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[bookmark: _Toc32481450]Icon legends
	Icon
	Description

	[image: ]
	Practice activity
Learning activities help you to gain a clear understanding of the content in this resource.  It is important for you to complete these activities, as they will enhance your learning. The activities will prepare you for assessments.
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	Collaboration
You will have opportunities to collaborate with others during your study. This could involve group activities such as mini projects or discussions that will enable you to explore and expand your understanding of the content.  
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	Self-check
An activity that allows you to check your learning progress. The self-check activity gives you the opportunity to identify areas of learning where you could improve. If you identify these, you could review the relevant content or activities.
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	Resources (required and suggested)
Additional resources throughout this workbook such as chapters from textbooks, online articles, videos etc. These are supplementary resources, which will enhance your learning experience and may help you complete the unit.

	[image: ]
	Assessment task
At different stages throughout the workbook, after you have completed the readings and activities, you may be prompted to complete one or more of your assessment tasks.
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	Video
Videos will give you a deeper insight into the content covered in this workbook. If you are working from a printed version, you will need to look these up using the URL provided.


[bookmark: _Toc32481451]Getting started
[bookmark: _Toc32481452]What will I learn by completing this workbook? 
This workbook has been developed for the unit of competency CPPREP3104 Assist with maintaining and protecting condition of managed properties.
Successfully completing this unit of competency will give you the skills and knowledge to inspect managed properties, prepare inspection reports, and implement the required repairs and maintenance.
In this workbook, you will learn:
how to determine what types of inspections are required
how to assist with inspections of properties
how to report create inspection reports and send to landlords
how to manage different types of repairs and maintenance from identifying which tradesperson to use, to arranging the repair, checking it has been completed and preparing final reports upon completion
how to maintain and record property maintenance information and plan for the future.
Each topic includes opportunities to check your progress and understanding as well as activities that will help you to complete the formal assessments.   
[bookmark: _Hlk10115583]There are seven topics to complete within this workbook. They are: 
Legislative and ethical requirements.
Techniques for interpersonal communication.
Determine inspection requirements.
Assist with inspection of property.
Report inspection findings.
Manage repairs to managed properties.
Maintain maintenance documentation.
Alright, let’s get started!
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[bookmark: _Toc32481453]Topic 1: Legislative and ethical requirements
 


[bookmark: _Toc32481454]Overview
In this topic you will learn about:
what Commonwealth and State (NSW) legislation and local government regulations related to this unit
what ethical standards in real estate related to this unit
The activities throughout this resource will assist you in your learning. These activities do not form a part of your final assessment however they will contribute to your understanding of the topic area.


[bookmark: _Toc32481455]Commonwealth and state (NSW) legislation and local government regulations
[bookmark: _Toc32481456]Commonwealth legislation
There is various Commonwealth legislation that relates to maintaining and protecting the condition of managed properties in real estate, they are mainly Acts that relate to Anti-discrimination, here are some examples:
Racial Discrimination Act 1975.
Sex Discrimination Act 1984.
Age Discrimination Act 2004.
Disability Discrimination Act 1992
The Competition and Consumer Act 2010 is also relevant to maintaining and protecting the condition of managed properties in real estate.
[bookmark: _Toc32481457]State (NSW) legislation
The state legislations are the main acts on how agents carry out their daily duties, they would include but are not limited to the following:
Property and Stock Agents Act 2002.
Property, Stock and Business Agents Amended Regulations 2019.
Residential Tenancies Act 2010.
Residential Tenancies Regulations 2019.
Dividing Fences Act 1991.
Environmental Planning and Assessment Regulation 2000—Smoke Alarm legislation.


