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	Icon
	Description
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	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.
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	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: _Toc31629532]Getting started
[bookmark: _Toc31629533]What will I learn by completing this workbook?
This workbook has been developed for the unit of competency CPPREP3003 Access and process property information in real estate. 
Successfully completing this unit of competency will give you the skills and knowledge required to access and process property information in a format that is suitable for day-to-day activities of a real estate agency.
In this workbook, you will learn:
Review property information requirements. This topic will assist you in learning about the documentation of property requirements from various sources, confirming those requirements with the relevant people in the office, analysing the information given and identify appropriate sources of information used in confirming document requirements and information.
Access and collate property information. This topic will give you the skills to access a number of different property databases used in the industry; it will teach you how to search and locate property information, access stored information, storage requirements for property information in line with agency and legal requirements, collate and organise information in suitable formats according to agency and client needs, how to present information in a suitable format for analysis and how to ensure the information is clear, accurate and relevant to the task given.
Process information. This topic will give you the skills required to enter information in a property database in an accurate manner, prepare reports in line with agency requirements using the agency style guide, handle and store information correctly, accurately in line with agency practises and legal requirements and how to maintain confidentiality when dealing with property and client information.
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 three topics to complete within this workbook. They are: 
1. Review property information requirements.
1. Access and collate property information.
1. Process information.
Alright, let’s get started!
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[bookmark: _Toc31629534]Topic 1: Review property information requirements
 


[bookmark: _Toc31629535]Overview
Real estate agents are called on to address a range of property inquiries. When you first establish contact with a client, it is imperative to clarify the nature and scope of these inquiries. This will help you identify what kind of work is involved and how much time is needed to carry out the work.
Not all information is equally valuable, accurate or reliable. This is particularly true today, when information has to be continually updated to keep up with changes. The focus of this topic is to assess and sort what records and property information is required.
It is also important to note that when collecting information you are bound by several pieces of legislation both at a federal and state level.
Estate agencies collect various types of information relevant to their business operations, from sales and leasing authorities, contracts and tenancy agreements to accounting records, client brochures and personnel files. This information is critical to meeting regulatory requirements and running a profitable business, and the successful operations of the agency will depend on how all this information is managed.
In large agencies, information may be divided up and managed by staff in different departments. For example, sales records may be managed by the sales area, while personnel records will be the responsibility of the office manager. Small to medium organisations may have a central administration office responsible for the management of many different types of information.
In the course of their duties, all staff will need to access and use business records.
In this topic you will learn about:
legal requirements for information collection
how to confirm and document task requirements in consultation with relevant people
how to analyse information requirements and identify the relevant sources of information.
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: _Toc31629536]Legal requirements
Most documents in real estate are subject to statutory requirements, such as those for trust accounting and general accounting and all records are subject to privacy legislation.
These pieces of legislation set out the requirements for the collection of information, document completion, document processing, document storage and destruction.
At a state level NSW Fair Trading governs the actions of real estate agents and is the legal authority in regards to NSW property legislation. They provide a range of guides and documents to assist both agents and clients with property matters.
Let us have a look at some of the acts that you must follow in regards to property information, documentation and collection of client information:
The Property and Stock Agents Act 2002 (NSW), requires that all trust account records be retained on-site for 3 years. Under the legislation relating to taxation, general accounting records must be retained for five years (and seven years for capital gains records).
The Property and Stock Agents Regulations 2014(NSW), Schedule 1, General Rules of Conduct, also impact agent as they require agents to:
have skill care and diligence in all their dealings
maintain confidentiality
act in accordance with clients authority (covered in agency agreement)
act in accordance with clients instructions (covered in agency agreement)
have a duty to provide signed documents
the agency agreement must comply with regulations.
The Residential Tenancy Act 2010 (NSW), Part 2, Division 2 Terms of residential tenancy agreements, this section sets out clearly what an agent must do when completing a tenancy agreement.
There are many other state laws an agent must follow and you will be introduced to them all during your studies.
At a federal level the Australian Competition and Consumer Commission (ACCC) and the Office of the Australian Information Commissioner (OAIC) set out the legal requirements for property agents in regards to the information collection and use.


The Real Estate Institute of Australia (REIA) has created a fact sheet for agents to assist and guide them in regards to privacy and collection of information. Your trainer will give you a copy for future reference.
	[image: ]	Resources
[bookmark: _Toc11228378][bookmark: _Toc31629537]Additional resources
Links to the relevant government bodies and acts:
Fair Trading NSW
Property and Stock Agents Act 2002 (NSW):
· agreements
· records
Residential Tenancy Act 2010 (NSW)
Office of the Australia Information Commissioner
Australian Competition Consumer Commission
Real Estate Institute of Australia


	[image: ] 	Practice activity
[bookmark: _Toc31629538]Activity 1.1: OIAC and privacy requirements
Visit the OIAC Privacy Commissioner website and read the rules for real estate agents and tenancies. Summarise your finding below. Your answer should be a minimum of 100 words but no longer than 200 words.



[bookmark: _Toc31629539]Confirm and document task requirements in consultation with relevant people
Agents are called on to address a range of property inquiries. When you first establish contact with a client, it is imperative to clarify the nature and scope of these inquiries. This will help you identify what kind of work is involved and how much time is needed to carry out the work. Your workload can be reduced if you are organised and know exactly what is expected.
It is important to remember that if you are unsure of the requirements that confirm what is required with the relevant persons, this could be a simple as asking a more experienced agent in the office. The managers of the various departments in an office are experienced agents and knowledgeable agents and are there to assist when required.
Another person you may need to consult to confirm requirements could include the following:
Office of Fair Trading.
Solicitors.
Conveyances.
Council.
Valuer.
Builders.
As you will enter the property industry as an assistant real estate agent, you will be required to work closely with/and assist licenced agents with their everyday tasks. To be able to complete your role efficiently you will need the skills to both confirm the information requirements and document those requirements correctly in line with agency and legal requirements.
[bookmark: _Toc31629540]Instructions
In all workplaces, regardless of the industry you are in, employees are expected to act on instructions from supervisors or customers and clients.  As an employee it is your job to be able to recognise an instruction, interpret what is required, and then act upon that instruction in accordance with the workplace guidelines, as well as adhering to any legal constraints for that industry.


[bookmark: _Toc31629541]What is an instruction?
Let’s look at what an instruction is, first of all. The Macquarie Dictionary (2nd Edition) defines an instruction as:
1. Knowledge or information imparted.
The act of furnishing with authoritative directions.
An order or direction.
In other words an instruction will be a request by a supervisor a colleague, customer, or client asking you to do something for them.
[bookmark: _Toc31629542]Who gives instructions?
A supervisor, senior agent, customer or a client of the agency can give an instruction. What is the definition of supervisor, customer and client?

[bookmark: _Ref25753948]Figure 1 Definitions.


