is listed on the National Register of
Historic Places, Graceland is constantly undergoing preservation and resto-
ration.

"There is always some project going on:' said Kern. "It is a painstaking and
expensive process. But it is worth itto ensure that Graceland continues to thrive.
The world will be talking about Elvis and Graceland long after we're gone:'

UPkP &N

ALLNk3
One of the biggest challenges in
managing Graceland is that it re-
quires constant upkeep and restora-
tion. Inside the house, the manage-
ment team is tasked with staying
on top of preserving the wallpaper;
keeping carpets cleaned despite
the heavy foot traffic from tour-
ists; and maintaining the fabrics
on the furnishings that wear and
fade with time. Further, the man-
agement team rehabs and modifies
certain exhibit spaces every year.

The exterior of the house also
requires regular maintenance. Cur-
rently, the staff is restoring custom-
made ironwork on the front door;
working on the roof; and maintain-
ing the mortar between the stones
on the house. One of the challenges
with constant upkeep is finding a
way to do the work without detract-
ing from the tourist experience.

"We do a lot of work in the winter
because it is a slower time of year:'
says Kern.

While Graceland continues to
be a popular destination, tourism
slowed down during the recession.
As the economy has started to im-
prove, more and more visitors are
once again going to Graceland.

"We have started to see an uptick
in attendance recently; leisure trav-
el is coming back and many people
are making their way to Graceland,"
said Kern.

DIANA MIREL IS A CONTRIBUTING
WRITER FOR JPM. IF YOU HAVE
QUESTIONS REGARDING THIS ARTICLE
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INTERESTED IN WRITING FOR JPM®,
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Managing the Midwest
TECHNOLOGY PLAYS ti1PORTANT ALTHOUGH NOT EXCLUSIVE ROLE IN ORE PECLVN

BY KRISTIN GUNDERSON HUNT

s high-technology companies venture into smaller markets across
the country, some Midwest cities are reaping the benefits, par-
ticularly in the office sector, according to the Jones Lang LaSalle
Spring 2013 report, High Technology Office Highlights.

"Silicon Valley and other traditional tech hubs are still at the forefront
for high-tech employment growth, but the battle for talent is creating new
technology -friendly cities:' said Conan Lee, Senior Vice President with Jones
Lang LaSalle, in a news release regarding the report.

In Minneapolis, high tech job growth has outpaced office job growth since

2009. In 2012, Kroll Ontrack leased 195,000 square feet-one of the nation's
top 10 tech real estate transactions last year, according to the report. Overall,
the Twin Cities-with its diversified economy and 19 Fortune 500 compa-

nies-experienced 131,587 square feet of absorption in the first quarter of
2013, its eighth consecutive quarter of positive absorption, according to CB
Richard Ellis' Minneapolis Office Market View.

ALL PROPERTY TYPES NUDGED BY TECH GRO'1TH

Chicago is also becoming a popular tech hub, with Salesforce.com and Belly
leasing 116,000 and 60,000 square feet respectively in 2012. Such activity is
helping to fill vacancies in general. During the first quarter of 2013, the Chi-
cago CBD office market experienced steady rent rates and an 11.5 percent
vacancy rate, down from 12.2 percent one year ago, according to Transwest-
em's Chicago Office Outlook.

-

"We always want to retain ten-
ants, but as fundamentals improve
and more product comes online,
tenant retention is even more im-
portant:' said Lisa Dongoske, CPM,
executive vice president for Gush -
man and Wakefield/Marquette Real
Estate Group in Minneapolis. "We
are very focused on improving ser-
vice delivery, and there are always
things you can do to improve ser-
vice:'

Dongoske said office tenants in-
creasingly expect improved service
delivery through the latest technol-
ogy. Ed Valerio, CPM, general man-
ager for Jones Lang LaSalle in Mil-
waukee, said his tenants appreciate
being able to enter work orders,
view the status, comment on and
even take a survey after each service
request is complete through an on-

line portal.

While Milwaukee is not considered an emerging tech Minneapolis -St. Paul 1enants like to teel

hub, its office market has benefitted from tech occupiers touts one of the informed and empow-
Mortgagebot LLC, provider of an Internet -based loan lowest multifamily ered when it comes to
origination platform, and Zywave Inc., a software de- vacancy rates in the building operations,"

veloper for the insurance industry. They leased 36,096
country at 2.7 percent.
Construction on several

Valerio said. "Technol-

and 59,828 square feet respectively in the first quarter large-scale housing ogy helps create that

of 2013, according to GB Richard Ellis' Milwaukee Office projects is expected to feeling:'

Market View-hel ping reduce the vacancy rate to 15.7 begin in 2013. Multifamily residents

percent, down 100 basis points from one year ago. want the capability to
Commercial real estate is being influenced by tech- do everything digitally

nology well beyond high-tech companies occupying office space, though. from paying rent, to submitting
Technology is improving service delivery to retain tenants and residents maintenance requests, to engag-

alike, a critical strategy for real estate managers even as market conditions ing in online resident communi-

improve, said Midwest CPM Members, ties where they can build common

36 jpm
I

JuI.Aug 2013

spotlight / RegiouaLOutlook

Managing the Midwest
TECHNOLOGY PLAYS ti1PORTANT ALTHOUGH NOT EXCLUSIVE ROLE IN ORE PECLVN

BY KRISTIN GUNDERSON HUNT

s high-technology companies venture into smaller markets across
the country, some Midwest cities are reaping the benefits, par-
ticularly in the office sector, according to the Jones Lang LaSalle
Spring 2013 report, High Technology Office Highlights.

"Silicon Valley and other traditional tech hubs are still at the forefront
for high-tech employment growth, but the battle for talent is creating new
technology -friendly cities:' said Conan Lee, Senior Vice President with Jones
Lang LaSalle, in a news release regarding the report.

In Minneapolis, high tech job growth has outpaced office job growth since
2009. In 2012, Kroll Ontrack leased 195,000 square feet-one of the nation's
top 10 tech real estate transactions last year, according to the report. Overall,
the Twin Cities-with its diversified economy and 19 Fortune 500 compa-

nies-experienced 131,587 square feet of absorption in the first quarter of
2013, its eighth consecutive quarter of positive absorption, according to CB
Richard Ellis' Minneapolis Office Market View.

ALL PROPERTY TYPES NUDGED BY TECH GRO'1TH

Chicago is also becoming a popular tech hub, with Salesforce.com and Belly
leasing 116,000 and 60,000 square feet respectively in 2012. Such activity is
helping to fill vacancies in general. During the first quarter of 2013, the Chi-
cago CBD office market experienced steady rent rates and an 11.5 percent
vacancy rate, down from 12.2 percent one year ago, according to Transwest-
em's Chicago Office Outlook.

-

"We always want to retain ten-
ants, but as fundamentals improve
and more product comes online,
tenant retention is even more im-
portant:' said Lisa Dongoske, CPM,
executive vice president for Gush -
man and Wakefield/Marquette Real
Estate Group in Minneapolis. "We
are very focused on improving ser-
vice delivery, and there are always
things you can do to improve ser-
vice:'

Dongoske said office tenants in-
creasingly expect improved service
delivery through the latest technol-
ogy. Ed Valerio, CPM, general man-
ager for Jones Lang LaSalle in Mil-
waukee, said his tenants appreciate
being able to enter work orders,
view the status, comment on and
even take a survey after each service
request is complete through an on-

line portal.

While Milwaukee is not considered an emerging tech Minneapolis -St. Paul 1enants like to teel

hub, its office market has benefitted from tech occupiers touts one of the informed and empow-
Mortgagebot LLC, provider of an Internet -based loan lowest multifamily ered when it comes to
origination platform, and Zywave Inc., a software de- vacancy rates in the building operations,"

veloper for the insurance industry. They leased 36,096
country at 2.7 percent.
Construction on several

Valerio said. "Technol-

and 59,828 square feet respectively in the first quarter large-scale housing ogy helps create that

of 2013, according to GB Richard Ellis' Milwaukee Office projects is expected to feeling:'

Market View-hel ping reduce the vacancy rate to 15.7 begin in 2013. Multifamily residents

percent, down 100 basis points from one year ago. want the capability to
Commercial real estate is being influenced by tech- do everything digitally

nology well beyond high-tech companies occupying office space, though. from paying rent, to submitting
Technology is improving service delivery to retain tenants and residents maintenance requests, to engag-

alike, a critical strategy for real estate managers even as market conditions ing in online resident communi-

improve, said Midwest CPM Members, ties where they can build common

36 jpm
I

JuI.Aug 2013



1il TL11nT in ILI WI i

interest groups or sell personal be-
longings like furniture.

"Keeping multifamily residents
happy very much depends on tech-
nology," said Yvonne Jones, CPM,
managing director of asset and "

property management at McCaf-
fery Interests Inc., in Chicago. "Res-
idents don't want to have to pick up
the phone or fill out paperwork."

Retailers demand Wi-Fi-enabled
locations; are trending toward re-
quiring mobile payment technol-
ogy; and need constant connection
to social media outlets. Jones said
she is in the process of building on- _________

line portals for her retail clients to
manage tasks like reconciliations Chicago is becoming a popular tech hub, which is helping to fill

office vacancies. During the first quarter of 2013, the Chicago CBDand rent payments to make their office market experienced steady rent rates and an 11.5 percent
lives easier. vacancy rate, down from 12.2 percent one year ago.

"A big shift in how we deploy
technology for retailers has oc-
curred in the last several years:' Jones said. And if retailers need it, or resi-
dents want it, property managers and their clients better provide it as compe-
tition heats up in the commercial retail and multifamily real estate markets.
Fueled by job growth, both sectors are seeing improvements in Chicago, the
Twin Cities and Milwaukee.