[bookmark: _Toc32481458]Local government regulations
Local government policies and regulations can affect many things when maintaining and protecting managed properties, including but not limited to some of the following examples:
when major renovations occur at properties, they would likely require development applications (DA) and council consent before proceeding
local government determines the allocated hours and days when any tradesperson can carry out work at a residential property
when replacing driveways that include the nature strip (council land), approved contractors must be used
when trimming or removing trees, council permission may need to be sought.
[bookmark: _Toc32481459]Other documentation/resources
Agreements
Managing Agency Agreement is a formal written agreement between landlord and agency outlining the responsibilities and duties of the agency and the fees for those services.
Building codes
Agents have many building codes to adhere to including:
Under Clause 146A of the Environmental Planning and Assessment Act 1979, and Division 7A of Part 9 of the Environmental Planning and Assessment Regulation 2000. At least one working smoke alarm must be installed on each level in all buildings in NSW where people sleep. The smoke alarms must meet the requirements of Australian Standard AS 3786.
Building Code of Australia (BCA) and Strata Management Act (NSW). From 13 March 2018, all strata buildings in NSW must be fitted with a child window safety device that limits the maximum window openings to be 12.5cm or less. Like the BCA amendment, this will only apply to openable windows that are less than 1.7m above the internal floor and more than 2m above the outside ground.
Pool fencing laws. The requirements for child-resistant barriers vary depending on when the pool was built and where the pool is located.


There are three different pool safety standards that apply in NSW, depending on when the pool was constructed:
1. AS 1926-1986, fences and gates for private swimming pools which applies to pools constructed prior to 30 August 2008.
1. AS 1926.1-2007, swimming pool safety, Part 1 safety barriers for swimming pools which applies to pools constructed between 1 September 2008 to 30 April 2013.
1. AS1926.1-2012, swimming pool safety, Part 1 safety barriers for swimming pools constructed after 1 May 2013.
Checklists 
Azure Beach Realty Group (ABRG) template documents such as general inspection and work order.
Contracts
Residential Tenancy Agreement. The written legal document that binds a landlord and tenant to a particular property detailing the length of a tenant, rent payable and all the terms and conditions.
Licences
If you're using a building contractor or tradesperson for services such as residential building, wiring, plumbing, draining, gas fitting, air conditioning or refrigeration work (except plug-in appliances), you should check that they have a valid contractor licence.
 By law, all contractors must show their licence number on all advertising, stationery and signage. Check a builder or tradesperson licence at Service NSW.
Permits
Local councils require permits/permission to remove or trim trees or replacement of driveway crossings. 
Plans
Plans can encompass a number of items, including strata plans, deposited plans, detailed proposal for doing or achieving something, intention or decision about what one is going to do, making arrangements in advance or design or make a plan of (something to be made or built).


Specifications
Specifications for specific items will be located in different areas such as appliances or white good specifications can be found online or on a manufacturers website.
Azure Beach Realty Group (ABRG) policies and templates
Your teacher will provide access to a range of ABRG policies and templates, e.g.Code of ethics and inspection and maintenance agency procedures.
[image: ]
[bookmark: _Ref32415623]Figure 1 Azure beach realty group logo


[bookmark: _Toc32481460]Ethical standards
The majority of the agents' ethical standards come from schedule one of the Property, Stock and Business Agents Amended Regulations 2019.
The following table highlights the most appropriate regulations and obligations.
Table 1 Overview of standards/obligations
	Standards/obligations
	Description

	Knowledge of the Act and regulations.
	Agents must have a knowledge and understanding of the Act and the regulations under the Act, and such other laws relevant to the category of licence or certificate of registration held (including laws relating to residential tenancy, fair trading, competition and consumer protection, anti-discrimination and privacy) as may be necessary to enable the agent to exercise his or her functions as agent lawfully.

	Fiduciary obligations.
	Agents must comply with the fiduciary obligations arising as an agent.

	Honesty, fairness and professionalism.
	Agents must act honestly, fairly and professionally with all parties in a transaction. Agents must not mislead or deceive any parties in negotiations or a transaction.

	Skills, care and diligence.
	Agents must exercise reasonable skill, care and diligence.

	High-pressure tactics, harassment or unconscionable conduct.
	Agents must not engage in high-pressure tactics, harassment or harsh or unconscionable conduct.

	To act in the client’s best interests.
	Agents must act in the client’s best interests at all times unless it would be contrary to the Act or regulations under the Act or otherwise unlawful to do so.