The agency will be paid a commission from both the landlord and vendor, for the provision of management or marketing services.
Usually the purpose of delegation is not to unload a tedious task onto another person. Rather, it is asking a person who may have more appropriate skills, or know-how to do a task for them, or perhaps assist them with the management of their time.
When receiving instructions from any of the above persons it is important that you confirm the information required and document in the correct format. Each agency will have its own requirements for how documents are named and stored.
Confirmation of requirements from agency staff
When given instructions by another agent/supervisor you need to confirm you have understood all the requirements of your task! You need to check the following.
Table 1
	Task
	Check

	I understand the full scope of what is required of me
	☐
	I have confirmed my understanding of the task with the relevant person
	☐
	I know exactly what information I am required to obtain
	☐
	I have listed all the required information and confirmed my list with the relevant person
	☐
	I know which resources I will require for my task
	☐
	I know the details of the property and client/s
	☐
	I know what format to present the information in
	☐
	I know where to put the relevant information once completed
	☐
	I know how to name the relevant information correctly
	☐
	I have access to the required sources of information
	☐

This may seem like an extensive list, but in reality it will save you a lot of time and energy and allow you and the relevant person to get the task completed efficiently and expediently.
Confirmation of requirements from customers and clients
It is vital for any agency to have good client/customer relationships, so when confirming information it needs to be completed in a professional manner in line with agency and legal practice. The following is a guide on how to confirm property information requirements.
1. Understand the full scope of what is required of you.
Think about what you are going to say before you say it.
Have a pen and paper (or computer diary) handy to record initial details such as name, property details, contact details, repair details etc.
Employ active listening techniques, and reflect the main points that the caller has made back to him or her.
Check periodically that you have the facts right and summarise key points.
Make notes of key points and check important details, for example: ‘So the phone number you have given me is 9997 2722. Is that correct?’
Record and pass on messages promptly and as instructed or where possible carry out the requested task if it is within your scope of employment.
Another way to record information is to use a client enquiry sheet that can be emailed or given to the client to complete. See Appendix A for an example.


Property information
Property information in an agency is generally compartmentalised to sales, management, finance and administration. Confirmation of property information will depend on the type of document used and the department responsible. The table below is a small overview of documents and persons with whom you could confirm requirements.
Table 2 Overview of information and relevant person.
	Property information
	Relevant persons for confirmation

	Client enquiry sheet.
	Client and sales agent or management staff

	Listing sheet.
	Salesperson or property manager

	Sales agreement.
	Sales person or sales manager/ Licensee/vendor

	Comparable report.
	Sales person or sales manager/licensee or property manager.

	Contract for the sale of land.
	Sales person/licensee/solicitor or conveyancer.

	Title document.
	Owners/solicitors/land property information.

	Management agreement.
	Listing property manager/landlord.

	Condition report.
	A property manager for the initial report.
Tenant once they have completed the tenant section.

	Tenancy agreement.
	Property manager/property office/tenant for their details.

	Pest and/or building reports.
	Persons that carried out the inspection.


Can you think of two more?
Table 3 Blank overview of information and relevant person.
	Property information
	Relevant persons for confirmation

	
	

	
	




	[image: ] 	Practice activity
[bookmark: _Toc31629543]Activity 1.2: Confirming property information
1. In your opinion, why is it important to always confirm property information?

Who can you ask for assistance if you do not understand the requirements?

Could there be legal consequences if you have collected the incorrect information? Give one example of a legal consequence.



[bookmark: _Toc31629544]Analyse information requirements and identify sources of information
Now that you have confirmed what the information requirements are you need to analyse them and find an appropriate and accurate source to gather the information form.
Using our checklist from the previous topic you can analyse exactly what the information requirement is and using the appropriate source complete our requested task
Table 4
	Task
	Check

	I know exactly what information I am required to obtain/check.
	☐
	Check if the information supplied is accurate using the appropriate source.
	☐
	I know which resources and information sources I will require for my task.
	☐
	I have access to the required sources of information.
	☐



[bookmark: _Toc31629545]Sources of information
It is absolutely vital for agents to use reliable and accurate sources or information to avoid any legal consequences. Appropriate sources could include the following:
vendor/landlord
rates notice/title
100 point identification checklist
land property information
local council and planning authority
lands department
department of infrastructure, planning and natural resources (DIPNR)
environmental protection authority
water resource authorities
roads and maritime services
other relevant government departments (e.g. Department of gaming and racing, forestry 
Core logic database
price finder
Domain and real estate.com.au
agency database
solicitors/conveyancers
other professionals such as builders, structural engineers, surveyors, geotechnical engineers, heritage planners, town planners, architects, etc.


	[image: ]	Self-check
[bookmark: _Toc31629546]How did you go?
You have completed the topic on Review property information requirements. Check the boxes for the tasks you feel confident you can complete. 
☐	I can name both state and federal legislation that applies to collecting and processing information.
☐	I can explain the privacy requirements for real estate agents in NSW.
☐	I can access the relevant state and federal sites to locate information on privacy requirements for real estate agents
☐	I can analyse property information requirements.
☐	I can name sources of information for the collecting and processing of information.
	[image: ]	Assessment
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[bookmark: _Toc31629547]Topic 2: Access and collate property information
 


[bookmark: _Toc31629548]Overview
Real estate agents use a variety of property databases to locate and collect property information. Data is a valuable commodity in real estate. Details of properties for sale or rent, and information about contacts such as owners, tenants or prospective purchasers are the stock in trade of estate agents. This data is one of the most valuable assets of any real estate business. 
In the past, data was managed by using notebooks, scrapbooks and filing cabinets full of documents.  But when the amount of data to be managed exceeds a few hundred items, it becomes unwieldy to manage it using a paper-based system. 
While paper documents still have their place, computer databases can increase the value of data. For example, data can be instantly searched, analysed and presented in different ways, exchanged between systems, reported to clients or managers, and communicated in effective ways.
In this topic you will learn about:
how to access different databases using an appropriate search technique to locate and collect the correct information
how to access, retrieve and store information following agency guidelines
how to collate and organise information in a suitable format following agency guidelines
how to check information for clarity, accuracy, currency and relevance.
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.


Access databases to locate and collect property information
Since the first databases were introduced into the real estate industry, their use has evolved to the point where most offices could not function without them. 
Specialist software has been written to meet the requirements of all aspects of real estate operations. The explosive growth of the Internet has created new opportunities for agents to perform their work more efficiently and to expand their business.
This topic describes database systems and how databases are used in a real estate environment to perform work functions. You will look at the various software applications in common use.
	[image: ]	Collaboration
[bookmark: _Toc877354][bookmark: _Toc11228377][bookmark: _Toc31629549]Activity 2.1: Discussion on the importance of databases
In small groups discuss and answer the following questions.
1. How many real estate databases are you aware of? Give one example of your own and one from the group discussion?

Why are databases so important to real estate agents?

Give two examples of real estate specific software databases.



[bookmark: _Toc31629550]Five great reasons to use databases
Increased productivity
Computer software applications can automate or simplify a variety of repetitive tasks in the real estate office, from completing real estate forms, through receipts, window cards and reports to doing an end-of-month rollover of the rent roll. Computer databases can quickly store, search, and sort huge amounts of data, and maintain complex relationships within that data.
Examples
When a receipt is entered into a computer database the system can update the cash book, carry out daily banking, process journals and update the ledger account, thus reducing the manual work. 
The end of month rollover procedure balances all accounts, and prints cheques and statements for the owners in a few simple steps. A property manager can attend to other tasks while overseeing the end of month procedure, with only brief inputs required along the way.
Improved customer service
Databases allow agents to store and maintain detailed information on clients, properties and prospects. The information relevant to any particular question can be quickly found and analysed in a variety of ways to help agents do their job better.
These systems can present or communicate the information in a range of formats, including printed reports, mass mail-outs, email, and SMS messaging and electronic file formats such as Adobe PDF.
Agents also have access to larger online databases from commercial data providers such as RP Data or Red Square. These databases can be used to carry out market analyses. 
Example 1
Let’s say your agency is managing several rental properties for the owner Mr Jones. He calls wanting to know whether the arrears have been paid. You can’t recall the details, but you can find Mr Jones in the database, select the property in question and call up the account details. You can advise Mr Jones immediately, and perhaps send off a report via email or SMS. This quick response and high level of service make the agency look good to Mr Jones, and increases the chances that you will retain him as a client.