In the City of Chicago, multifamily high-rise development is expected to
swell in 2013, increasing retailer demand significantly, according to Marcus
and Millichap's Retail Research Market Report for the first quarter of 2013.
Developers are anticipated to complete 2.3 million square feet of retail space
in the metro area this year, up from 910,000 square feet in 2012.

Minneapolis -St. Paul touts one of the lowest multifamily vacancy rates in
the country at 2.7 percent, according to the January 2013 report, The Com-
pass, from Cushman and Wakefield/North Marquette Real Estate Group.
Further, construction on several large-scale housing projects is expected to
begin in 2013. That residential growth will likely spur more retail, with be-
tween 500,000 and 700,000 square feet of positive absorption estimated for
the second half of 2013.

Milwaukee is no different with elevated multifamily occupancy rates and
growing retail opportunities. However, delivery of apartment product in 2013

will outpace renter demand, according to the Marcus and Millichap Apart-
ment Research Market Report for the second quarter of 2013. Still, vacancy
is expected to remain at 3.5 percent at year-end. Retail vacancy rates contin-

ued to fall for the fifth consecutive
quarter in the first quarter of 2013,
down to 8.5 percent, according to
CB Richard Ellis' Milwaukee Retail
Market View.

Just like during the recession,
real estate managers have challeng-
es ahead. However, focusing some
attention on service delivery and
technology solutions for both ten-
ant and manager end users should
help keep them in the game, said
Midwest CPMs.

"Management is still manage-
ment:' Jones said. "A focus on ven-
dor and tenant relationships is still
needed, but the technology compo-
nent cannot be ignored." .

KRISTIN GUN DERSON HUNT IS A
CONTRIBUTING WRITER FOR JPM®. IF
YOU HAVE QUESTIONS REGARDING
THIS ARTICLE OR YOU ARE AN REM
MEMBER INTERESTED IN WRITING
FOR JPM®, PLEASE E-MAIL MARIANA
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CORPORATE

HEADQUARTERS
Newport Beach, Calif.

EXECUTIVE CPM
John Combs, CPM

NUMBER OF EMPLOYEES
120

COMPANY WEBSITE
www.riverrockreg.com

THE FOLLOWING IS AN EXCLUSIVE
INTERVIEW WITH JOHN COMBS, CPM,
OF RIVERROCK REAL ESTATE GROUP,
INC., AMO.

 You put emphasis on hiring and nurturing lead-
ers. Describe your "Rock U" education program. How
was it implemented, and what has your success been
like with it?

Rock U is an internal monthly educational program de-
signed for our managers and project coordinators with
its primary focus on relevant real estate topics. Some
topics are taught by our Director of Property Manage-
ment, who works on a daily basis with our managers and
focuses on the areas that help in their growth and skill
enhancements. Other topics are taught by various exter-
nal providers who are skilled in their fields and provide
knowledge in operations and legal provisions. In addi-
tion, Rock U serves as a platform to review and train all
personnel on RiverRock's standard practices and proce-
dures. We also have an intranet that provides a library
of all the Rock U courses which our "Rock Stars" (our
team) can use as a reference. We are committed to pro-
viding the highest standard of education to Our manage-
ment team to ensure they remain current and can pro-
vide the best value to our clients.

1( I V E R IjO C K
real estate group

 Your work environment is described as "creative,
passionate, responsible and personal?' Can you elabo-
rate on what sets apart your workplace culture from
other Firms, and why your formula is successful in
retaining employees and clients?

Creative: RiverRock fosters employees' creativity. We
encourage employees to communicate new ideas and
procedures through our confidential employee forum.
Our intranet fosters employee interaction through its
online forums. The "Rock Pile" delivers employee news
and articles of interest by Rock Stars. Feedback from al
levels is solicited when new procedures or projects are
being developed. We're creative even in our physical
work environment-our offices are welcoming and do
not look too corporate. For new offices, employees se-
lect art from an approved black and white photography
collection; our employees also get to pick the art in their
offices that they see daily.

Passionate: RiverRock's passion for its employees
translates to Rock Star passion for the company. Because
RiverRock thinks long term about employees' well-be-
ing, employees feel cared for, secure in their jobs and
part of a family atmosphere. We also look for employees
with a love for what they do. Matching employees to jobs
where they can excel increases employees' passion. We
are a "family first and business second" company. Rock -
Stars are encouraged to have pictures of their family at
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encourage employees to communicate new ideas and
procedures through our confidential employee forum.
Our intranet fosters employee interaction through its
online forums. The "Rock Pile" delivers employee news
and articles of interest by Rock Stars. Feedback from al
levels is solicited when new procedures or projects are
being developed. We're creative even in our physical
work environment-our offices are welcoming and do
not look too corporate. For new offices, employees se-
lect art from an approved black and white photography
collection; our employees also get to pick the art in their
offices that they see daily.

Passionate: RiverRock's passion for its employees
translates to Rock Star passion for the company. Because
RiverRock thinks long term about employees' well-be-
ing, employees feel cared for, secure in their jobs and
part of a family atmosphere. We also look for employees
with a love for what they do. Matching employees to jobs
where they can excel increases employees' passion. We
are a "family first and business second" company. Rock -
Stars are encouraged to have pictures of their family at
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their desk. We have been recognized as "Best Company
to Work For" by Orange County Business Journal for the
last four years.

Responsible: RiverRock is responsible in a global
sense. We are committed to volunteering in each com-
munity where we work. We are involved with Habitat for
Humanity, Food Banks, beach cleanup days, etc. Rock -
Stars work together at these volunteer events, which fur-
thers team building and community involvement.

Personal: RiverRock's leadership is paramount to cre-
ating a personal environment. We set the tone of by be-
ing extremely approachable. Everyone has access to top
management to ask questions and share new ideas or
concerns. Leadership is very sensitive to employee sug-
gestions and concerns and considers them when mak-
ing company decisions. In fact, many company changes
have resulted from employee suggestions. A key differ-
ence at RiverRock from our competitors is the Princi-
pals of the Firm are engaged daily at the properties with
the property level staff.

RiverRock is successful in retaining employees and
clients because of its relationships. No employee or cli-
ent is "just a number'

U Describe one of the most challenging situations
you've been in as a company, and how you've grown
from that point. Where there any significant chang-
es implemented as a result? How do you continually
work to improve your business plan?

As a service provider, one of our largest challenges is de-
livering the service level our clients expect and custom-
ers deserve while meeting the financial objectives of the
investment. We focus on staffing to ensure that we have
the right talent base to meet the needs of a specific as-
set or portfolio. Often assets are underwritten so tightly
that staffing is minimized, which impacts the service de-
livery and overall quality. We thoroughly analyze each
assignment and take a multitude of factors into account
when conducting our diligence. We work with clients
to understand its requirements, adapt our approach or
alter delivery requirements so that we can meet the fi-
nancial objectives of underwriting while maintaining
the platform that we have become known for.

We constantly evaluate our staffing models, corporate

support and technology in an effort to maximize our
internal resources while continuing to drive value and
performance. At times, we've been forced to make the
difficult decision of passing on an opportunity, as the
potential impact was not favorable for either party. In
the long run, understanding when to make a concession
and when to walk away may be the best decision for all.
If nothing else, it earns the respect of our clients.

RiverRock has 12 offices in Calif. and Ariz. and
numerous RiverRock Alliance Group relationships
that span the Northern, Central and Southern re-
gions of the State. How do you ensure consistency and
quality management in each of your offices? Are there
differences or challenges in aligning your values with
geographical or cultural differences in the U.S.?

Hiring is key. We look for individuals who work well
within our system: True team players, who don't use
the phrase, "That's not in my job description." We listen
to our people and incorporate their thoughts, sugges-
tions and ideas. We always like to say that individually
we haven't done everything, but collectively there isn't
anything our group has not handled. We operate focus
groups that drive ideas and change, and conduct quar-
terly regional leadership meetings where we review our
opportunities, successes and setbacks. The results of
these meetings are shared with the local team in onsite
follow-up meetings and company conference calls.

We have extensive formalized programs with guide-
lines and tools for our management professionals to
deliver the highest standards in operation performance
and efficiencies. Each new hire participates in an orien-
tation program which provides them with a thorough
understanding of our policies and procedures. In order
to ensure that our best practices are maintained and fol-
lowed, an annual internal audit or quality assurance is
performed with each manager at each property we man-
age. As our policies are standard procedure throughout
each office, our expectations are understood and hon-
ored and we have not come across any challenges in
aligning those values.

Our goal is to be as transparent as possible and that
has earned us the loyalty and one of the lowest levels of
turnover in the industry. .
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_spotllght I Glolal Practices

Oil Economies:
Hot Real Estate Markets in the

Middle East

Qatar's property management sector is yet an emerging market. Presently,
except for certain regulations on real estate brokerage, the country has no
proper law or written legislation with regard to property valuation and other
similar property management activities.

Although Qatar has a lot of mega -sized projects in line and captures glob-
al attention due to its oil and natural gas production, there is still a great
challenge in educating the local investors regarding the basics of property
management.

The local market is currently practicing varied approaches due to diverse
exposure among key players who mostly originate from other countries such

as the United Kingdom, the United
States and Australia. Each player
is upholding its own firm's back-
ground and expertise of handling

property

management activities, or
copying its experience and learned'. concepts from other Middle East
countries like the United Arab
Emirates and applying the same to
Qatar.

qatar
2022

Qatar, with a population of
1.69 million people, was
successful iii its proposal to host
he FIFA World Cup in 2022.
Qatar will be the first Arab state
to host this event.