	Confidentiality.
	Agents must not, at any time, use or disclose any confidential information obtained while acting on behalf of a client or dealing with a customer, unless: (a) the client or customer authorises the disclosure, or (b) the agent is permitted or compelled by law to disclose the information.

	To act in accordance with client authority.
	Agents must not act as an agent or represent himself or herself as acting as an agent on behalf of a person without written authority.

	To act in accordance with client’s instructions.
	Agents must act in accordance with a client’s instructions unless it would be contrary to the Act or regulations under the Act or otherwise unlawful to do so.

	Conflicts of interest.
	Agents must not accept an appointment to act, or continue to act, as an agent if doing so would place the agent’s interests in conflict with the client’s interests.


	[image: ]	Self-check
[bookmark: _Toc32481461]Check your progress
You have completed the topic on Legislative and ethical requirements. Check the boxes for the tasks you feel confident you can complete. 
☐	I can identify what Commonwealth and State (NSW) legislation and local government regulations relate to maintaining and protecting managed properties. 
☐	I can identify what ethical standard relates to maintaining and protecting managed properties.
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[bookmark: _Toc32481462]Topic 2: Techniques for interpersonal communication
 


[bookmark: _Toc32481463]Overview
In this topic you will learn about:
active listening techniques
providing opportunities for clarification and understanding
questioning and seeking feedback techniques
summarising and paraphrasing techniques.
The activities throughout this resource will assist you in your learning. These activities do not form a part of your final assessment however they will contribute to your understanding of the topic area.


[bookmark: _Toc32481464]Active listening techniques
Active listening involves the listener observing the speaker's behaviour and body language. Having the ability to interpret a person's body language lets the listener develop a more accurate understanding of the speaker's message. Having heard, the listener may then paraphrase the speaker's words.
There are various techniques for active listening and these can include:
building trust and establishing rapport:
· finding common interests ie children, sporting interests, hobbies
demonstrating concern:
· showing empathy where appropriate
paraphrasing to show understanding:
· re-phrase what has been said in another way, to show you understand what has been said in the first place
nonverbal cues which show understanding such as nodding, eye contact, and leaning forward
brief verbal affirmations like ‘I see”, “I know”, “Sure”, “Thank you” or “I understand”
asking open-ended questions:
· open-ended questions typically begin with words such as “Why” and “How” or phrases such as “Tell me about…” (often they are not technically a question, but a statement which implicitly asks for a response)
asking specific questions to seek clarification:
· close-ended questions can be used here, they are questions that ask respondents to choose from a distinct set of pre-defined responses, such as “yes/no”. this ensures you fully understand what is being said
waiting to disclose your opinion:
· do not interrupt, allow the speaker to finish before disclosing your opinion on the matter
disclosing similar experiences to show understanding
· only where appropriate this can be done.


[bookmark: _Toc32481465]Providing opportunities for clarification of understanding
Using open clarifying questions, such as when, where, how or why questions why will help find direction in what is confusing or lacking in the information they have provided.
Using closed clarifying questions which ask for yes or no responses. They serve to obtain accuracy in a more direct aspect of a discussion.
[bookmark: _Toc32481466]Questioning and seeking feedback techniques
Questioning techniques include closed questions, open questions, probing questions, leading questions, loaded questions, funnel questions, recall and process questions and rhetorical questions.
Seeking feedback techniques include: 
Using the word “advice” rather than “feedback” as it is a warmer and more welcoming word.
Start small and be specific—seek feedback on low-level topics to help build a sense of trust from their team members, the opportunity to feel heard boosts their status, makes them feel more included and gives them a greater sense of autonomy.
Making feedback a habit—take the time, on a regular basis to have a focused, one-on-one conversation about any issues, challenges, opportunities or strategies on a weekly or fortnightly basis.
[image: ]
[bookmark: _Ref32399222]Figure 2 Man and woman with overlapping speech bubbles


