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Supervisors!
Add more Value than
you Cost! r\ ¥V

Operating Tips to
Add more Value

Our Perspective Today

* Multi-Site Responsibility

* Standard Operating Policy Perspective

* Ability to Influence . rE—
* Owners ;
* Protocol
* Palicy

- Affect daily activities at
the property

I. Your Role as a Supervisor

So What DO you cost??
Salary + 35% for Benefits Load
Use 550,000
Total Cost to Company:  $81,000




Yo

ur Role is Tricky!!

1. Authority is implied, liability is real
7. Even if you just have the title!
2 You are here to ensure that the work gets done

correctly by others
Its time to see the big picture in everything you
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[I. Team Leader
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Reduce Employee Turnover

+ 57% of the work force will be looking for a
new job in the coming year. (Monster)

= Multifamily 2014 Industry Turnover

All Positions: 323% Leasing Staff: 313%
Maintenance: 36,2% Managur: 231%

* There has been a 65% increase in the time
it takes to replace an employee.

Keeping Your Employees!

* Flexibility
- Transparency
L : - Community
P ‘ ty
1 + Communication
* Your Ability to Coach
: rather than to just
P ‘ Counsel is more
important than ever!




Your Liability as a Supervisor

* Harassment and discrimination claims are
rampant!

* New changes to exempt/non-exempt wage test
= Maybe also to duties test

+ Overtime must be paid correctly
* Time recorded

+ Regular rate includes standard bonuses
BEFORE calculating

+ Be sure independent contractors REALLY AREI|

Team Leader

bottom
line

[1I. Safety Manager
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—— % Qeccupational
0 Safaty and Hoalth
E— Administration

+ Up to speed on 505 books and staff training?

+ If a worker misses the 30-day deadline to file an O5HA
clalm — they can now go to NLRBI!!

* 1/1/2015 new rule to report any hospitalization of ONE
worker to OSHA within 24 hours — used to be THREE.

* Latest from OSHA
+ Sinca 1/1/15 naw rule, 5,474 injury reports and 40% have
rasulted in workplace inspactions!i||
- Anathar 46% required amployars to conduct and report on its
oewn "rapid rasponsa Investigation®
+ QSHA is an tha loskeut for employars wha blama thair
amployaas for the Injury.
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Here's Real Claim History
4/1/14-7/1/15
* Claims by Title

* 16 or 48% by lead maintenance

* & or 18% by Assistant Maintenance
* 4 or 12% by Porter/Groundskeeper
* 3 or 9% by Manager

* Claims by Tenure

+ 17 or 52% on the job for less than a year!
* 4 or 24% in the first 90 days
* 7 or 41% from 6-12 months -~

= 6 or 18% each for those 1-3 years and%—lﬂ years

Here's Real Claim History
4/1/14-7/1/15
* Most Claims by Type of Injury
* 4 claims = Strain/Injury by Lifting

- 3 claims each — Fall/Slip on same Level — Struck by
Animal/Insect

* Highest Cost per Claim - Ranked
= Fall/Slip on Ladder
« Fall/lip on Different Level
« Fall/Slip lce/Snow
+ Strain/injury by Lifting
+ Miscellaneous Other




Here's Real Claim History
4/1/14-7/1/15
* Most Claims by Body Part
+ 4 clalms each — Hand — Ankle - Lower Back
* 3 claims each = Fingers = Multiple Body Parts
+ Highest Cost per Claim - Ranked
* Fingers
* Lumbar/vertebrae
* Lower Back
+ Shoulder
* Knee

7/13/2015

Do This NOW!

* TRAIN! « INSPECT!

Ask what your most Make thorough interior
frequent and costly and exterior property
injuries are — start there| inspection a quarterly

As your W/C provider for event, Include PPE
materials = most are Divide units by 3, do inside
freell! and outside,

No excuses!!

Fire - The Number 1 Loss

* Fireplaces, patios and grills

« 28% of all residential fires are in multifamily units

+ 101,900 fires in 2 years, 395 deaths, 4250 injuries, 51.2
billion in losses

+ 70% of those fires were small and contained

- Firestop costs 540 a unit; so does an extinguisher




Safety Manager

bottom
line
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Oy
cammitment

Something
you can




Customer Loyalty

+ Kingsley Assoclates 2014 [L (0] Y
* Renewal Rates are dropping
* Hotidents seem mare inelined ta move
- Loyalty Is harder than ever to win and retain

L]

* Initiate Communication
- The single most effective way te build relationihip and loyalty.

- A resident that says nothing to you, you don't interact with Is not a
loyal resldent nor one who will promate you

+ A customer who has had a service issue that you have
addressed is more loyal than ane who never had an
issue or concern brought ta youll

Residents Come and Go!

* Nationally, resident turnover rate
in subsidized apartments is 39%

* Number one reason they stay —
Value for the Price Paid

* Other Reasons include -
+ Sense of cammunity

+ Apartment appeasrance and
conditian

- Respansivaness & dapandability

Monitor or Manage?

* Subsidized housing?? You still competel

* Your customer contrals yaur brand 1]

* Apartmentratings.com is one of the top ten media sources for
prospacts| Are you using the Manager Centor?