In addition to that, the property
manager's scope is mostly confused
or mixed with that of site or facility
management, possibly an effect of
being exposed to conflicting stan-
dards among different key players
in the country.

Qatar is very thoughtful in plan-
ning its country's progress and there
are vast opportunities to venture
in Qatar-especially at this time
when the government is very open
in welcoming foreign investors and
supporting its nationals to explore
various business enterprises. Pro -

ON THE HORIZON

Qatar's successful bid
to host the 2022 FIFA
World Cup has opened up a
considerable challenge for
contractors, consultants
and construction materials
suppliers. The country is
spending billions of dollars
on infrastructure, hotels
and football stadiums for
the 2022 tournament. As
compiled by EC Harris,
Qatar is ranked second in
the Global Infrastructure
Investment Index (UAE is
ranked fourth).

spective foreign investors should
know that before they can establish
any business in Qatar, they should
have a Qatari partner to help rep-
resent their company. Normally, a
joint venture or certain cooperation
is formed by both foreign and local
shareholders.

Most of the effective key players
in the property management sector
in Qatar are those who take advan-
tage of the expertise of local recruits

who speak the same language and
understand the culture and norms
of the society.

The Arabic language is a sig-
nificant critical factor for property
managers. Although communica-
tions and lease contracts are often
made in both Arabic and English,
courts refer to Arabic language for
any conflicts.

AYHAM AL RIHAWI, CPM CANDIDATE,
DOHA, QATAR
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It's no surprise that Dubai-home of the world's tallest build-
ing, the Bur) Khalifa-tops the list of hot markets for inter-
national real estate development and speculation. Dubai is
well -acknowledged as one of the best investment opportu-
nities in the region of MENA (Middle East and North Afri-
region). The large volume of British, American and Asian
professionals looking to relocate to the trade hub of UAE will
ensure a high demand for residential assets for many years
come. Although the recent growth seen in 2012 and 2013 has
not been as rapid as the pre-2008 cycle, it is more stable. We
seeing higher investment in existing buildings as opposed
speculation in off -plan developments.

Additionally, mortgage reform and higher down payment requirements by
the Central Bank put less strain on the financial systems by reducing defaults
and providing more liquidity. More significantly, potential new regulations
would help eliminate speculators from falsely "heating up" the market-
causing undue price stress, inflated values and another property bubble.

Fewer new developments in recent years caused property management
to become more competitive, although high -quality experienced managers
have fared well. We have also seen increased demand by tenants and manag-
ers alike for legislation governing the field of property management.

In 2007 and 2008, the Real Estate Regulatory Agency (RERA) of Dubai
passed Laws 26 and 33, which govern the relationship between landlords
and tenants in Dubai. These two laws are the fundamental basis for prop -

ON THE HORIZON

As if boasting the world's tallest butidlng weren't enough, Dubal
is proving its real estate market has rebounded by unveiling new
and more ambitious developments meant to boost tourism and
accommodate its ever-expanding population.

Mohammed Bin Rashid City-a mixed -use development
featuring a 450 -acre park (30 percent larger than Hyde Park in
London) and the largest mall in the world. Residential areas will
be constructed using cutting -edge energy savings measures and
green technology.

Bluewaters islaiid-A large-scale tourist hot spot featuring the
tallest Ferris wheel in the world.

erty managers to effectively manage
properties in Dubai.

The residential sector is shifting
to a landlord -led market in some
key areas, with tenants seeing rents
rise dramatically in a short period
of time; this is an issue that could re-
quire further oversight by regulators.

Business culture in the UAE is
welcoming to foreign investment.
Expatriates are required to be re-
spectful of Islamic culture and tra-
dition; however, they are not re-
quired to practice it themselves.

Foreign investors are allowed to
own real estate in Dubai, but should

be cautious when making purchas-
es. There have been numerous cases
in the past where foreign investors
have been defrauded by unlicensed
real estate brokers. Dealing only
with a licensed real estate broker,
who is registered with RERA of
Dubai, is essential.

IZUBIN FIROZI, CPM CANDIDATE,
HEAD OF PROPERTY MANAGEMENT:
BETTER HOMES LLC
DUBAI. U.A.E
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spotllghti NewLegis1ation

IREM Sends Out
CALL-TO -ACTION
to US Senators

On April 30, IREM sent out a call -to -action to all REM Members The Senate has debated and corn -

located in the U.S. to inform them to actively lobby on vital and mented on S. 743 throughout the
time -sensitive legislation important to the property management month of April. We saw an oppor-

and commercial real estate industry. The call -to -action was in re- tunity for IREM and CCIM Insti-
gards to the then -pending legislation in the U.S. Senate, Senate tute to voice our position on Inter -

Bill 743, or the "Marketplace Fairness Act," dealing with Internet netsalestaxwhichwilhaveaposi-
sales tax, a controversial subject that has been debated politically tive impact on our industry and the

for years. economy. We urged members to

The call -to -action urged REM Members to contact their U.S. contact their U.S. Senators and ask

Senators and ask them to support Senate Bill 743 (formerly num- for support of this important leg-

bered S. 336) to modernize our nation's tax policy and provide islation and vote "yes" on S. 743.

equity between online and brick -and -mortar retailers. The bill was debated one last time
on the floor on May 6 and subse-

IREM SUPPORTS THE I1ARKETPLACE FAIRNESS &c'r quently approved by a 70-24 Senate

vote. This is a significant victory for
Online retailers have an advantage by being able to charge consumers less IREM Members, and although the
on the final bill of sale, and may put brick -and -mortar storefronts out of legislation will need to be approved
business. Brick -and -mortar stores serve as a "showroom" where shoppers by the House of Representatives,
compare products, ask merchant questions and then order products online

F: this is a big step in the right direc-
because the price is less. The Marketplace Fairness Act would clarify the law tion.
and give states power to decide whether or not they would enforce online IREM developed a legislative
sales tax collection. statement of policy ("SOP") on the

Brick -and -mortar stores have a stronger impact on our economy than do Internet sales tax in 2004 and has
internet retailers. According to a 2011 study from the University of Tennes- subsequently updated the back -
see, each $1 million of new retail sales in traditional brick -and -mortar es- ground and history of the policy
tablishments adds 3.61 jobs. For example, the same $1 million in new sales position in 2009.

at Amazon would create 0.88 jobs. One out of every 11 U.S. jobs is shopping
center -related. Background and Objective:

Opponents of S. 743 claim this would create an "unnecessary tax burden Currently. the Internet Taxation de -
on small online businesses;" however, there is a small business exemption of bate for CPMs revolves around the
$1 million clearly stated in S. 743. Opponents also claim this is a new tax. It issue of how collection of such a tax
is not a new tax, in fact, responsibility to pay the sales or use tax for online affects state and local tax revenues.
purchases falls onto the consumer which is typically forgotten about when

F: Sales tax can be charged on Internet
tax season rolls around, purchases. If a merchant has a store
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or office in your state (i.e. a nexus), your state government can require that than create new taxes. IREM firmly
merchant to collect sales tax on your Internet purchases. Even if the mer- opposes any new programs that
chant does not have a nexus in your state, the purchaser of an Internet good would impose taxes on the cost of
has the legal obligation to pay a use tax when the good arrives in your state. such services, such as fees and other
Obviously, these transactions are difficult to monitor and consumers are not costs associated with the purchase
paying the use tax. and ownership of real estate.

The main components of state and local revenue are income taxes, real es-
tate/property taxes and sales taxes. Not taxing the increasing Internet sales as IREM OPPOSES FEDERAL
they replace brick and mortar sales may result in a significant decline in the SALES TAX ON INTERNET
sales tax revenues for state and local government. If sales tax revenues de- PURCHASES.

crease, state and local governments will have to increase other taxes, namely Federal legislation should not
real estate, property, and income taxes. preempt state efforts to address

In addition, if Internet merchants and their goods continue to effectively their own sales and use tax issues.
receive an exemption from sales taxes, they have an unfair competitive ad- IREM believes the key issues asso-
vantage over brick and mortar mer- ciated with the Internet tax debate
chants in our communities. This affects state and local government
could cause consumers to divert revenues. Accordingly, we believe
their shopping from stores in shop- state and local legislative action is
ping centers and on free-standing The c a 11 -to appropriate, and we encourage state
sites to tax-free online merchants. action urged legislative action that would:

REM Position: IREM Members . Provide consistent sales tax

IREM adopts the following policies to contact t he i r
consequences for economically
equivalent transactions; and

relating to Internet sales/use taxes: U.S. Senators . Simplify state/local processes for

a n d ask them to reporting and collection of sales!
IREM SU PP.IITS

support Senate
use taxes.