[bookmark: _Toc32481467]Summarising and paraphrasing techniques
Identify the topic sentence, identify any supporting details, disregard unimportant information and simplify points to summarise.
Using synonyms (words that mean the same) for example replace the word ‘may’ with ‘is likely to’.
Changing the form of the words.
Change verbs and adjectives with nouns.
Changing the grammatical structure such as ‘progress has been slower than anticipated’ change to ‘progress has not been as rapid as expected’.
[bookmark: _Toc877355]	[image: ]	Self-check
[bookmark: _Toc32481468]Check your progress
You have completed the topic on Techniques for interpersonal communication. Check the boxes for the tasks you feel confident you can complete. 
☐	I can identify active listening techniques.
☐	I understand how to provide opportunities for clarification with questioning and seeking feedback.
☐	I can identify techniques to summarise and paraphrase to check understanding. 
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[bookmark: _Toc32481469]Topic 3: Determine inspection requirements



[bookmark: _Toc32481470]Overview
In this topic you will learn about:
determining purpose and types of inspections
identifying critical aspects that require inspection
negotiate and establish inspection procedures and timelines
coordinating access arrangements
The activities throughout this resource will assist you in your learning. These activities do not form a part of your final assessment however they will contribute to your understanding of the topic area.


[bookmark: _Toc32481471]Determining purpose and types of inspections
When an agency takes on a new property to manage, it is imperative that the agency determines what immediate and future inspections are required. 
The initial property documentation includes a signed managing agency agreement and a signed residential tenancy agreement with ingoing inspection report if there is a tenancy in place.
The types of inspections that can be conducted include:
Table 2 Types of inspections
	Inspection
	Overview

	Inspection report.
	Completed as part of the managing agency agreement at the commencement of the management.

	Ingoing inspection report.
	A written report that is completed by the agent at the commencement of the tenancy, detailing the exact condition of the property room by room.
This report commonly includes detailed photographs of the property as well.

	Outgoing inspection report.
	A written report that is completed by the agent, ideally in the presence of the tenant, at the end of the tenancy when the tenant vacates.
The report details the exact condition of the property room by room, which is then compared to the Ingoing Inspection Report to determine if the tenant has damaged the property or not cleaned the property sufficiently.

	Routine/General inspection.
	A written report that is completed by the agent during the tenancy, detailing the condition of the property room by room. Checking if the tenant is damaging the property in any way, is keeping the property clean and tidy, checking on any past or future maintenance and usually a rent review is conducted at the same time. 
The report is then supplied to the landlord for their information and feedback.




If an agent is taking over a property with an existing tenancy, the first inspection that needs to occur is a routine/general inspection. The purpose of the inspection is for the agent to become familiar with the property they are now managing and to resolve any outstanding issues. Then going forward regular inspections will be required.
The agent must carry out a minimum of one per year with a maximum of four per year. This should be discussed with the landlord and an agreed number of inspections per year decided. It is industry practice for inspections to be carried out every six months.
[image: ]
[bookmark: _Ref32415674]Figure 3 Mark on a calendar


[bookmark: _Toc32481472]Identifying critical aspects that require inspection
Agents need to be able to identify any critical aspects that require inspection, these could include items such as:
outstanding repairs/maintenance discussed with the landlord or tenant
issues identified in the ingoing inspection report yet to be addressed by the landlord
non-compliance issues, such as smoke alarms not being installed or pool compliance certificates not obtained
tenant(s) not keeping the property in a clean and tidy state
reports of complaints or maintenance from surrounding properties/neighbours.
[bookmark: _Toc32481473]Negotiate and establish inspection procedures and timelines
When arranging access for repairs and maintenance, the Residential Tenancies Act is very clear with the appropriate notices the tenant must receive, they include:
Table 3 Exert from division four of the residential tenancies act 2010 
	Section
	Description

	55 Access generally by landlord to residential premises without consent
	(2) (b) to carry out or assess the need for necessary repairs (other than urgent repairs) to, or maintenance of, the residential premises, if the tenant has been given not less than 2 days’ notice each time.
(2) (c) to carry out, inspect or assess the need for work for the purpose of compliance with the landlord’s statutory obligations relating to the health or safety of the residential premises, if the tenant has been given not less than 2 days’ notice each time.