Example 2
Agents are now able to produce marketing material such as open house lists, property brochures and direct mailing material in-house that previously were sent away to printers or not produced at all. This has allowed them to be more responsive to events—for example, being able to list a property today and have an acceptable quality colour brochure available to give to purchasers tomorrow.
Example 3
You have a property listed which adjoins some empty land at the back. A prospective purchaser wants to know if the land is a national park. Your on-line property information service lets you call up a map of the land and check the ownership of the adjoining properties.
Improved connectivity
A major trend in computer equipment is that of increasing integration and connectivity. More and more, computer manufacturers use the same international standards for their hardware and software, allowing different devices to exchange information. 
The ability to connect computers via the Internet allows agents to communicate more effectively with fellow staff, clients and prospects. 
Portable devices such as laptop computers, tablet computers, PDAs, and mobile phones allow staff in the field to take their diary and files with them, make changes and additions while away from the office and then synchronise changes when they return. With additional software, portable devices can also be used for specific tasks like property inspections. 
The current trend is to have all information stored in online databases rather than on an office computer. This allows access to the data from anywhere and at any time, and is more secure than a stand-alone computer which is vulnerable to equipment failure, fire, theft and inadequate backup procedures.


Improved management data
Database software can be used to perform summary and statistical analyses which may be used as an indicator of agency performance. The data for sales may include new listings, time on the market, clearance rates, the results of customer satisfaction surveys and so on.  This data might be compared with similar data from competitors to give a performance appraisal of agency operations or individual salespeople.
Modern databases and associated software can help agents to market their properties more effectively. The specific requirements of potential buyers are recorded and stored in the database. This personal information is used to target the marketing more accurately, for example informing customers only about properties they are likely to be interested in. When coupled with efficient communications methods such as mail merge and email, real estate agents can design very effective marketing campaigns.
A mail-merge is where a similar letter or email can be sent to many clients simultaneously. The database application inserts the specific customer information for each letter, producing a document personalised to each client. This enables agents to develop personalised direct marketing campaigns to prospective clients as well as existing vendors, landlords, prospects and tenants. The completed letter could be sent by post, or by email.
With email, you can send information regarding the latest properties for sale or rent to prospective purchasers or tenants. This information will be filtered to reflect the client’s requirements. With email, the big advantage is efficiency and speed. Customers could receive daily updates if they want, although weekly updates would be more usual.


Conforming to regulations
The Property and Stock Agents Act 2002 (NSW) and the corresponding Amendment Regulation (2019), impose requirements for trust accounting, record keeping and reporting procedures. Some of these requirements are easily met if the agent uses a database designed for that purpose. 
In particular Part 4 of the Regulation dealing with trust accounting, and Part 5 dealing with record-keeping stipulate the information that must be recorded and included in reports. 
Below is an excerpt from section 25 of the Property Stock and Business Regulations 2014 (NSW).
The following particulars must be shown on a receipt: 
the date of issue
the number of the receipt in numerical sequence
the name of the licensee and the words ‘trust account’
the name of the person from whom the payment was received
the name and ledger reference number of the person on whose behalf the payment was made
particulars sufficient to identify the transaction, in respect of which the money was paid
the amount of money received and whether (or the extent to which) it was paid in cash or by cheque, by electronic funds transfer or otherwise.
(2014)
If the agent is using a modern trust accounting system designed for use by real estate agents in New South Wales, the system would ensure that each of these data items appeared on the receipt.


[bookmark: _Toc31629551]The downside of databases
For all these advantages, there are some problems to be aware of when using databases.
A good database does not equal a good business. Don’t forget that databases are just a tool. People can become obsessed with perfecting their database, and neglect the many other important aspects of the business.
A database can be an Ineffective use of time salespeople particularly are busy most of the day with clients, and their time is scarce and valuable to the agency. These people may not be the best choice for doing data entry, because of the high cost, and because they are unlikely to be as accurate as dedicated clerical staff.
A computer database, or more correctly a database management system is a software application that can store large amounts of information in a highly structured way. Databases are one of the most extensively used computer technologies. Whenever you make a withdrawal from a bank, reserve a seat on an aircraft or take out a book from your college or school library, a database is being used. 
There are several types of database technologies, but by far the most common and important is the relational database. The vast majority of computer data in the world is stored in relational databases.
[image: ]
[bookmark: _Ref25754006]Figure 2 People standing on laptop reviewing data.


[bookmark: _Toc31629552]Software for a real estate office
A real estate agent could conceivably design and develop their own database system using the generic database applications, but this would be very unusual. Agents have neither the time nor the inclination to develop a system from scratch. Instead they will purchase software that has been specifically tailored to the needs of the real estate industry.
In this section you will look at some of the products available, and the features that real estate agents require in their database systems.
Several companies specialise in software for the real estate office. Some of the available products in this field include:
Rocked/REST Professional/Property Tree
RP Data’s Macpro Office Manager
Console’s Gateway
REI NSW software
The products are designed to support the tasks that agents perform every day, and they will assist the agent in meeting the legislative requirements in their State.
Usually the software has separate modules for different functions, and the agent purchases a licence to cover the specific functions required. These systems can typically support property residential sales, residential property management and tenant management. There may also be modules available to support strata management, commercial sales and commercial property management.
Note that although these products have been made more friendly and intelligent by additional layers of software, they will each contain a general-purpose database system at their core. 
It is unusual these days to find a stand-alone desktop application for the real estate office. This is because many of the advantages of these systems derive from sharing data, or combining the data entered by the various users. Most of the products will use a central database server, plus client software running on the user’s computers. Some products such as Console Gateway are web-based, with an offsite database.