CONSISTENT STATE!
LOCAL SALES/USE TAXES Bill 743 (formerly Therefore, we do not support

federal legislation that-without
FOR ECONOMICALLY n u m be red S. 336) the consent and participation of
EQUIVALENT

to modern I z e o u r state governments-would preempt
TRANSACTIONS IN THE

nation's tax state efforts to address their own
STATE OR LOCALITY IN policy

sales and use tax issues consistent
WhiCh TITE GOODS ARE and provide with this position.
DELiVERED, equity between IREM legislative staff will con-

State/local sales/use tax conse- on Ii n e and b r I c k- tinue to monitor this legislation
quences should be consistent for and -mortar and report back to members when
economically equivalent transac-

retailers.
necessary.

tions. IREM supports a level play-
ing field for local in-store retailers

FOR QUESTIONS, PLEASE CONTACT
and remote merchants (including BETH PRICE, THE LEGISLATIVE

Internet merchants). IREM believes LIAISON FOR REM HEADQUARTERS
IN CHICAGO, AT BPRICEØ!REM.ORGthat local and state governments OR (800) 837-0706 EXT. 6021.

should enforce existing taxes, rather
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pifligliti New Prothicts

CHARGING IN THE "BLINK" OF AN EYE

The Blink Pedestal charging station-which comes equipped with a Level 2
(240 volt AC input) charging station-is perfect for retail locations, restau-
rants, hotels, public parking areas, schools, apartments, office buildings or
airports. The Blink system includes mobile phone- and credit card -based
payment options, and a safe, easy -to -use intuitive docking connector that
prevents accidental dis-
connection and dc -ener-
gizes when not in use or
incorrectly connected.
Its cable and connec-
tor can even withstand
being driven over by
vehicle. The Blink Ped-
estal charging station is
affordable enough to in-
stall just about anywhere
an EV can be parked.

www.blinknetwork.com

FINGER -FRIENDLY HINGES

Fingersafe is a door hinge guard that
prevents fingers from being pinched,
crushed or amputated at the hinged end
of doors. Each year, it is estimated there
are nearly 300,000 door -related finger
injuries worldwide-including broken
bones and even amputation. Retailers,
restaurants and child-care facilities are
the most common types of businesses at
risk. Fingersafe can reduce exposure to
this liability and show tenants that man-
agement is concerned for their safety.

A BIRD'S BEST FRIEND

Up to one billion birds are killed
each year in North America due to
collisions with glass on buildings.
With the understanding that birds
are able to see light in the ultraviolet
spectrum, Ornilux Bird Protection
Glass, developed through Arnold
Glas, has a patterned, UV -reflective
coating, making it visible to birds
while remaining virtually transpar-
ent to the human eye. Available as
laminated glass or
a double -glazed in- '-
sulated unit with a
low -E or solar con-
trol coating, Orni-
lux offers energy
efficiency and bird
strike protection.

Nww.ornilux.com

HANDS FREE,

RECHARGEABLE FLOOR
DRYER

Reduce the risk of slips and falls with the
Hurricone" cordless rechargeable floor
dryer. Place this 36 -inch safety cone in
entrance ways, bathrooms or other areas
with wet floors, to effectively warn of haz-
ards while also drying the floors. The dry-
er component runs up to 12 hours, and
features locking casters, a battery -level
indicator and battery saver circuit, which
automatically optimizes battery life.
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EXPAND YOUR
iL i4i- if: i

It has been my expeiict mat me most effective way to
develop a paperless office is by adding a second screen
to your computer setup. The additional screen real es-
tate can be used to view clients' documents at the same
time as responding and analyzing in your main applica-
tion. A good example of this might be reviewing clients'
year-end linancials as you enter their information into
Excel for a valuation analysis.

Desktop

If you are using a desktop, there are two paths to take to
expand your screen: 1) Replace your video card with a

"dual head" video card and add a second monitor; or 2)
Upgrade your current monitor to one that is 24" or larg-
er. The second option is often the easiest, as long as your
new monitor has a minimum resolution of 1650x1080.
The first option requires opening your computer, replac-
ing the video card and upgrading your drivers-a bit
more complicated-but the finished result allows you
to drive two monitors, exponentially increasing your
screen real estate.

Laptop/Netbook

If your laptop was made in the last few years, then all
you need to do is add a second monitor and plug it into
a VGA or HDMI connection. Windows Vista, Windows
7, Windows 8 and Mac OS X all come out of the box
ready to allow you to configure your second monitor for
maximum productivity.

Portable Monitors and Tablets

While I am a big fan of Mimo brand portable monitors
for traveling, if you want to travel even lighter, you can
make your iPad or Android tablet a second a screen with
the addition of an app. Some of my favorites are iDisplay
or MaxiVista. Each of these apps works best when your
computer and iPad are sharing a Wi-Fi internet connec-
tion.

Examine Processes to go Paperless

On a related note, going paperless also requires an anal-
ysis of your workflow process (i.e. At what point do you

ESTATE
. .'ji1I I

Recent articles in the New York Times and studies
performed by Microsoft, Apple and NEC have alt shown
that productivity can be increased by 20 to 30 percent
by adding a second screen or monitor to your computer
setup.

If your goal is to be able to view and edit two 8.5" x 11"

documents side -by -side, there are a number of ways to
upgrade your technology to meet this solution,

scan a document and dispose of the original?) and a
more through understating of your backup process-as
frequent backups to your USB memory stick or online
backup may not be enough.

If you travel a lot, or work out of a "third place" (such
as Starbucks), being able to scan all of your active files
and everything on your desk increases your productiv-
ity by decreasing the chances you will procrastinate be-
cause the critical document you need is sitting on your
desk, or in a file.

Items mentioned in this article can be found here:
 Mirno monitors: Start at $139;

www.mimomonitors.com

 iDisplay for iPad: $4.99;
itsmes.apple.corn/us/app/idisplay

 iDisplay for Android: $4.99;
playgoogle. corn/store/apps

 MaxiVista for iPad: $9.99;
WIVW ?naxi%'iSa'a. co,n/ipad-as-second-rnoniioi: htn .

TODD CLARKE, CCIM, (TCLARKEØNMAPARTMENT.
COM) IS A 24+ YEAR VETERAN BROKER,
CONSULTANT, INTERNATIONAL SPEAKER AND
INSTRUCTOR WHO COVERS TECHNOLOGY
AND ITS USE IN COMMERCIAL REAL ESTATE.
TODD CAN BE FOUND VIRTUALLY AT WWW.
CANTERACONSULTANTS.COM/TECH
TW!TTER.COM/NMAPT
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HAVE YOU NOTICED YOUR
FLOOR MATS LATELY?
Woe the lowly floor mat. It/s innocuous; we typically do not give it
much thought and we walk all over it all the time. Even the term has a
derogatory meaning. Notwithstanding this image problem, floor mats
are an important part of facility safety programs that have proven to
be beneficial in minimizing slips and falls on hard surface entrance
floors.

Despite their positive attributes, floor mats can also present a tripping
hazard if improperly chosen, installed and maintained. Here are some

considerations for choosing an effective and safe entrance walk off mat.
PLACEMENT:For any mat to be effective, it has to be placed where it

will be needed. An entrance floor mat must not be located too away from the
door, exposing a portion of the very floor to be protected. This means locat-
ing the edge of the mat at the door
to prevent a person from stepping
on the floor that's meant to be cov-
ered by the mat.

EDGES: Mat edges should be
tapered to allow for a smooth tran-
sition between the mat and the
adjacent floor surface. The height
difference along the edge of the
mat should not present a tripping
hazard.

WEIGHT: While thin mats may
be less expensive, they are eas-
ily displaced by the door, wheeled
carts or just general foot traffic. If
not re-laid flat, they become a trip-
ping hazard to other pedestrians walking into or out of the building. Mats
need to be heavy and stable enough so they will lay flat on the floor and have
the backing constructed of a material that will not slide on the floor.

SIZE: To be effective and provide the maximum benefits of removing wa-
ter from shoes, floor mats must be large enough to be stepped on at least
once, with each foot, before the person steps off onto the floor. To accommo-
date a full range of people, and their stride lengths, mats need to be a mini-
mum of 6 feet long in the direction of travel. In addition to entrance areas,
other locations where spills might occur-including at water fountains, ice
dispensers, beverage vending machines and in front of elevators-should be
considered.

CLEANING: Walk off mats can
either be kept on the floor perma-
nently or only placed on the floor
during periods of inclement weath-
er. To be effective, carpeted entrance
mats need to be frequently inspect-
ed during extended periods of in-
clement weather or the carpet may
become saturated so that it will no
longer remove water-actually be-
coming a source the cause of a slip.

STORAGE: Another mainte-
nance consideration for entrance
mats is how they are stored when
they are not in use. One of the most
common mistakes is folding or roll-
ing them for storage. While folding
takes up less space, it also creates
changes in the backing and edges

of the mat that
include buckling
and raised edges
where the fold
lines cause the
mat to not lay flat
on the floor. If
they are rolled up
with the backing
on the outside,
the ends will tend
to curl up and be-

Floor mats can present a tripping hazard if
improperly chosen, installed or maintained.

come a tripping
hazard-lay them
flat instead.

While any old
floor mat may help control hazard-
ous conditions, the wrong mat may
present more harm than good.

JULIUS PEREIRA iii
(JULIUSPEREIRA@
COMCASINET) IS THE
OWNER OF PEREIRA
CONSULTING IN
CHADOS FORD, PA.
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By Stephanie Burg -Brown,
CPM, MBA/MPA, CRS

If you answered "yes" to any of these questions,
you may be experiencing burnout: the point at
which important and meaningful work can become
unpleasant and unfulfilling. At this point, energy
turns into exhaustion, involvement leads to cynicism
and efficacy is replaced by ineffectiveness.
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BORDERING ON BURNOUT
Property managers are so busy juggling work tasks, that finding balance
outside of their careers can be elusive at best. I have often been asked the
question, "How do you manage to do everything that you do-when do
you sleep?" My answer is simply that I have learned the art of managing my
schedule so that I have a combination of work and personal time. Work -life
balance is not about having an equal number of hours for each of your work
and personal activities-each day will be different-it is about accepting bal-
ance as an ebb and flow rather than a static, one -size -fits -all solution.

IS YOUR
SMARTPHON E
HOLDING YOU
HOSTAGE?

[
Increased access to technology and a
changing work environment can blur
the line between work and life, accord-
ing to a recent study.

"The average American puts in more
than a month and a half of overtime
a year-just by answering calls and e -
mails at home," according to the results
of a study published by Good Tech nol-

ogy, an enterprise mobility company in California.
It seems that people's multitasking is getting the better of them. It doesn't

help that instead of getting shorter, their work weeks never quite end, thanks
to people's much -loved but intrusive electronic shackles: Smartphones, tab-

...................JTIPS

Set

lets and laptops. It's interesting to
see that the more technology peo-
ple drag into their working day, the
more they end up doing.