	56 Entry with tenant's consent
	(1) The landlord, the landlord’s agent or any other person authorised by the landlord may enter the residential premises at any time during the residential tenancy agreement with the consent of the tenant.

	57 Limits on entry by landlord or others without consent
	(1) A landlord, the landlord’s agent or other person who enters residential premises under a right to enter the premises without the consent of the tenant.
(a) must enter the premises between the hours of 8.00 am and 8.00 pm, and 
(b) must not enter on a Sunday or a public holiday, and 
(c) must not stay on the residential premises longer than is necessary to achieve the purpose of the entry to the residential premises, and 
(d) must, if practicable, notify the tenant of the proposed time and day of entry. 
(2) A person authorised by the landlord or landlord’s agent must not enter residential premises under a right to enter the premises without the consent of the tenant unless— 
(a) the person first obtains the written consent of the landlord or landlord’s agent, and 
(b) the person produces the consent to the tenant if the tenant is at the premises. 
(3) This section does not apply to entry,
(a) as agreed with the tenant, or 
(b) in an emergency, or 
(c) to carry out urgent repairs, or 
(d) if the landlord forms a reasonable belief that the premises have been abandoned, or 
(e) in accordance with an order of the Tribunal.




[bookmark: _Toc32481474]Coordinating access arrangements
When an agent organises repairs/maintenance to be completed whilst tenants are occupying a property, the tenant should be given the option to either:
1. Have the tradesperson contact the tenant direct to arrange a suitable day and time they are both available, alternatively,
1. The tenant gives their written permission for the tradesperson to collect the agency master key to gain access to the property when the tenant is not at home.
This information is then provided to the tradesperson on any work order created.
	[image: ]	Self-check
[bookmark: _Toc32481475]Check your progress
You have completed the topic on Determine inspection requirements. Check the boxes for the tasks you feel confident you can complete. 
☐	I can determine the purpose and types of inspections required, including identifying critical aspects that require inspection.
☐	I can negotiate and establish inspection procedures and timelines.
☐	I can coordinate access arrangements.
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[bookmark: _Toc32481476]Topic 4: Assist with inspection of property
 


[bookmark: _Toc32481477]Overview
In this topic you will learn about:
analysing property conditions (fair wear and tear)
seeking specialist advice when required.
The activities throughout this resource will assist you in your learning. These activities do not form a part of your final assessment however they will contribute to your understanding of the topic area.


[bookmark: _Toc32481478]Analysing property condition—fair wear and tear
When conducting a property inspection agents must be able to identify the difference between wear and tear and damage.
Wear and tear is defined as damage that naturally and inevitably occurs as a result of normal wear or aging. According to NSW Fair Trading, wear and tear mean the normal deterioration of a property from ordinary, everyday use. 
Exposure to the elements, time, as well as day to day living, can cause fair wear and tear. Although real estate tenancy laws vary across each state and territory, the industry broadly accepts this definition.
Below are some common occurrences of wear and tear that landlords are responsible for:
faded curtains or frayed cords
furniture indentations and traffic marks on the carpet
scuffed up wooden floors
faded, chipped or cracked paint
worn kitchen benchtop
loose hinges or handles on doors or windows and worn sliding tracks
cracks in the walls from movement
water stain on the carpet from rain through leaking roof or bad plumbing
worn paint near light switches.
Accidental damage is usually something that occurs suddenly as a result of an unexpected and non-deliberate external action. This will typically refer to an unintentional one-off incident that harms either the property or its contents. 


Tenants are also responsible for negligent, irresponsible or intentional actions that cause damage to the premises.
Here is a look at some of the damage that tenants are liable for:
missing curtains or curtains were torn by the tenant’s pet
dog urine throughout the house
stains or burn marks on the carpet
badly scratched or gouged wooden floors
an unapproved or poor quality paint job
burns or cuts in benchtop
broken glass from one of the kids hitting a ball through the window
holes in walls left by tenants removing picture hooks or shelves they had installed
water stains on carpet caused by overflowing bath or indoor pot plants
paint damage resulting from removing decorations stuck with blu-tac or sticky tape.