[bookmark: _Toc31629553]Capabilities of real estate software
Let us look at the types of tasks performed by the two most common applications: residential property management and sales management software.
Property management software
Property management software allows the agent to better manage their rent roll and business as a whole. This software will for example:
Keep track of important dates such as rent due dates, lease expiry, inspection dates, and generate a daily appointment and task lists.
Manage the trust accounting aspects of rent collection and landlord payments, so as to conform to State legislation.
Help the agent to input, store and manage property inspection data.
Carry out an end of month rollover.
Generate mail-merge letters, emails or SMS messages to the tenant, for example advising of maintenance appointments, inspections and overdue rent.
Assist in the management and documentation of maintenance activities for each property.
Investment analysis reporting, similar to spreadsheets, allows the property manager to review an individual property’s performance and advise owners accordingly.
Property sales software
Property sales software is used to track market appraisals, listings and sales and other properties in an agent’s service area generally. This software will also integrate with trust accounting software, because (for example) the sales agent holds deposits in trust from the purchaser. This software will typically:
Keep track of properties, whether appraisals, currently for sale, or previously known to the agency.
Assist in helping the agent recommend a realistic sale price for the property to the vendor, by listing comparable properties in the same area. 
Assist with advertising by printing brochures and window cards.
Store photographs or video describing the property.
Keep notes about the progress of a sale, and record interested people and offers. 
Record potential buyers and their requirements, and match suitable properties to these requirements.
Keep in contact with potential buyers using email or text messaging, alerting them about new properties matching their requirements.
Upload current properties for sale to advertising websites.
Alert the agent to critical dates during the sale of a property, such as cooling-off period, date of contract exchange and settlement. 
Manage the trust accounting aspects such as keeping track of deposit money, in a way that conforms to the state legislation.
Assist with marketing by printing window cards, listing sheets and brochures, or uploading property details to an advertising website.
One strategy used by agents is to add properties to the database as the agent comes into contact with the property through a market appraisal or other contact with the owner. Other agents will add every property in their service area into the database and maintain up to date information on all listing and sale
Now you will look at the typical features of this class of software. The details of each package will vary, but typically will include the features listed below. Note that you list the aspects here separately for the purposes of explanation, but the best software will integrate these aspects into a seamless product which closely fits the way agents do their work.
Contacts management
The agent needs to keep track of information about many people including vendors and purchasers in a sales context, and owners and tenants in a property management context. 
Of course, the contacts will belong to certain categories, such as owners, prospective buyers, tenants and so on. Some systems allow you to refine the categories, so that you might have subcategories for prospective buyers of ‘active’, ‘casual’ and ‘inactive’.
Trust accounting
As mentioned, trust accounting software keeps track of the funds that are held in trust by the real estate agent, for example the deposit from the sale of a house, or rent monies. This software is often quite complex and usually includes other features for rental or sales management in addition to the purely accounting function. Trust accounting software assists the agent in complying with the legislation regarding trust accounts, such as the relevant sections of the Property and Stock Agents Act 2019 (NSW).
Often the trust accounting software can interface with electronic banking systems, used for example to transfer funds into landlords’ accounts or to debit tenants’ accounts.
Managing property data
Not surprisingly, real estate agents need to store information about properties. This includes the features of properties for sale, and also inspection details for rental properties. 
The modern real estate database application can also exchange information with online databases, either to download data for properties such as sales history, mapping data and photographs, or to upload this data to an advertising site. 
Searching and sorting
The main strength of database systems is in their ability to store data so it can be recalled efficiently and searched in different ways. Some examples of how this is valuable in real estate include:
Properties can be matched to the desires of prospective purchasers, so they can be informed of the latest listings that meet their requirements.
A continually updated list of vacant properties can be displayed for ready reference throughout the day.
Historical sales data can be analysed to give trend data that may inform the agent about the market conditions.
Sales prices for properties of similar value can be consulted to better inform the agent, the vendor and prospective purchaser.
Reporting
A variety of reports can be printed, which may include:
window cards and listing sheets
cheques and statements
analysis reports such as profitability analysis for rental properties
summary reports such as all rental accounts in arrears
mail-merged form letters to clients and tenants
management reports that help to gauge the health of the business such as gained and lost managements, properties sold within a period, the average time to sell and so on.


Security features
All systems of this type will require a user name and password for the user to log in and access the system. This prevents unauthorised access to the data by outsiders.
There is also the question of how much of your personal data you wish to share within the office. Typically at least several people will be using the same database in a networked environment. The past sales data, property data and contacts data are potentially available to everyone in the office. Sharing this data could lead to a more efficient operation overall, and that may be the choice of some agencies. 
However the agency may be set up so that the agents are competing for sales. In this case, agents may wish to keep their ‘hot leads’ to themselves. In most products it should be possible to configure which parts of your data you wish to share, and which you want to keep to yourself. 
Data integrity features
Data integrity is about ensuring that data is not lost or corrupted. Features of the software that support data integrity include:
Provision for easy backups. Ideally the software would allow for fast incremental offsite backups via the internet. Of course, if the software is web-based, this is taken care of already.
Many data entry fields can be protected from incorrect entry by placing a reasonableness check on the data.
Internal features of the underlying database maintain the integrity of the data itself. For example record locking ensures that simultaneous modifications to the same record by a different agent cannot occur.


Time management
Time management is crucial for real estate agents as many aspects of real estate business are built around rigid schedules. 
For example, the agent must be aware of:
daily appointments with prospective vendors and purchasers
regular open-house events which must be planned
expiry dates of agency agreements with vendors
critical periods and dates in property sales, such as the cooling-off period, contract exchange, settlement
the dates where the rent is due for tenanted properties
dates for property inspections and lease expiry dates.
These systems can schedule appointments, reminders and alarms for all these crucial events, and allow the agent to add their own personal appointments manually. They also allow for notes and diary entries.
Communication and connectivity features
In the past, buying commercial computer hardware or software tended to lock you into the products from that one vendor. Today, the trend is toward standardisation where different products use the same hardware or software interfaces and so can communicate with one another. Coupled with the increasing use of communications technologies such as mobile phone and email, this connectivity makes it much easier to get things done. The problem is that the client’s expectations are continually rising at the same time!
Some examples include:
The system can generate and send emails or SMS text messages about new listings.
Data about a property can be downloaded by the systems from data providers on the internet. This data may include the lot and DP number, maps, zoning information, photographs and so on.
Listings can be uploaded, with photographs, to real estate listings websites.
Digital cameras are an example of connectivity that everyone is familiar with. With standard file formats for digital photographs, all real estate databases are now expected have features to display digital photographs. 
Mobile devices such as mobile phones, tablet PCs and Personal Digital Assistants (PDAs) can be used to collect and use data. For example contacts can be transferred to/from a PDA or mobile phone. 
A tablet PC can be used in the field for recording property inspections, to be uploaded to the database upon returning to the office (or indeed, might be uploaded in the field by accessing the Internet using a wireless broadband connection).
Some products will connect to common calendar/appointment software such as Microsoft Outlook. So the appointments and to-do lists generated by the real estate software can be used within Outlook.
Similarly, the mail merge functionality will use a common word processor format such as MS Word, so that the letters sent can be edited further, and stored for later review.
Real estate data products
So far, we have discussed database software that assists agents to carry out their work by managing the data belonging to the agent. There is another type of database product in real estate, and that is the sale of data itself. 
Companies such as RP Data, Red Square and domain.com maintain extensive databases of property information. 
For example, RP Data collects data from many sources including:
properties for sale in brochures and newspapers
direct information from real estate agents giving advice on upcoming sales
data from the office of the Valuer-general
property information from the department of lands.
This information collected includes:
sales history
photographs
mapping data
property information (ownership, Lot, DP, area etc).


Access to this information can be purchased by real estate agents to:
assist with the appraisal of a property
judge the state of the real estate market
look at comparable properties in the same area
estimate the performance of their agency.
	[image: ] 	Practice activity
[bookmark: _Toc31629554]Activity 2:2 Databases
1. Are databases a valuable tool for real estate agents? Explain your response.

1. Give four examples of documents that can be produced from a database.

Do real estate specific databases meet legal obligations?

[bookmark: _Toc31629555]Access, retrieve and store required information in line with agency processes
This section will teach you how to access various database to gather property information. Your facilitator will demonstrate each database. For the major databases you will find a comprehensive “How to guide” listed below. The databases listed will be the ones you are going to use during your studies.
[bookmark: _Toc31629556]Price-finder
Price-finder is a property database that agents use to complete a comparable report, as well as accessing specific property information. TAFE NSW has student access to this database which restricts what is accessible, but is still a valuable resource. Your facilitator will demonstrate how to use the database and there is a guide listed below.
Guide to for using Price-finder database
Step one
1. Follow the link to database www.pricefinder.com.au 
1. Username: tafensw
1. For the password contact your teacher as it changes monthly.
1. Both the username and password are case sensitive.
1. Agree to the terms and conditions.
Step two
1. Using the top search bar (see image)
1. Enter the address and select the correct one when it appears in the list generated from your search.
[image: ]
[bookmark: _Ref25754079]Figure 3 Price finder window screenshot.