* Respond to avarythingl

+ Google your own communityl

Jig

B
S Rparemen
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The Maintenance Staffis Key

« Service technicians spend more time in
residants’ homes than anyone else an staff,
- Service technician
« Greet with a smile and a cheerful hello

= Be able te redirect questions or need for
follow-up

+ Suppart and enderse other team membaers
+ Satisfacts — Wark Ordor Index
#1 |s prompt respanse by the office
#2 is professionalism and courtesy of |
maintenance
Only 32% of residents advised of
completion delays!
+ 100% follow-up on all service requests is
eritical.

Service Satisfier

bott
o
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V. Revenue Builder

TRIND S e,
o

Creative Revenue Builds

* Ancillary, Convenience and Penalty Fees are OK = but
don't go nutsi
* Grow Laundry Income 7 Others?
* MacGrey “LaundryView” and “ChangePoint”, Coin Mac
* Speed Queen "WashAlart”
= Revenue shares with nearby retailers or restaurants?
+ Other Ideas from ) Turner Research
* 14% of renters would pay $5 for bike storage
+ 44% work out at least 3 times a woek —30% run
+ 73% want a grocery store close by the property
+ B4% spend their weeknights at home

- 42% cook daily .-#F. ]
+ Cater to pet owners =Fs

Stop the Revenue Drains!!

7/13/2015

10



Revenue Builder

bottom
line

Work Order Management

* Make Readies

+ Resident Service Requests =

- Maintenance and Repairs are &
the third largest expense on an
apartment property:
* First is Taxes
* Second is Salaries

+ 2014 national average for
Maintenance & Repairson |
subsidized housing is 5450 per
unit per year —or 52 cents pef
sq. ft.

7/13/2015
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Two Critical W/0 Components

+ Track what your maintenance techs dall
* Work orders taken vs, completed
+ Recurring work orders by problem or

resident LR IEHANE
+ Productivity by worker e
* Require 100% call backs S
* Report findings out to team and residents i
+ The Cost of Turnover — almast tatally i
Contrallablal! e LI

- Estimates hover around 52500

+ Average subsidized unit rent is $819, if
downtime from move-out to move-inis 20
days = $557 in lost rent alone
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Purchase Strategy
= This is not about vendor approval
- Got a strategy 777 i
gy & ﬁ“
* How do you shop for yourself? A "t'" ¢
- Sam’s, Costco, Big Box stores?

* Try a 30-day plan — you will savel

i
Utilities - th
Dollar Drain

If the Owner pays Utilities,
Residents use 30% morelll
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How to Save on Utilities

+ Just because residents gain the most — does not make
savings a bad ideal| Sellitl

+ Typical Savings per device per year = low or no cost
- CFL light bulb 5776

+ Showerhead 536.50
« Asrator 512.78
« Srnart Strip 52615

+ Greystar study of 7 propertles

- 2,435 total units

- Showerheads alone

+ 5158,275 in watar and gas - 565 PUPA
* New Products!
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Expense Reducer

bottom
line

VII. Financial Performer
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Market vs. Subsidized vs. TDHCA

Y/E 2013 - § per Unit

| s

Units in Sampling 74 180 151-280
General/Admin 265 409 340
Managamant 340 346 63
Payroll/Payroll Tax 1213 1312 1139
Hepairs/Maint 730 BGG 627
LHil/Watr/Swr/Trash 346 660 856
Insurance 260 257 350
Property Tax 1230 900 645
Mirkating 163 [i] 0
TOTAL/UNIT 4635 ARG2 4813
Operating Expense Ralio Iu.5% 41.9% 55.2%
Vacancy 5.9% 41% 8.6%H
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...apeaking of Budgets......

* Get numbers together early

* Ask your managers, maintenance an
suppliers for their input

» Check TDHCA and other websites
* Know how to extrapolate and annua

d

lize

You can't be a financial performer

without it!!

KNOW WHAT YOUR OWNER NEEDS

FOR THE PORTFOLIO
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INCOMEACCOUNTS
- Gross Potential
Income/Rental Income
* Loss to Lease
+ Vacancy
* Collection Loss
* Total Rental Income
+ Other Income
* Total Revenue

Income Statement Basics

EXPENSE ACCOUNTS

 Operating Expenses
+ Administrative &
Marketing

- Maintenance & Repairs
- Utilities
- Taxes and Indurance
+ Total Operating Expenses
Replacement Reserves
- Capital Expenses
* Debt Service
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-ada will 2o hetweon 5% and 10.8% for tay yoar 204
Every Net Dollar made Is worth 511

Financial Performer

bottom
line

The Bottom “Bottom Line”

In One Yoar

1. $20,000 Team Leader

1. $15,000 Safety Leader

1. 510,000 Service Satisfier

4. § 1,000 Revenue Bullder

5§ 1,250 Expense Reducer

G. Pricoless Financial Performar

TOTAL 547,250 (vary conservatlve)

HOW MUCH DID WE 5AY EACH DOLLAR WAS WORTH????
Estimate we netted 50% of this amount OR 523,625

TOTALADDED TO VALUE: $262,5001!!
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Add more Value t+ \?

you Cost

\ g4
Op “@ - loves /
Make the Difference o]
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