	[image: ] 	Practice activity
[bookmark: _Toc11228383][bookmark: _Toc32481479]Activity 4.1: Short answer questions
1. From the below scenarios, identify and explain which items a tenant would be responsible to pay for.
	#
	Scenario
	Answer

	A
	Red wine stain on the carpet in the living room.
	

	B
	A chip on the edge of the stone kitchen benchtop.
	

	C
	Depression marks on the carpet in the bedroom from where a bed was located.
	

	D
	The glass shower screen is going cloudy in the middle of the glass (not soap residue).
	

	E
	Small burn hole in the living room curtains from a candle.
	

	F
	Four small holes in the kitchen wall where a tenant had installed some shelving and then removed it upon vacating.
	

	G
	Gouges in the wooden floors in the hallway.
	




[bookmark: _Toc32481480]Seeking specialist advice
Property management staff are not qualified tradespeople, nor are they meant to have a thorough working knowledge of electrical, plumbing and building issues, whilst it would be handy to have. 
It is common practice to seek advice from specialist qualified tradespeople about specific maintenance, so the agent has as much information as possible when speaking to the landlord and deciding on the best course of action to remedy the situation.
Repairs such as the following should be fairly straight forward and would not require specialist advice before proceeding:
dripping water taps
lights not operating
hinges/handles coming off doors
door/window locks not functioning.
The following maintenance examples are more serious and would require more investigation and specialist advice before proceeding:
cracks in the foundation of the house were found
appliance repairs such as cooktops, ovens, dishwashers, range hoods, washing machines, clothes dryers etc. (there can be a lot of variable with appliances, so it is always best to seek advice first about what the issue is before agreeing to repair as depending upon the age of the appliance it may be more economical to replace the appliance rather than repair it)
pool leaking water from somewhere within the structure of the pool
roof leaks
any structural issues such as balconies and balcony railings, pergolas, patios etc
termite damage
blocked/collapsed sewers
hot water systems.


Hot water systems can have many variables and sometimes specialist tradespeople may be required. Hot water systems usually come in three power types:
1. Gas.
1. Electric.
1. Solar.
Then there are two types:
1. Tank.
1. Instantaneous.
It is important to know the age, size and location of the hot water system when conducting repairs as it may be more feasible to consider a replacement.
Scenario: A tenant reports that they have no hot water, it is an 80L electric tank that is not leaking water that is 10 years old. It is likely, it is the thermostat that needs to be replaced, and this could be done for around $250-$350. However, the lifespan of that hot water system may only be another 1-3 years, so the owner may rather replace it now.
	[image: ]	Self-check
[bookmark: _Toc32481481]Check your progress
You have completed the topic on Assist with inspection of property. Check the boxes for the tasks you feel confident you can complete. 
☐	I can identify what is wear and tear and what is damage.
☐	I can identify situations where specialist advice would be required.
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[bookmark: _Toc32481482]Topic 5: Report inspection findings
 


[bookmark: _Toc32481483]Overview
In this topic you will learn about:
report templates, storage and distribution
verifiable evidence.
The activities throughout this resource will assist you in your learning. These activities do not form a part of your final assessment however they will contribute to your understanding of the topic area.


[bookmark: _Toc32481484]Report templates storage and distribution
The inspection report can be completed in different ways, some agents have their own template documents, ABRG has their own template document you can review in the resources folder.
Other agents use apps/programs to complete their inspections, the APPS/programs allow the user to add and remove rooms where required, take photos in each room, make specific notes and recommendations etc
Industry common apps/programs in NSW are:
Rentfind
Real Estate Institute (REI) forms 
ADL forms 
Inspection manager
All inspection Reports should be separated into individual rooms to detail the condition of the walls, floors, windows, blinds/curtains, light fittings etc.
Reports need to be completed in a format that is editable by the agent and non-editable for the landlord, such as a PDF. Reports should be stored on the property management software program for easy access for both the agent and the landlord.
A landlord can usually access owner portals through the property management software programs which allows them to view their monthly statements, invoices and inspection reports.
[bookmark: _Toc32481485]Verifiable evidence
Inspections must be supported by verifiable evidence such as: 
photographs
videos
written statements from tenants
written inspection reports completed by agency staff.