Step three
1. Once correct address is displayed, select the Property report in the next drop down box and click search.
[image: ]
[bookmark: _Ref25754103]Figure 4 Price finder window screenshot.
Step four
1. The next screen you will see is the below, it will have address etc. 
1. Read the property information.
[image: ]
[bookmark: _Ref25754117]Figure 5 Price finder window screenshot.


Step five
1. You will then need to go through each tab and select what you need/want, ensuring the information is correct. 
Select your cover-page photo from the drop-down (if you work for an agency their logo and photos will be there for you to select). 
Tick or un-tick the individual boxes as per your requirements
Then click go next step bottom right corner.
[image: ]
[bookmark: _Ref25754140]Figure 6 Property features tab screenshot.


Step six
1. Check details and look at the size of the property.
1. Click run Price finder.
[image: ]
[bookmark: _Ref25754156]Figure 7 Sale and rental estimate screenshot.


Step seven
1. Check the displayed comparable properties and remove any not relevant. 
1. You can move the slider to show how comparable they are to your subject property. 
1. Do the same for the comparable rental tab if needed.
[image: ]
[bookmark: _Ref25754181]Figure 8 Comparable sales tab screenshot.


Step eight
1. When you are happy to go print report (it will be a PDF).
1. Attach that document to your appraisal report/letter.
[image: ]
[bookmark: _Ref25754203]Figure 9 NEED TO BE RENAMED 
Important note.
Accuracy and attention to detail are vital!!
Take your time when you go through each section of your report!! Accuracy is more important than speed.
The more details you enter the better the quality of the report.
Watch out for spelling and grammar errors in your letter as you cannot spell-check.
Check the PDF report prior to giving it to the agent or client to ensure the information is relevant and up to date.


	[image: ] 	Practice activity
[bookmark: _Toc31629557]Activity 2.3: Price finder practice
Using your own property or a property of your choice complete a property report using Price-finder. Place a ‘snip’ of step four from the Guide to for using Price-finder steps.
Place or insert your price finder snip below.



[bookmark: _Toc31629558]Domain.com.au/Realestate.com.au property databases
These databases are accessible by both the general public and real estate agents. Agents must join and pay a monthly fee to use these databases and advertise their properties. Public access is free!
These databases are valuable tools for agents and provide an enormous amount of information about the property market and property-related information. They also allow us to show a client what their property advertisements will look like if they list with the agency.
Domain.com.au
[image: ]
[bookmark: _Ref25754229]Figure 10 Domain splash page.
As you can see in the above snapshot of the Domain.com.au splash page there are several different areas (tabs) that allow you to access and search property information. Each tab allows you to either search for different types of property information or general information.


An overview of each section are as follows:
find a property tab includes:
· buy
· rent
· new homes
· rural
· share
· search by school.
the research tab contains:
· property market insights
· property price estimates
· suburb profiles
· property market analysis
· auction results
· sold properties and guides.
find agent tab allows you to search for agents in your area.
for owners tab gives advice for owners
the home loans tab has home loan information and calculators
the insurance tab gives information about insurance for different parties
news tab contains: 
· property news
· money and markets
· living and domain review.
the commercial tab is all about commercial properties
log in allows you to set up a login profile.


The other area on the screen below gives you direct search abilities by clicking on the relevant tabs (Buy, rent etc.).
Real estate agencies have a different login and can access the system via a ‘back door’ that allows them to upload/takedown properties they have on their books. It also allows them to print statistical reports on how many ‘hits’ a property has received. This information can be very useful when reporting back to owners on how the marketing campaign is progressing.
Realestate.com.au
This database is very similar to the layout of Domain.com.au, the tabs are arranged a little differently but the search criteria is the same.
[image: ]
[bookmark: _Ref25754247]Figure 11 Real estate splash page.


	[image: ] 	Practice activity
[bookmark: _Toc31629559]Activity 2.4: Identifying the content of labels in realestate.com.au
Open a web browser and go to realestate.com.au and answer the following questions.
1. List the information you can access under the ‘Lifestyle’ tab on real estate.com.au.

1. Give an example of the latest news article listed on the website. 

Complete a suburb profile for your area.

[bookmark: _Toc31629560]
Tenancy Information Centre Australia - TICA
TICA is Australia's Largest Tenancy Database. This database allows agents and landlords to check whether a tenant has failed to adhere to their tenancy agreement and has been placed on the database due to arrears, damage or other matters. There are strict rules in the Residential Tenancy Act 2010 that dictate when and for how long a tenant can be placed on TICA.
Unfortunately, due to privacy legislation this database can only be accessed by agents that must subscribe or tenants that must pay to access their information.
Fair Trading NSW has an area dedicate to the use of Tenancy databases. This areas provides full details of the rules and regulations about placing tenants on the database.

	[image: ] 	Practice activity
[bookmark: _Toc31629562]Activity 2.5: Identifying Fair Trading requirements for the use of TICA
Open a web browser and go to NSW Fair Trading and answer the following questions.

1. A tenant can be placed on TICA for the following reasons:
1. What is the name of the other tenancy database operating in NSW? 



[bookmark: _Toc31629563]
Storage of records
Records must be correctly stored and eventually destroyed (in line with legal and agency requirements) by authorised staff to make sure that information of a sensitive nature is not made public.
All records must be stored in a secure, safe area where there is no possibility of damage by unauthorised staff, pests, vermin or environmental factors. If possible, this area should have access via an ID system or electronic card recognition system, which records the staff member, date and time of access.
Storage areas should have a system for locating records so that staff time is not wasted searching for the information they require.
Best-practice electronic information storage guidelines require that staff store data on secure network servers rather than local hard drives.
Sensitive or classified data is:
Stored on a secure server
Kept on a removable media that is stored securely when not in use (for example, locked in a fire-proof safe)
Stored in an encrypted format
Data stored on removable storage devices (for example, flash memory/memory sticks) is adequately secured in transit by staff and password protected.
Records must be stored so that they are accessible and are safeguarded against environmental damage. A typical contract or agreement may be stored on ordinary paper in a filing cabinet in an office. However, modern record-keeping technologies have simplified transferring that information to electronic storage. In addition to on-site storage of records, some agencies operate their own off-site records centres or contract with commercial records centres due to the many records that must be held for longer periods of time.
The key to effective information maintenance and retrieval is consistency. Filing standards should be applied to all formats of information storage. The agency filing and records management system should be comprehensively described in the agency procedures manual.
The Property and Stock Agents Act 2002 and Regulations 2014 (NSW), require that all client and property information files must be stored on-site for three years. Electronic files must be backed up off-site and paper files stored in lockable secure cabinets.
[bookmark: _Toc518640492]

[bookmark: _Toc31629564]Statutory records
Under the guidelines of the Property Stock and Business Agents Act, agents must keep certain statutory records, which are the records that are prescribed under an Act. This includes records relating to trust accounts, sales and property management, strata management, advertising and promotion, auction, livestock sales and many others.
One of the most important records that the property office keeps is the agency agreement. This is a contract between the agency and the person who owns the property that allows the agent to do certain tasks in relation to the property and be paid for the service. 
The agency agreement is a legally binding document that is enforceable under law, therefore it is important that it is valid and contains the prescribed terms and conditions. If the agreement is incomplete in any way then it is not enforceable. 
Statutory records must be written in English and be kept by the business for five years after their creation. An inspector from the Office of Fair Trading can inspect these records at any time.
[bookmark: _Toc31629565]Contractual documents
Contractual documents are records of contracts, written agreements between two parties that imply an action. Contractual documents are usually statutory.
[bookmark: _Toc31629566]Agency records
Apart from the statutory records, a property office will also keep many different types of documents relating to the procedures and processes of the business. These documents are kept to ensure the smooth running of the business. Their content is not prescribed (set down in law) and may vary from one office to the next.