We live in a world where it is

difficult to balance a personal life
when we can't disconnect ourselves
from our gadgets. The expectation
of work is with us 24/7.

While using technology to stay
connected is not all bad, problems
arise when people feel obligated
to stay connected to their Smart -
phones and e -mails after work, feel-
ing compelled to respond to instant
messages and texts. Years ago, be-
fore the advancements in technolo-
gy, work stayed at the office or place
of employment.

We did not have computers so
we couldn't bring home work, we
didn't have accesible voicemail and
whatever happened after hours was
dealt with the next day.

Today, our customers, clients,
employees and supervisors want us
to be available.

TO ACHIEVING A WORK -LIFE

and
reward
yourself.

Schedule family
time on your
calendar_anii.. TASK I

TASK 2

TASK 3

TASK

Take a shortT
walk to free
your mind-
make sure
you leave your
working area.

BALANCE:

TlE

ijñh/

''Y7fpj

Make a to-
do list and
schedule
tasks with
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 Do you have more friends on
Facebook than colleagues in
your network?

 Do you consult your
Smartphone before you go to
bed? (Is your excuse, "I need to
set my alarm"?)
Do you take your Smartphone
to the bathroom?

 Can you enjoy a meal without
checking your e-mail or
Facebook?

 What is the first thing you do
after walking out of a meeting?

 What do you do within the first
15 minutes of waking up?

I

. Does your Smartphone use
affect your sleep?

M ;1 I : [.1 I *

0 /If, in some
/Q

catastrophic event,
I they were to lose

their devices, 73
percent of those
surveyed admit they

, would feel "panicked"

o while another 14
percent would feel
'desperate."

According to the
Mobile Mindset

Study, conducted by
security app, Lookout.
58 percent of U.S.
Smartphone owners
check their phones at
least every hour-and a
large share check their
phones while in bed or
in the bathroom.

Psychologists
have previously
voiced their
concerns
about society's
Smartphone
obsession.
The number of
Smartp hone
users continues
to rise: BizReport
highlighted facts
from a Pew study
earlier this year,
which showed
a 36 percent
increase in
Smartphone users
from May 2011 to
February 2012.
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from a Pew study
earlier this year,
which showed
a 36 percent
increase in
Smartphone users
from May 2011 to
February 2012.
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BALANCING T Apps for Achieving

a Healthy Work -Life

APP Balance

Speak To It

Assistant

IDo you feel that the only way to achieve a successful work -life
balance is to clone yourself? While the Speak To It Assistant
app doesn't go quite that far, it does give you a virtual
assistant at -the -ready to answer questions, it finds information
and connects you with Google, Facebook, Twitter, Foursquare
and Evernote. The app works with your Smartphone to get
maps, search for news and images, look up weather reports,
convert currency and measurements and send e -mails.
Simply speak in everyday language, and the assistant will
understand and respond with what you need, A fun feature of
this app is selecting the appearance of the virtual assistant.

Platform: Available on both Apple and Android devices
Price: The app is free on Android phones and $99 for Apple
devices.

The CrunchTime app is an all -in -one source for helping
achieve an effective work -life balance. The app lets you set
work -life balance goals, with achievement badges awarded
each time a goal is met. It has the ability to track work hours,
sleep time, overtime worked, mood, weight and vacation
taken. The goal is to provide you with a better awareness of
how your time is really spent, and to give you a sense of how
to improve your overall quality of life. The app also offers the
option of adding friends and colleagues to see who's plug-
ging away at overtime.

Platform: Available on Apple devices only
Price: $2.99

CrunchTime

Scan the
QR code to
read the Jul/
Aug 2012
JPM article
about other
appsforthe
iPad.

Visit jpm-digital.org
to see this and other
JPM articles.

The Instapaper app gives you a bookmark for saving
articles and web pages that you might want to read
but just don't have time for. When you do snare some

t
r free time, whether it's on your commute home or while

I waiting in line at the bank, you can access the app and
start reading the saved articles. The app makes articles

optimize for Smartphone and tablet screens. Everything

J
only format and stripping away the full-size layout to

saved is also available offline, giving you the ability to

J

less cumbersome to read by saving articles in a text -

read the articles whenever you-not just when you are
connected to Wi-Fi.

Platform: Available cn Apple and Android devices
Price: $4.99
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Simply
Yoga

Daily
Routine

The Daily Routine app is designed to keep you on task.
The app keeps track of everyday routines and sends
you notifications on what you should be doing and
when. You can schedule routines for specific days of
the week or month and have special reminders sent to
you for tasks you often forget. The app also syncs with
your online calendar to include new events as they are
scheduled.

Platform: Available on Apple devices only
Price: $2.99

Walking at work is an easy way to fit in a quick workout
during a jam-packed day. Using the same special
algorithm used in hardware pedometers, the All -In
Pedometer app counts steps, monitors the distance
covered and the time spent walking and tracks the
speed and pace, average speed and how many
calories burned. The app also offers a body tracker that
determines how quickly weight is lost and what activities
are the most efficient in that process.

Platform: Available on Apple devices only
Price: $1.99

Find Nearest
Starbucks

Achieving work -life balance is easier when the mind
and body are both relaxed. But fitting in time each
day to take in a yoga class isn't always doable. The
Simply Yoga app lets you squeeze in a 20-, 40- or
60 -minute workout wherever you are by walking you
through more than 60 poses. each demonstrated
by a certified personal trainer. Simply Yoga also
includes options for creating custom routines.

Platform: Available for Apple and Android devices
Price: $1.99 to $2.99

riiiui

Pedometer

Sometimes mixing in a few of life's simple pleasures can
do wonders for reducing stress and giving you a sense
of work -life balance. For many, those pleasures come
in the form of a hot (or cold) cup of coffee. The Find
Nearest Starbucks app does exactly what its name
suggests: You'll be shown maps and directions to the
nearest Starbucks location-with the five closest out of
12,000 showing when you launch the app-wherever
you happen to be.

Platform: Apple devices only
Price: $99

STEPHANIE BURG -
BROWN, MBA/MPA, CPM
CRS, (STEPHANIE 4
NEXTAGEREALTYCOM) IS
REALTOR AND BROKER!
OWNEROFNEXTAGE
DIAMOND REALTY. IN
PHILADELPHIA.
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Cowr _
Lonto
Did you know that losing a tenant can
result in major financial loss: about $1.5
million for a moderate sized tenant of
10,000 square feet-almost $1 million more
than renewing a tenant?

By Kristin Gunderson Hunt
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uilding owners and managers of course
never want to lose a stable, rent -paying
tenant. It's a given that occupied
buildings are higher performers with
greater profit margins and ultimately,
greater property values.

Still, making the case to real estate owners to invest
heavily in tenant retention through incentives, programs
or amenities can be difficult, especially when economic
conditions are variable, and many owners are trying to
merely "weather the storm."

Perhaps managers should take the unique approach
of demonstrating to owners the potential cost of losing
a tenant, using hard and fast numbers that will speak
to their wallets. Such a technique might have more of
an impact when trying to convince owners that tenant
satisfaction-a key driver of occupancy-should be a top
priority, said David Hopwood, CPM, LEED-AP, General
Manager and Senior Vice President at Jones Lang LaSalle
in Chicago.

The cost of losing a tenant can be quantified. In fact,
Hopwood and some of his colleagues have generated a
formula to help managers determine the cost of losing
a tenant to show just how important, and financially
critical, retaining tenants can be.

uilding owners and managers of course
never want to lose a stable, rent -paying
tenant. It's a given that occupied
buildings are higher performers with
greater profit margins and ultimately,
greater property values.

Still, making the case to real estate owners to invest
heavily in tenant retention through incentives, programs
or amenities can be difficult, especially when economic
conditions are variable, and many owners are trying to
merely "weather the storm."

Perhaps managers should take the unique approach
of demonstrating to owners the potential cost of losing
a tenant, using hard and fast numbers that will speak
to their wallets. Such a technique might have more of
an impact when trying to convince owners that tenant
satisfaction-a key driver of occupancy-should be a top
priority, said David Hopwood, CPM, LEED-AP, General
Manager and Senior Vice President at Jones Lang LaSalle
in Chicago.

The cost of losing a tenant can be quantified. In fact,
Hopwood and some of his colleagues have generated a
formula to help managers determine the cost of losing
a tenant to show just how important, and financially
critical, retaining tenants can be.



The formula involves finding the difference
between the sum of costs associated with re-
newing a tenant and the sum of costs associat-
ed with acquiring a new tenant. The amount
of rentable square feet, the rental rate per
square foot and the length of the lease term,
also factor into the equation.

This formula is based on market conditions
in Chicago's Central Business l)istrict. It sug-
gests losing a tenant can result in major fi-
nancial loss; in this case, about $1.5 million
for a moderate -sized tenant of 10,000 square
feet-almost $1 million more than renewing
a tenant.

Renewal New Difference

Lost Rent $0 Lost Rent $367,500 Lost Rent $367,500

ConsUuction1me $0 Constructionlime $122,500 Construction Time $122500

Free Rent $285,833 Free Rent $285,833 Free Rent SO

Tenant Inmments $250,000 Tenant tmpovements $650000 Tenant lmp,mvements $400,000

LeasiogConwnissons $35,000 'LeasngConinssaons $131250 LeasmgCornmissions $96,250

$570,833 $1,557,083 $986,250

DAVID D. HOPW000, CPM, LEED-AP,
GENERAL MANAGER, SENIOR VICE
PRESIDENT, JONES LANG LASALLE
PROPERTY MANAGEMENT DIVISION

Q. Why is tenant satisfaction
important?
A. Tenant satisfaction is more than keeping the peace
with those occupying a property; it's part of a much big-
ger picture. Satisfied tenants drive lease renewals. Lease
renewals drive occupancy. Occupancy drives profit
margins and property values. Solid returns make own-
ers happy, which in turn keeps property managers gain-
fully employed. Just as positive tenant relations drive
positive results, negative tenant relations have negative
effects-often with huge financial implications.