	[image: ] 	Practice activity
[bookmark: _Toc877353][bookmark: _Toc11228380][bookmark: _Toc32481486]Activity 5.1: Draft an email
You have just completed a routine/general inspection for the property at 12 Daisy Street, Sydney, draft an email to the owners (Isaac & Georgia Jones) advising the inspection took place and the inspection is now available for them to access on their owner portal.



	[image: ]	Self-check
[bookmark: _Toc32481487]Check your progress
[bookmark: _Toc32481488]You have completed the topic on Report inspection findings. Check the boxes for the tasks you feel confident you can complete. 
☐	I can identify different formats that inspection reports are created and stored in.
☐	I can identify verifiable evidence for inspection reports.
☐	I can distribute inspection reports.
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[bookmark: _Toc32481489]Topic 6: Manage repairs to managed properties
 


[bookmark: _Toc32481490]Overview
In this topic you will learn about:
appropriate tradespeople are identified within the agency
arrange completion of repairs and maintenance
check completed repairs and report to landlords.
The activities throughout this resource will assist you in your learning. These activities do not form a part of your final assessment however they will contribute to your understanding of the topic area.


[bookmark: _Toc32481491]Appropriate tradespeople
Individual agencies will have a list of qualified and insured tradespeople they use and recommend, the tradespeople will be pre-loaded into the property management software so staff can easily and quickly send out quote requests or work orders to specific trades.
Depending upon the size of the rent roll, it is ideal to have a minimum of two tradespeople in each field, i.e two plumbers, two electricians, two handy people, two cleaners, two locksmiths etc.
It is important that property management staff can identify the correct tradesperson to send to a job. For example, an electrician would be required if a power-point was not working and a plumber would be required to repair a dripping tap.
[image: ]	[image: ]
[bookmark: _Ref32410960]Figure 4 Left: Electrician. Right: Plumber


	[image: ] 	Practice activity
[bookmark: _Toc11228386][bookmark: _Toc32481492]Activity 6.1: Matching the tradesperson
Which tradesperson you would allocate to the below repairs and maintenance in Column A to the correct tradesperson/company from Column B in the Answer column.
	Column A
	Answer
	Column B

	1. The bedroom door handle has come off.
	
	A. Stuart Blinds or Winston Blinds

	2. The tenant has vacated and the oven has not been cleaned
	
	B. Steve Lobby or Pearls Plumbing

	3. The tenant has reported there is an infestation of cockroaches in the kitchen, following a renovation of the adjacent property.
	
	C. Crisp Cleaning or Adnap Cleaning

	4. The toilet is leaking into the bowl continuously.
	
	D. The Professional Pest Control or Peter Betts

	5. Vertical blinds in the living room won’t slide along the track to open and close
	
	E. Adrian Morton Your Home Handyman Services




[bookmark: _Toc32481493]Arrange completion of repairs and maintenance
To arrange completion of repairs and maintenance, a work order needs to be created from the Property Management software program. However, prior to this being done, the landlords' maintenance instructions should be checked on the managing agency agreement.
We need to check that the owner doesn’t have any preferred tradespeople they have nominated or is there a maximum amount the agency is permitted to spend without the landlord being consulted.
Once you have identified the correct tradesperson to assign to a job, the work order is created. ABRG has their own work order template.
	[image: ]	Collaboration
[bookmark: _Toc32481494]Activity 6.2: ABRG work order
In groups of two, use the ABRG work order template to create a work order for a made-up property.
Identify a possible repair and detail the issue in the work order that you would like fixed.
[bookmark: _Toc32481495]Check completed repairs and report to landlords
Whilst real estate agents are not tradespeople, we still have a duty of care to check that works have been completed to a satisfactory standard prior to tradespeople being paid.
This could involve checking with a tenant that the works have been completed and the tenant believes they are to a satisfactory standard if the job is minor in nature. If the job is more substantial it would be the job of the property manager or the property officer to check the completed works.
If the job has not been completed satisfactorily or needs further works completed, additional follow-up will need to be scheduled and implemented. This should all be done through the property management software, keeping all records in the one spot.
Once works are completed a detailed report needs to be prepared and sent to the landlord for their information. ABRG has a template document for this (JobCompletionConfirmationTemplateToLandlord), look over this document to ensure you understand the required field to be completed.
	[image: ]	Self-check
[bookmark: _Toc32481496]Check your progress
You have completed the topic on Manage repairs to managed properties. Check the boxes for the tasks you feel confident you can complete. 
☐	I can identify appropriate tradespeople to complete works.
☐	I can arrange completion of repairs or maintenance and check works once completed.
☐	I can prepare and supply a report to the landlord on the completed repairs or maintenance.
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[bookmark: _Toc11228372][bookmark: _Toc32481497]Topic 7: Maintain maintenance documentation
 