[bookmark: _Toc31629567]Collate and organise information 
Now that you have learned how and where to collect property information you need to look at how you put that information together in a suitable format using the agencies policies, procedures and style guides. The Azure Beach Realty Policies and the style guide are located in Appendix B and C.
[bookmark: _Toc31629568]Business equipment and technology
Let’s look at business equipment available in most property offices today. You’ll find a range of standard technology hardware that is almost indispensable to the work in property.
[bookmark: _Toc31629569]These include:
a personal computer for every employee (preferably networked with access to the internet)
printers
scanner
laptop computer (for office mobility)
PDA (Personal Digital Assistant)
digital cameras
fax machine
electronic diary
mobile phone.
The technology that is becoming increasingly popular is the personal digital assistant or PDA. This is because the PDA offers portability for those whose jobs involve inspections and work outside the office. The PDA has a diary and carries up-to-date listing information as well as allowing email to be sent and received.
Using technology such as the PDA also means that you have less to carry with you when you are out looking at property. In bad weather where paper documents would get wet and disintegrate or be difficult to write on, the PDA is a better alternative. Provided you remember to save and back up your work, you’ll also have records that are less easily lost and more accessible.


[bookmark: _Toc31629570]Templates
Collating and organising information will depend on the purpose of the information you have collected. It could be information for the licensee, senior agents, clients, solicitors and many other persons dealing with the agency. Many of these records will be legal documents and pre-set forms and arguments that cannot be altered.
The agency will also have software or templates that are to be used to present information such as listing kits, letters, appraisal report, email formats, repair requests etc. You will be introduced to many of these forms and templates during your studies.
When using templates it is important not to corrupt the master template, you must use the ‘save as’ function or copy and paste the template to your given file. The other vital area you must be aware off is to delete the information in the template that is NOT required and to take out what is not appropriate.
[image: ]
[bookmark: _Ref25754433]Figure 12 Template presentation design and page layout design.


All information should always be presented in a professional manner following office guidelines regardless of how the request for information was received.
Here is an example of a property enquiry that was received by email.
Saw your ad for 15 Benson… want to know if still going to auction? If so, will it sell b4 or will you run it to the day??? In Brisbane, and in Sydney on the 15th of next month.
Timothy Day
Email footer: 
Timothy Day
Director, Financial Operations Proctor and Able
12 Regent Street Brisbane
Direct Line: (02): 93412312 Fax :( 02) 93452367
It would be very tempting to respond to this email in an informal manner, however look at the footer, you are dealing with a director.
Your response must be presented in a professional manner regardless of how it was received. Have a look at this possible email response example.
Dear Mr Day
Thank you for your recent enquiry on 15 Benson Avenue, Belmore Heights.
We have had a great deal of interest in the property to date; however, while it is always possible to sell beforehand, it is a deceased estate. We have been directed by the trustee that it must run to auction on the 23 August 202X. We are unaware of the likely selling price, but believe that bidding will start, on the day, in advance of $600,000.
I note that you have indicated you will be in Sydney from the 15 August 202X and I would be delighted to show you the property prior to the auction. Please confirm when you will be available, and I will organise to show you this property.
In fact, if you give me more details regarding price range, location and accommodation requirements, I can hopefully shortlist other properties on our books that may be of interest.
If you require any further information, please do not hesitate to contact me.
Kind regards
Agent name
Office email footer


Business letter template 
Here is another template design for your reference.
Date: (press enter 2-6 times)
Firm (if required)
Mr………………….
Street Name
City NSW Postcode (press enter twice)
Dear……………………………. (Press enter twice)
RE: Property address (bold)
We have been advised that you will be acting on behalf of the vendor/vendors in relation to the sale of the above property.
This property has now been placed on the market for sale.
We enclose herewith a signed copy of the Exclusive Agency Agreement for your records and request you prepare the Contract for Sale.
Please forward the contract to our office as soon as the same is prepared.
Details for inclusion in the contract are as per attached etc…………..
Should you have any queries, please do not hesitate to contact this office on………………………..
Yours faithfully
Azure Beach Realty (press enter 4-6 times)
(Signature)
Sales Consultant
Agents Name


Planning sheet template
It is often helpful to have a planning sheet for collating information.
Table 5 Planning sheet example.
	Heading
	Information

	Purpose:
	

	Method of communication:
	☐Telephone
☐Email
☐Fax
☐Letter
☐Memo

	Key points presented in a logical sequence
	

	Azure Beach Realty (ABR) Requirements
(Refer to ABR Written Correspondence Policy, Style Guide and Naming Requirements)
	

	Please ensure the following:
	☐Appropriate method of communication is used.
☐Document is set out professionally in line with agency procedures.
☐Content is accurate and up to date.
☐Filename meets ABR requirements.
☐Spell check and proofread has been completed.
☐File saved in correct area using ABR naming conventions.




[bookmark: _Toc31629571]Check information for clarity, accuracy, currency and relevance
Database management systems provide a powerful tool to store, manipulate, search, and present information in various ways that are extremely valuable to business operations. However this power is worthless wherever information is incorrect, corrupted, inconsistent, or missing. 
Two important aspects of administering a database are maintaining both the accuracy and the security of the information contained within it. This includes protecting your data from unauthorised access and modification.
Modern database systems incorporate many measures to protect the integrity and security of information in the database but users and database administrators have an important role too. Particularly with data entry and in creating backups to ensure that databases contain valid information.
Another key component is to ensure the accuracy of the data.
[bookmark: _Toc31629572]Data input errors
It is common for errors to be made when data is keyed into the database system. Spelling mistakes or typographical errors mean the data in the system is incorrect. Have you ever received a letter where your name is misspelled, or addressed to the wrong house? This is very common, and quite serious, because these errors will not usually be detected and corrected unless someone happens to notice. 
Here are some of the ways you can ensure that the data entered is correct.
1. Manual checking.
Firstly, the data must be carefully checked for accuracy and completeness before it is entered into the system. There is no substitute for careful manual checking to ensure that the information is correct and current. 
After data is entered, it should be checked again by comparing it to the original source of the data such as a paper record. Some companies specialise in data entry, and in these operations it is common for the data entry to be duplicated by different people, and the data compared by software. Any discrepancies indicate that an error has occurred.