Q. What possible financial
implications might stem from
dissatisfied tenants not renewing?
A. Based on cash -flow models used in underwrit-
ing, losing a tenant could cost an owner up to two
years of revenue if you consider at least nine months
of downtime while trying to acquire and sign a new
tenant, three months of construction for new tenant
improvements and another seven months of free rent
on average for a seven-year lease-one month free
rent for every year included in the lease. When you
renew a tenant, however, you don't really face any of
those costs; and if you do face costs like free rent,
tenant improvements or leasing commissions for a
renewal, the costs are on a much smaller scale.
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Q. The formula and scenario you've
outlined are based off Chicago's
market conditions. How can this
be applied to markets across the
nation?
A. I did a quick calculation using the formula and
basically determined that even with using half of the
base rent, recoveries and tenant improvements, the
result is essentially the same in that the total cost of
a new deal versus the renewal is almost three times
more expensive. Managers wanting to determine the
cost difference between renewing a tenant and a new
deal can simply plug their market- and building- spe-
cific metrics into the formula. They will consistently
be able to show their owners how expensive losing a
tenant can be.

Q. What role do property managers
play in tenant satisfaction?
A. Property managers are crucial to tenant satisfac-
tion. In fact, a direct correlation exists between over-
all tenant satisfaction and satisfaction with property
management teams, according to information from
Kingsley Associates, a real estate research and con-
sulting firm. Property managers are the face of the
property, or at least the direct link to everything in
the building that makes tenants either happy or un-
happy. As a result, property managers, along with
their clients, need to develop strategies and programs
that add value and strengthen relationships with ten-
ants.

Q. Describe some of the effective
tenant retention programs
you're aware of or that you have
implemented.
A. We take tenant relations very seriously, so we do
things that touch tenant employees all the way up to
the decision makers. Tenant relations programs are
going to vary widely from building to building, de-
pending on the tenants and their priorities, but the
important thing is to remain focused on tenants and
keeping them happy and engaged. A few tenant rela-
tions programs we have tried include:

Appointing a director of tenant services onsite
who is entirely devoted to accommodating ten-
ants' needs and generating engagement programs

Implementing a "Tenants Go Green" program at
multiple properties, whereby tenant representa-
tives meet monthly with the property manage-
ment team to discuss best practices and initiatives
to encourage sustainable tenant behavior-rang-
ing from signing an energy conservation "Green
Pledge" to tenant lights off and recycling cam-
paigns
Giving gifts to decision makers during the holi-
days, especially gifts that align with building ini-
tiatives. For example, at green buildings you might
offer an eco-friendly type gift.
Updating tenants quarterly about progress we've
made addressing any and all of their requests to
demonstrate we listen to them and take action
Creating a building -specific "Club Card" for ten-
ant employees, that identified them as occupants
of a building JLL formerly managed, so they could
take advantage of discounts the management team
secured with 40 establishments within the proper-
ty's proximity-including restaurants, pharmacies,
coffee shops and car -sharing memberships. Dis-
counts of up to 50 percent off goods and services
were offered for card-carrying building tenants.

Q. mtimately, how can property
managers keep tenants happy?
A. Guessing what tenants want will not serve prop-
erty managers or building owners well. Keeping
tenants satisfied-and renewing-is much more of
a science. First, managers need to survey their ten-
ants about their needs and frustrations, whether it's
through face-to-face meetings, or more formal sur-
vey services and processes. Doing so will help estab-
lish priorities and define quantifiable benchmarks,
whereby managers and owners can measure their
strengths and weaknesses-and eventually, their
progress. Beyond surveys, they need to be in touch
consistently with tenant decision makers, daily ten-
ant contacts and tenant employees. Being known and
available among all these different contingencies, as
well as communicating building successes that cater
to their needs and demonstrate their voices are being
heard, will pay dividends.

KRISTIN GUNDERSON HUNT IS A CONTRIBUTING WRITER
FOR JPM. IF YOU HAVE QUESTIONS REGARDING THIS
ARTICLE OR ARE AN IREM MEMBER INTERESTED IN
WRITING FOR JPM®, PLEASE E-MAIL MARIANA TOSCAS
AT MTOSCAS@IREM.ORG.
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1e all know it-technology The Customer: It's Easier to Give Renters What They Want
Whas drastically changed Technology has also provided efficient ways to deliver exactly what the mod -
just about every industry em renter is requesting. Software tools allow companies to give their resi-

there is, and property management dents the freedom to request maintenance work online whenever is easiest
is no exception. Technological ad- for them, make payments from anywhere at any time, and relay communica-
vancements have not only changed tion to their landlords or property owners through something like an easily
the processes followed and the speed accessible, Web -based portal.
of operations and communications, Why does this matter? In our world the customers' needs must come first.
but the overarching dynamics of This type of round-the-clock accessibility caters to renters' needs for conve-
the workplace. Here's a look at how nience without sacrificing customer service. It helps to increase expediency,

evolving technologies-specifically and provide a medium through which requests are promptly answered and

new software-has changed our in- essential tasks can be handled without hassle. Win -win.

dustry's workplace for the better. The Employee: More Efficient, More Loyal
The Physical: A Workplace Many organizations are gravitating toward new workplace standards of al -

Isn't Always an Office lowing employees to telecommute, because it makes for happier, more loyal

Anymore
employees. The property management industry has traditionally been rigid,

Back in the day when a potential
due to what was a necessary structure around office hours and working with -
in a physical building. The beauty of technology is that it has now freed the

renter was searching for properties, entire field to shift to a more fluid workplace in which staff can largely define
they actually walked into a build- their own hours and choice of work location.
ing and discussed options with a
person. This is obviously now the The Toots: Technology Has Equipped Us With Greater
exception. New technology, like Earning Potential
property management software, has While all of the above is surely attractive to property management companies

made it possible for a company to and property managers themselves, when push comes to shove-everyone

operate entirely from a remote loca- cares about ROT. Many software platforms today include powerful market-

tion. ing capabilities that property managers can useto publish listings directly to

Prospective residents can c- the hundreds of most the popular websites-such as Zillow, Trulia, HotPads,

tact property managers through Rent.com, and Craigslist-without much effort. Leads from these sites can

Web forms, and a self -serve show- be populated into the system as prospects, so they aren't lost in the shuffle,

ing can be orchestrated by leaving and greater occupancy and profitability can be reaped in turn. Imagine the

keys in an electronically controlled power that wields.

lockbox. Lease documents can be
Technology and web -based software are not just nice perks; they can make

filled out and rent payments can be
all the difference between your property management company taking a

accepted online. Property manage-
nosedive or thriving. Take advantage of the ability to synchronize all of the
pieces of your business. Start researching, and get busy exploring all that new

ment companies can save signifi-
cant cash by not having to purchase
and maintain office space, pay for NAT KUNES (NAT.KUNES@APPFOLIO.COM) IS THE

a receptionist or dispatch a leasing
DIRECTOR OF PRODUCT MANAGEMENT AT APPFOLIO AND
IS TASKED WITH ENSURING THE EFFECTIVE DEVELOPMENT,

agent to be onsite at a property to COMMUNICATION AND EXECUTION OF THE APPFOLIO

give showings. PROPERTY MANAGER PRODUCT LINE.
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Technology and web -based software are not just nice perks; they can make

filled out and rent payments can be
all the difference between your property management company taking a

accepted online. Property manage-
nosedive or thriving. Take advantage of the ability to synchronize all of the
pieces of your business. Start researching, and get busy exploring all that new

ment companies can save signifi-
cant cash by not having to purchase
and maintain office space, pay for NAT KUNES (NAT.KUNES@APPFOLIO.COM) IS THE

a receptionist or dispatch a leasing
DIRECTOR OF PRODUCT MANAGEMENT AT APPFOLIO AND
IS TASKED WITH ENSURING THE EFFECTIVE DEVELOPMENT,
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IREM FOUNDATION
INSTITUTE OF REAL ESTATE MANAGEMENT

JOIN THE CYCLE OF GIVING
Help us help others. Through our mission of WORKFORCE DEVELOPMENT we support
education and training opportunities that align with the Institutes goals and bolster industry growth.
We are committed to attracting and developing individuals for careers in real estate management.
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ARTICLE 8: Disclosure
"AnAMO Firm shall not disclose to a third party any
confidential or proprietary information without the client s
prior written consent except when disclosure is required or
compelled by applicable laws and regulations"

Carol A. MacDonald, CPM

Today there are numerous outlets in which an unauthorized indi-
vidual can obtain undisclosed documents with just a few simple
clicks of a Smartphone, tablet or laptop. This idea presents itself
across global markets where a management firm must protect

confidential information from falling into the wrong hands. Article 8 of the
AMO Code of Profrssional Ethics addresses the role an AMO Firm plays in
disclosing any confidential or proprietary information to a third -party with-
out its client's consent.

The one exception in which an owner's consent is not required is when the
disclosure may be required by applicable laws from a local, state or national
agency. Article 8 highlights and reinforces that the protected information of
the client-whether it be residential data, financial reports or maintenance -
related documents-is to remain undisclosed from a third -party individual
or group. In adhering to Article 8, an AMO Firm and its Executive CPM are
entrusted to protect confidential information from falling into the hands of
unauthorized individuals or organizations.