`

[bookmark: _Toc11228373][bookmark: _Toc32481498]Overview
In this topic you will learn about:
preventative maintenance
maintain accurate records
protecting landlords asset.
The activities throughout this resource will assist you in your learning. These activities do not form a part of your final assessment however they will contribute to your understanding of the topic area.


[bookmark: _Toc32481499]Preventative maintenance
Preventative maintenance is an important part of Property Management. Successful preventative maintenance programs establish consistent practices designed to improve the performance and safety at properties whilst decreasing the number of major repairs required.
In practice, preventive maintenance requirements will vary property to property, they may include things such as:
cleaning—regular cleaning can avoid permanent damage to items
lubrication—door rollers, door locks, windows all require regular maintenance
painting—regular painting will avoid wood becoming rotten over time
carpet cleaning—regular cleaning can avoid permanent stains
appliances—regular cleaning and servicing can extend the life of appliances.
When property management staff conduct routine inspections it is imperative the landlord is advised of any future maintenance costs, such as kitchen or bathroom replacements or re-painting or new floor etc.
Most landlords need to budget for large upgrades, so if you don’t give the landlord any advanced warning, they may not be able to complete renovations when they are needed.
[bookmark: _Toc32481500]Maintain accurate records
The best way to maintain accurate property maintenance records is to utilise professional property management programs. The programs have facilities to record and track owner and tenant correspondence, set tasks and reminders, store property inspection records, issue work orders to tradespeople, check and complete work orders, pay creditors and generally keep track of all information relating to property maintenance.


[bookmark: _Toc32481501]Protecting landlords asset
Protecting landlord asset can involve the responsibilities of both the landlord and the agent. Some options to consider are:
landlord insurance
pro-active property maintenance to ensure properties are kept in their best condition, attracting the best tenant at the highest possible rent.
sourcing quality reference-checked tenants to ensure tenants care for the properties, avoiding additional costs for neglect or misuse.
regular inspection by agents to ensure the property is being looked after and any issues are dealt with as quickly as possible.
	[image: ]	Collaboration
[bookmark: _Toc877354][bookmark: _Toc11228377][bookmark: _Toc32481502]Activity 7.1: Preventative maintenance
As a group, think of more preventative maintenance suggestions that could be used for maintaining both residential apartments and residential freestanding properties.
	[image: ]	Self-check
[bookmark: _Toc32481503]Check your progress
You have completed the topic on Maintain maintenance documentation. Check the boxes for the tasks you feel confident you can complete. 
☐	I can identify preventative maintenance program options.
☐	I understanding how to maintain accurate records of property maintenance.
☐	I can prepare regular reports to landlords and advise the landlord of future maintenance requirements and how to protect the asset value.


[bookmark: _Hlk10184735][bookmark: _Toc32481504]Appendices
[bookmark: _Toc32481505]Websites
	Reference
	URL

	Check a builder or tradesperson licence at Service NSW
	https://www.service.nsw.gov.au/transaction/check-builder-or-tradesperson-licence 

	Real Estate Institute (REI) forms
	https://www.reiformslive.com.au/ 

	ADL forms
	http://adlsoftware.com/ 
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