Simplifying data entry.
Database systems can help to reduce data entry errors simply by making it easier to enter data correctly. For example, rather than allowing free text entry, we can allow the data entry operator to choose from a fixed set of values (such as those able to be selected from a dropdown list), eliminating typographical errors or inconsistencies that may come from typing the values. 
An example of this is seen in the typical list box or combo box controls of the user interface as shown below. Similarly, it is common for date fields to be selected directly from a calendar rather than entered as text.
[image: combo2]
[bookmark: _Ref25754452]Figure 13 Listing type selection dialog box.
The ‘combo box’ or ‘dropdown list’ helps minimise data entry errors
Another example where computers can ease the burden of data entry is where the data can be calculated. For example if a lease expiry date is a fixed period of time after the start date, then there is no need for the user to calculate and enter this data – this can be done by the software.
Input validation.
Database systems can help detect some instances of data entry error, particularly with numerical data. This is known as data validation. Some common techniques include:
a. Usually some of the fields in a database record are mandatory, in the sense that the database cannot function correctly without them. It is a simple matter to enforce this in the design of the database form: if any mandatory field is not entered, then the record will not be accepted.
b. Numerical data can be checked for ‘reasonableness’. For example, a property price of $5,000,000 or $50,000 entered for a property in an area where the average price is $500,000 may indicate a typographical error. The system could ask for a confirmation in this case. Or if an agency agreement expiry date is entered that is earlier than the date the agreement was signed, then something is obviously wrong.

Electronic data collection.
Another way to reduce data entry errors is where a mobile device is used to gather data in the field. For example, the information gathered during rental property inspections may be gathered using a tablet computer equipped with appropriate data entry software. When the agent arrives back at the office, this data is uploaded to the database. This eliminates errors in the transcription of data from a paper form and prevents wasteful ‘double handling’ of the same information.
‘De-duping’
‘De-duping’ is the name given to the process of cleansing a database of duplicate records. Perhaps you’ve had the experience of receiving the same item of direct mail sent to you twice because your name is spelled in two slightly different ways. Duplicated data in a database is inefficient, untidy and can be costly. 
Data entry operators should always be vigilant in entering new data that they are not simply duplicating data that already exists. Regular exercises to cleanse, or de-dupe, is useful database maintenance.
Data processing errors.
Provided the information input to the database is complete and correct, it’s the job of the database system to ensure that it remains so. But if database systems are not properly designed, errors can arise from within the database itself.
Data design
The specific design of the database its tables and fields and accompanying software can, of course, have a bearing on data integrity. The design of database tables, queries and software is a specialist technical field requiring knowledge of database theory. A database with a poor data design can accumulate errors such as orphaned, duplicated or inconsistent records. This can happen when databases are put together by amateurs using simplified tools like Microsoft Access.


Make regular backups
How much data can you afford to lose? Have you ever had a computer crash and lost a few hours of work? Were you surprised at how long it took to get back to a satisfactory state? Think about what it would be like to lose days, or weeks of information that is vital to your business. Making regular backups of data is an absolutely essential step to prevent data loss. 
Software is available to make backups relatively painless, so there is no excuse for not having daily backups. An incremental backup only saves the changes since the previous backup rather than the full complement of data. If you are using incremental daily backups it’s important to also do a complete backup periodically (say weekly). You will need both the complete backup and the incremental backups to restore the system in case of failure.
The Property Stock and Business Agents Regulation 2014, section 24 (10) requires that backups be made at least once per month. 
Secure your backups
Backups obviously contain a copy of the data in your database, so the same issues of security and privacy of your central data also apply to your backups. You must take measures to protect them from unauthorised access.
Keep offsite backups
It’s not good enough to keep all your backups in an office cupboard or, say, on an external disk drive attached to the office computer. If a fire sweeps through the building, or a lightning strike fries your computer equipment, the backups will be destroyed along with your computer. 
The Property Stock and Business Agents Regulation 2014, section 24 (10) requires that the most recent backup be kept at a separate location.
Web-based systems
An advantage of the web-based real estate database systems is that all aspects of database maintenance and backup are taken care of for you, and are (naturally) off-site. The standard of system availability and data security provided by these companies is usually very high.


[bookmark: _Toc31629573]Information security
Information security is about protecting your data from unauthorised access, use, disclosure, modification or destruction. In this part we cover some of the key concepts, and ways to make your data secure.
Concepts of information security
There are several key concepts at the heart of information security.
Table 6 Overview of information security.
	Concept
	Overview

	Confidentiality.
	Prevent the disclosure of information to an unauthorised individual.

	Integrity.
	Information cannot be changed without authorisation (note that this is a different thing from database integrity that was discussed previously).

	Availability.
	Information can be used when it is needed.

	Authenticity.
	Documents or data are genuine and is not faked or forged.

	Non-repudiation.
	When a party enters into a transaction, they cannot later deny having done so.


Typical risks
Human error
Probably the most common source of potential damage is simple human error or negligence. Records can easily be deleted by mistake. Imagine if the internals of the database were exposed to the user (and they are, in some home-grown databases!). Some users cannot resist tinkering, just because they are ‘curious’ about how things work. Security measures help to protect users from their own actions. 
Vandalism and sabotage
Disgruntled employees sometimes cause damage to company assets, and this is also true of soft assets like electronic databases. By limiting access to the database you can limit the extent of damage done.


Theft
Computers can, of course, be physically stolen, and so can your data on external media. 
When considering the possibility of theft, don’t assume that the thieves will be after your computer equipment. Your data may be many times more valuable to some people than computer hardware. There are ways to lock up your data more securely than the protection afforded by doors and windows.
Forgery and fraud
As you have seen, computer technology can be used to improve security, but unfortunately it can also make it easy to commit fraud. Whatever your role in the property industry, it will require you to act honestly and in line with your organisation’s policies and procedures. If you are ever unsure about your own or another’s behaviour (e.g. a colleague or other property industry professional), you should ask for advice. The person whose advice you seek should be someone who’s opinion and integrity you trust.
Computer hacking and viruses
Of course, to steal or damage data, there is often no need to enter the building. General threats to all software on a computer system include the danger of attacks upon your system from outside, or computer viruses and related software. Part of information security is about generally securing the computers where your data resides.
Privacy breaches
Sometimes people may want to gain access to a database to find out private information, a phone number, where someone lives, or how much their house is worth. You need to remember there are strict rules in Australia that protect the privacy of people’s personal information such as is contained in business databases, as previously discussed in the legislation section.


Controls to protect information
Administrative controls
Administrative controls are the policies and procedures established for the workplace that could impact data security. This could include anything from opening hours, who can work alone in the office, locking up the office, through to the company’s privacy policy and so on.
Physical controls
Part of information security involves physical security such as door and window locks, safe storage of backups and so on. Make your offices as secure as you can, and lock up valuable or sensitive data in a safe, or take it offsite.
General computer security
You should look at the security of your computers and your network if you have one. These measures will include at least a firewall and virus protection. Wireless connections can be another point of risk, which if not properly configured can allow others in the vicinity to access your computer from outside the office.
Access control
Each user should have a password-protected user account that allows you to limit permissions on the system for each user. 
Unfortunately, users often choose passwords they can easily remember, like the name of their dog for example. Users should choose a ‘strong’ password that cannot be guessed by outsiders. Strong passwords contain a mixture of uppercase and lowercase characters, digits, are not based upon English words or names, and have a larger number of characters. For example, ‘suzy21’ is a weak password whereas ‘xK37QYb56’ is a strong password.
[image: ]
[bookmark: _Ref25755632]Figure 14 Website login.