Steps to Protect Confidential Information and Documents

The property manager should communicate and educate all staff to be made
aware that they are not to disclose any information to a third -party without
written consent from the owner. This should apply to any property staff, in-
cluding leasing consultants, assistant managers, resident service coordina-
tors, maintenance managers, technicians or Janitors.

1.The property manager should indicate to staff that certain agencies
might be entitled to confidential information set forth by specific laws
and regulations. These agencies include the following:
a. Law Enforcement-Local police, Sate Police, FBI, Fire Marshall, etc.
b. State or Federal Agencies-State Housing Agencies, HUD, U.S.

Census Bureau, IRS, Homeland Security, etc.
c. Local Agencies-Board of Health, Assessors, Town Clerk, etc.

2. Third -party requests for information must be met with proper identifi-
cation along with signed documentation specifically stating the reason
for the request.

3. Property managers should consult their supervisors or senior staff in
order to establish property guidelines and a policy for releasing certain

INSTITUTE OP REAL ESTATE MANAOEMINT

ACCREDITED MANAGEMENT OROANIZAT10N
ks(Prufr,,Ionsl IShic,

=STTE_

EEJi_

SCAN THE QR CODE OR VISIT WWW.
IREM.ORG/ETHICS TO LEARN MORE
ABOUT THE AMO CODE OF ETHICS.

disclosed proprietary informa-
tion. These guidelines should
be relayed to the rest of the
property staff.

4. The property should have a log
book displaying specific proce-
dures upon closing each night.
These procedures should be
used as a guide and checklist
for making sure secured resi-
dent files are locked up, finan-
cial records are locked away
out of site, and that no resident
or owner account information
is displayed in a visual loca-
tion.

When in Doubt, Get
Documentation

When dealing with one of the afore-
mentioned scenarios described in
Article 8, it's in the best interest of
the Firm to manage each request
on a case -by -case basis. If a situa-
tion arises in which a staff member
might question whether or not to
disclose select information, the best
solution is to obtain proper permis-
sion from a senior manager or di-
rectly from the client.

CAROL A. MACDONALD, CPM,
(CMACDONALDØCORCORANMGMT.
COM) IS EXECUTIVE VICE
PRESIDENT OF CORCORAN
MANAGEMENT COMPANY, NC., IN
BRAINTREE, MASS.
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THE IREM FOUNDATION
Honors Two CPM Members for Their Continued Service to the Industry

The REM Foundation recently honored two of the Institute's best with professional recognition awards
during the IREM Leadership and Legislative Summit. Both recipients were recognized for their continued
service to the industry and the Institute of Real Estate Management.

Jo Anne Corbitt, CPM, Vice President of Property
Management with Colliers International, Nashville,
Tenn., has been named the 2013 recipient oftheJ. Wallace
Paletou Award-named in honor of the 1957 president of
IREM, and presented to those who have made especially
noteworthy and significant contributions to the field
of real estate management and who have shared their
valuable experience with others in the industry. She is
also a recipient of the Lloyd D. Hanford, Sr. Distinguished
Faculty Award.

"Jo Anne has been an integral part of our company
for 13 years, and there's no question that she's the best- - in the business when

it comes to prop-
erty management:'
said Bert Mathews,
a partner with Col-
liers International's
Nashville office. "She
is very deserving of
this award, and the
entire company ap-

REM FOUNDATION VICE PRESIDENT, plauds her for this
GAIL DUKE, CPM, PRESENTS JO ANNE achievement"CORBITT, CPM, WITH THE LLOYD
0. HANFORD, SR. DISTINGUISHED Corbitt has spent
FACULTY AWARD. ner entire career in

real estate management. She has served IREM in a vari-
ety of capacities, both locally and nationally. In 1997, she
was the organization's national President.

"Jo Anne is the first women to be presented with this
award since its inception in 1971 and there is no one
worthier of this recognition:' said IREM Foundation
Vice President, Gail Duke, CPM. "In addition to being
the recognizable face of IREM locally, she has been an
instructor for the local Realtor Board, the Tennessee As-
sociation of Realtors (TAR), the National Association
of Realtors (NAR), the local apartment association and
IREM."

James Cantrell, CPM, President of Cantrell, Harris
& Associates, San Francisco, has been named the 2013
recipient of the Lloyd D. Hanford, Sr. Distinguished
Faculty Award, which commemorates the direct
contributions of Lloyd D. Hanford, Sr., one of the
Institute's early presidents and a founder of the IREM
real estate management education program.

Cantrell has long
been active in IREM at
the local and national
levels. He has served as
president of IREM San
Francisco Bay Area
Chapter No. 21, and
was honored with two
chapter awards in rec-
ognition of his contri-
bution to professional
education. Nationally,

IREM FOUNDATION VICEhe has been an IREM
PRESIDENT, GAIL DUKE, CPM,

Regional Vice Presi- PRESENTS JAMES CANTRELL, CPM,
WITH THE LLOYD D. HANFORD, SR.dent and has served as DiSTINGUISHED FACULTY AWARD.

chair of several com-
mittees.

Nominations for these prestigious awards
may be submitted to the Foundation anytime
throughout the year by September 10. When
accepted, the award is typically presented
during the Leadership and Legislative
Summit. Visit www.iremfoundation.org to
find out more about the IREM Foundation
and to download nomination forms.

KIMBERLY HOLMES (KHOLMES@IREM.ORG) IS MANAGER OF THE
REM FOUNDATION IN CHICAGO, TO LEARN MORE ABOUT THE REM

FOUNDATION, VISIT WWW.IREMFOUNDATION.ORG.
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New CPM Members Ir

Itrxeii1

Apr.II
Christen B. Batangan, CPM, ARM
Matt J. Bogard, CPM
Tern Boykin, CPM
Megan J. Brohimer, CPM
Carrie S. Caudill, CPM
Izabela M. Davin, CPM
Robert R. Dryman, CPM
John D. Fess, CPM, ARM

Lisa J. Finnell, CPM
Angelina M. French, CPM

 M.ay.
Adrian A. Arriaga, CPM
Julie A. Avary, CPM

Justin Barton, CPM
Paula J. Brumfield, CPM
Claudia Cahue, CPM
Dana M. Caudell, CPM
Richard M. Coney, CPM
Daniela G. Corgan, CPM
Cristina Cornejo, CPM
Robert F. Corson, CPM
Kimberly A. Cronan, CPM
Kristi E. Dutcher, CPM
Patti S. Dyess, CPM
Heather L. Fleetham, CPM
Isao Funayama, CPM
Igor Y. Golubev, CPM
Marilou Gonzalez, CPM
Michael A. Hendricksen, CPM
Melissa S. Heyman, CPM
Tomohiro Hirayama, CPM
Kanyou Inokuchi, CPM
Andrey V. Ivanov, CPM
Ruslan Ivanov, CPM

Scott D. Goldammer, CPM
Raymond W. Gundlach, CPM
Lorenzo R. Hibbitts, CPM
Samala E. Holt, CPM, ARM
Akilah A. Jafari, CPM
Steven M. Juhnke, CPM
Kathleen P. Kapple, CPM
Annette T. Lemmo, CPM
Chari M. Lewis, CPM
Suzanne G. Lubar, CPM

Christopher T. Jackson, CPM
Jeffrey A. Johnson, CPM, ARM

Valerie S. Johnson, CPM
Jacqueline R. Knight, CPM
Denis G. Kolmykov, CPM

Sergey V. Kolyasnikov, CPM

Paulina A. Kostyunina, CPM
Joan M. Kuntz, CPM
Timofey Kuznetsov, CPM
Robert C. Landis, CPM
Janice H. Lastrella, CPM
Olga Leonova, CPM
Denis Makeyev, CPM
Anastasia Malysheva, CPM
Makoto Morita, CPM
Charles W Muller, CPM
Anastasia Nam, CPM
Masahiro Okuno, CPM
Matt Pepper, CPM
Georgana B. Peterson, CPM
Alexander Petrov, CPM
Krista L. Polvi, CPM
Joseph C. Post, CPM

Joseph Marnikovic, CPM
Bryan D. McCarley, CPM
Michael A. Musca, CPM
Juan M. Muzquiz, CPM
Kimberly A. Parisek, CPM
Jeanette Ruscitti, CPM
Aaron J. Stenberg, CPM
Veronica L. Torres, CPM
Shanon C. Wildes, CPM
Daisuke Yoshino, CPM

Michael W. Pousson, CPM

Alesia G. Price CPM, ARM

Sherie L. Railsback, CPM

Asao Sakamoto, CPM
Karrie D. Schmid, CPM
Chris E. Seitz, CPM

Stephanie A. Singletary, CPM
Natalia G. Skalandis, CPM

Erin L. Skutnik, CPM, ARM

Thomas J. Smith, CPM
James A. Snyder, CPM

Masayuki Suzuki, CPM
Taiichiro Takahashi, CPM

Toshiyuki Tanaka, CPM
Takashi Tanaka, CPM

Maurice Toutant, CPM

Koji Uemura, CPM

Deniza Vartpatrikova, CPM

Cynthia A. Vyviecka, CPM

Kaori Yaeda, CPM

Takahiro Yamada, CPM

Eduard F Zhukov, CPM
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ON THE ROAD
WITH IREM LEADERS
JULY / AUSTLE SH I p VtfT

July 10
Las Vegas Chapter No. 99 Visit
Location: Las Vegas
Visiting Leader: Michael Lanning, CPM,

Senior Vice President
July 17
Louisiana Chapter No. 55 Visit
Location: New Orleans
Visiting Leader: Joseph Greenblatt, CPM,

President -Elect

July 18
Mississippi Chapter No. 80 Visit
Location: Jackson, Miss.
Visiting Leader: Joseph Greenblatt, CPM,

President -Elect

July 18
Alaska Chapter No. 97 Visit
Location: Anchorage, Alaska
Visiting Leader: Elizabeth Machen, CPM,

President

RULES OF THE ROAD:
 Advancing IREM's global brand and influence.
 Harvesting knowledge valuable to IREM Members.
 Strengthening the IREM Chapter network.

II
St 1

Region 6 Mini -Retreat
Location: Louisville, Ky.
Visiting Leader: Russell Salzman, Executive

Vice President & CEO
August 5
Nebraska Chapter No. 12 Visit
Location: Omaha, Neb.
Visiting Leaders: Don Wilkerson, CPM, Senior

Vice President
August 8
Sacramento Valley Chapter No. 22 Visit
Location: Sacramento, Calif.
Visiting Leader: Elizabeth Machen, CPM,

President
August 26
NAR Leadership Summit
Location: Chicago
Visiting Leaders: Joseph Greenblatt, CPM,

President -Elect; Russell Salzman, Executive
Vice President and CEO
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Vice President
August 8
Sacramento Valley Chapter No. 22 Visit
Location: Sacramento, Calif.
Visiting Leader: Elizabeth Machen, CPM,

President
August 26
NAR Leadership Summit
Location: Chicago
Visiting Leaders: Joseph Greenblatt, CPM,

President -Elect; Russell Salzman, Executive
Vice President and CEO
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REM Fall Leadership Conference www.irem.org/IFLC 47
REM Foundation www.iremfoundation.org 60
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 JULY
RES2O1 July 22-27 Erie, Penn.

ETH800 July 22 Marietta, Ga.

MNT4O2 July 23-24 Marietta, Ga.

F1N402 July 25-26 Marietta, Ga.

 AUGUST
CID2O1 August 1-7 Honolulu

ASM6O3 August 12-13 Addison, Texas

ASM6O3 August 12-13 Charlotte, N.C.

RES2O1 August 13-22 Las Vegas

ASM6O4 August 14-15 Addison, Texas

ASM6O4 August 14-15 Charlotte, NC.

RES2O1 August 15-24 Tucson, Ariz.

ASM6O5 August 16 Addison, Texas

ASM6O5 August 16 Charlotte, NC.

ASM6O3 August 19-20 Oakbrook, Ill.

RES2O1 August 19-24 Portland, Ore.

ETH800 August 20 ScottsdaLe, Ariz.

ASM6O4 August 21-22 Oakbrook, Ill.

ASM6O5 August 23 Oakbrook, III.

ETH800 August 23 Sacramento, Calif.

FOR THE MOST UP-TO-
DATE COURSE LISTINGS.
PLEASE VISIT
WWWIREM.ORG/EDUCAT/ON. p

REM ALSO OFFERS COURSES

INTERNATIONALLY N CANADA,

WLUAHA, LRIL, jAPAN, RUSSIA,
POLAND AND S. KOREA. TO FIND THL

SCHFDU! F FOR THFSE COURSES. VISIT

WWW.IREM.ORG/EVENTSCHEDULE.CFM.

COURSE CODES KEY
ARMEXM II ARM Certification Exam
ASM6O3 I/Investment Real Estate Financing and Valuation - Part One
ASM6O4 I/Investment Real Estate Financing and Valuation - Part Two
ASM6O5 II Investment Real Estate Financing and Valuation - Part Three
BDM6O1 // Maximizing Profit: Growth Strategies for Real Estate Management

Companies
CPMEXM II CPM Certihcation Exam
CPMOOI II CPM Certification Exam Preparation Seminar
ETH800 II Ethics for the Real Estate Manager
F1N402 I/Investment Real Estate: Financial Tools
HCPEXM II HCCP Exam
HRS4O2 II Leadership and Human Resource Essentials
LTC4O1 II Housing Credits: Compliance Challenges and Solutions
MKL4O4 II Marketing and Leasing; Retail Properties
MKI.405 II Markcting and Leasing: Multifamily Properties
MKL4O6 II Marketing and Leasing: Office Buildings
MNT4O2 II Managing the Physical Asset
MPSAXM II Management l'lan Skills Assessment
RES2OI II Successful Site Management
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Sperry Van Ness International Corporation (Svnic), AMO, a commercial
real estate services franchisor, announced the addition of 10 new franchise
offices in the first quarter of 2013.

Joining SVNIC are the following businesses:

 SVN/Renaissance Commercial, Irvine, Calif.
 SVN/JV Property Management & Brokerage, Inc., Inglewood, Calif.
 SVN Realty Advisors, Newport Beach, Calif.
 SVN/MG Property Advisors Inc., Novato, Calif.
 SVN!Investment Property Advisors, Michigan
 SVN!The Berhow Group, Dallas, Texas
 SVN!KD Lanclos & Associates, Augusta Ga.
 SVN/The Founders Group, Myrtle Beach, S.C.
 SVN/FreeMarkets CRE, Richmond, Va.
 SVN/AREASJAntin Real Estate Advisory Services, Ellicott City, Md.

"The SVNIC difference continues to attract top brokers and businesses
in growing markets like the 10 represented here:' said Kevin Maggiacomo,
president and CEO of SVNIC. "We're excited to see these 10 franchises lever-
age our platform and take their offices to the next level?'

The Desert West Region office of Lincoln Property Company, AMO,
expanded into the Las Vegas commercial real estate market. Based in
Phoenix, the regional office also serves metropolitan areas in Arizona, Utah
and New Mexico.

RiverRock Real Estate Group, Inc., AMO, promoted Steve Core, CPM to
president. He will lead an 80 -person group and the company's property!
asset management, construction management/engineering and technical
services, receiverships, property accounting, financial management and due
diligence service lines. The Newport Beach, Calif. -based firm handles 22

million square feet of office, industrial and retail space.
"Steve is a proven leader at RiverRock, having played a significant role

in the Firm's growth during the past eight years:' said John Combs, CPM,
founder and principal of RiverRock. "Steve has the proven skills and experi-
ence to lead our company in continued growth in portfolio management for
multi -market clients?'

Core is a 26 -year commercial real estate veteran. His previous title was
chief operating officer where he oversaw RiverRock's property management,

"Lincoln Property Company is
growing our business with this cli-
ent across the country:' said Alisa
Timm, CPM, Director of Manage-
ment Services, Lincoln Property
Desert West Region. "We often find
that national LPC clients like Big -

foot Properties validate our exper-
tise on projects in other markets,
and call on us again when they have
commercial real estate needs in new
markets?'

Lincoln Property Company,
AMO, is an international full -ser-
vice real estate firm offering real es-
tate development, design/construc-
tion management, leasing, property
management/receivership/asset
management services. Founded in
1965, Lincoln currently has approx-
imately 6,200 employees and main-
tains a presence in more than 200
municipalities in the United States
and three countries throughout Eu-
rope.

Correction: It has been brought to our
attention that some were offended by the
font style used in the Global Practices
section of the previous issue of JPM
(May/Jun 2013). JPM staff apologies
for any misunderstanding caused by this
design choice.

construction management and
leasing business. He also served as
director of property management
at CBRE (formerly Insignia/ESG)
where he led property management
operations of a 7 million square foot
office, industrial and retail portfolio
in Orange County and San Diego.

irem.org/jpm
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SCAN THE QR CODE
FOR ANSWERS

TRUE

of men and
women
believe they
can have a
successful
career as
well as
a full life
outside
work.

OR FALSE?

For a moderate -sized
tenant of 10,000 square
feet losing a tenant can
result in major financial
loss of:

a. $1.5 million.
b. $1 0,000.
c. $432,745. *Hint: See page 5.

% of U.S. Smartphone
owners check their phones at
least every hour-and a large
share check their phones while
in bed or in the bathroom.

a. 69 percent.%c. 32 percent
c. 58 percent
d. 88 percent

'IIiiit See page 51.

According to the Bureau of Labor
Statistics, _________________ are the
second largest U.S. HOUSEHOLD
EXPENDITURE after housing costs.
Telecommuting may also reduce
costs for employees.

By telecommuting, workers can
avoid the cost of a daily commute,
which can be a significant savings.

A. EDUCATION COSTS
B. HOUSING COSTS
C. HEALTHCARE COSTS
D. TRANSPORTATION COSTS

*Hint: See page 18,

3
TRUE OR FALSE?

-

The word TYPEWRITEI is the longest word in the
1 . . .{ English Language that can be spelled with the the

! top of the keyboard?

U
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Property management companies vary in size and resources, but they all want to strengthen their cash position.

RemitStrearn Property Management Lockbox from Fiserv helps you gain faster access to funds and streamline your

assessment payment process. Now you can increase efficiency and accuracy while reducing operational costs and

paperwork. Unleash the power to maximize your business potential. The power within. To learn more and find out

whether your financial institution offers RemitStream, visit fiserv.com/takecontrol.

RemitStream Property Management Lockbox from fiserv.

payments . Processing Services Risk & Compliance . Customer & Channel Management . Insights & Optimization

s 2013 Fsrv, Inc. 13 alliliates.
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YARDI Multifamily Suitè
Expand Yardi VoyagerTM and gain an end -to -end
solution with mobility for your
multifamily business:

>> Revenue Management
>> Property Marketing
>> Online Leasing
>> Leasing Pad

)> Resident Screening
)) Renters Insurance
)> Resident Portal
>> Utility Billing
>> Procure to Pay

And when you add Yardi Orion'TM for SharePoint
for business intelligence, your operational,
financial, and ancillary services data is combined
to provide an unprecedented 3600 view across
your portfolio.

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

YARDI
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