Databases can also have access controls applied, so that each user gets an account on the database system and a password. Then the database’s administrator can control precisely what that user is allowed to do on the database and what they are not. For example, some users may have read access, but may not be able to modify, add or delete records.
Real estate sales agents are often set up to compete with one another, so most real estate sales databases will allow agents to keep their own data secret (for example their prospects, contacts and diary entries).
Encryption
Encryption is where particularly sensitive information entered into a database is ‘jumbled’ so that it cannot be read, or reconstructed, except by someone who has a ‘key’ to reverse the process and unlock the information. 
Microsoft Access database files can be encrypted when a password is applied. This means that, in addition to the having passwords on the database, it’s not possible to get at the information by pulling apart and analysing the database file. 
Sensitive documents should at a minimum be forwarded in a ‘read-only’ format such as Adobe Portable Document Format (PDF) file format. Standard PDF, although not encrypted, is not as easily modified as a word processing format. For more security, PDF documents can be password protected and encrypted to prevent reading, copying or modification by unauthorised parties.
Privacy
Property data contains the personal information of your clients such as names, addresses, phone numbers and email addresses, house plans, and possibly even more sensitive information such as bank account details for direct debit transactions. You must protect this data from improper access or use.


[bookmark: _Toc877355]	[image: ]	Self-check
[bookmark: _Toc11228369][bookmark: _Toc31629574]How did you go?
You have completed the topic on Access and collate property information. Check the boxes for the tasks you feel confident you can complete. 
☐	I can name both state and federal legislation that applies to collecting and processing information.
☐	I can explain the privacy requirements for real estate agents in NSW.
☐	I can access the relevant state and federal sites to locate information on privacy requirements for real estate agents.
	[image: ]	Assessment
[bookmark: _Toc31629575]Assessment activity: Knowledge assessment 1 of 2
After completing this section of the resource, you should be ready to complete further questions in the Knowledge assessment 1 of 2, theory questions. 
Before you begin you should review: 
CPPREP3003 Unit Assessment Guide.
CPPREP3003 Knowledge assessment 1 of 2.
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[bookmark: _Toc11228373][bookmark: _Toc31629577]Overview
[bookmark: _Toc11228374]In the last topic you were introduced to several databases and how they function. In this topic you will learn how to enter information into a database, how to search a database and produce different reports.
In this topic you will learn about:
entering information into a database and checking it for accuracy
preparing property reports in line with agency requirements and agency style guide
handling and storing information securely, maintaining confidentiality in line with legal and agency requirements.
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.


Entering information into the database and checking for accuracy
It is vital to remember that the information in the database is only as accurate as the information entered, so it is imperative that the information is checked for accuracy prior to sending it out to clients.
[bookmark: _Toc31629578]Property tree
Property Tree is Australia's leading cloud-based property management software solution designed to make every part of the property management process in your business simpler and faster. This innovative software grows with you and includes multiple trust accounts, sales, residential and commercial modules.
You will use this database to enter vendor, property and purchaser information during your studies. Property has many tutorial videos that show how to enter information into the system. You teacher can supply you with a paper version of the instructions on request.
You will be given the login details for Property Tree by your teacher.


Property Tree has a complete ‘HELP’ section that gives both written instructions and videos to guide users through the process of entering property information. It is highly recommended that you watch the relevant videos PRIOR to entering information. 
Let’s have a look at the following instructional videos for the sales process, you will be introduced to the management side when you complete your management units.
Follow the link to the Property Tree website.
	[image: ]	Watch
[bookmark: _Toc11228379][bookmark: _Toc31629579]Video: The sales process
You will need a log on to the Property Tree website to be able to access the following videos.
Property Tree’s help section provides videos and written guides to assist new user in understanding the data entry and report requirements for this system. It is highly recommended that all users watch these guides prior to attempting data entry, especially the trust account, as some information once entered cannot be deleted.
1. Signing a Vendor and Listing a Property
1. Basic Sales Process
1. Add a buyer and receipting deposit
1. Settlement and Disbursements
The same series of videos are available on Property Tree in the help centre, located on the far right-hand side of the screen.
It is vital that once all the information is entered you print a report and check that the information is accurate. If it is not accurate every document that is produced from the system will have the incorrect information, this could be both devastating and have legal implications when you are entering trust account details and information. It is also very unprofessional to send out information with the incorrect details.


	[image: ] 	Practice activity
[bookmark: _Toc877353][bookmark: _Toc11228380][bookmark: _Toc31629580]Activity 3.1: Adding a vendor in Property Tree
Create a vendor profile in Property Tree using your first name and a fictitious surname and address using the following steps.
1. Open and log on to Property Tree.
Click on sales in the menu options.
Click on add vendor.
Enter the vendor details and click the save button.


[bookmark: _Toc31629581]Prepare property information reports following legal and agency requirements
You have learned the requirements you must follow from an agency perspective when preparing property reports and you have had a small introduction to some legal aspects as well. Let’s have a closer look at some of the legislative (legal) requirements that apply when preparing reports. You will cover these requirements in more detail as you proceed through the units.
Property and Stock Agents Act 2002 (NSW)
Section 50 and 52—all advertisements must include information about licensee and agents must misrepresent property information.
Section 55, 56 and 57 – rules for completing agency agreement.
Section 72A, 73 and 76A – Representation of selling price in advertising and documents.
Residential Tenancy Act 2011 (NSW)
Competition and Consumer Act 2010 (CTH)
Privacy Act 1988 (CTH)
Earlier you were introduced to the price finder website, using the instructions provided you are going to produce a comparable report for your property. 
Your teacher will demonstrate each step using an example property. Once you have completed the report you will need to add a cover letter. Review to the following example letter for your reference.


[bookmark: _Toc31629582]Example appraisal letter

Date: (press enter 2-6 times)
Mr/Mrs/Ms___________________
Street name
City NSW postcode (press enter twice)
Dear_________________(Press enter twice)
RE: Property address (bold)
I wish to thank you for inviting me into your property to conduct a current sales market appraisal.
Current information relevant to your valuable asset is attached for your perusal. We fully appreciate the pressures and stresses involved in real estate transactions and my role is to ensure that your interests are fully protected, by not only giving our best advice, but also by achieving the highest possible price in the shortest time span. 
We refer to our recent inspection of the above property and are pleased to report the following:
(Add brief description of property)
We recommend the following prior to marketing to maximize sale result (only if needed)
(Current market opinion and market range)
The evidence collated regarding a current market estimate on your property is based on the following:
· Comparable sales (see attached document)
· Interest rates
· Demand due to the number of comparable properties on the market in this location 
· Strata fees can be viewed positively or negatively with various target markets (if needed)
· Condition, size and location of the property
· Secure access & privacy 
(Delete any of the above that are not applicable)
In the current market an achievable price would be in the region of $0,000 to $0,000 as the property is today.
Should you have any questions regarding this report, please do not hesitate to contact me on __________ or at our office on 02 ____________
Yours faithfully/Kind regards
Azure Beach Realty (press enter 4-6 times)
(Signature)
Sales Consultant
Agents Name


[bookmark: _Toc31629583]Example response to property information email request
Date:
Dear______________
RE:
It is with great pleasure that I can recommend several properties, currently on the market, that meet your needs and requirements.
These properties are all located in your requested area, please see below for details:
1. Property address, Price and a small description 
(insert a hyperlink to property)
2. Property address, Price and a small description
(insert a hyperlink to property)
If you would like to inspect any of the properties or require more information, please do not hesitate to email or contact me on___________________
Kind regards
Azure Beach Realty
Your name
Signature block
[bookmark: _Toc11228375]

[bookmark: _Toc31629584]Handle and store property information securely and confidentially
[bookmark: _Toc31629585]Privacy and confidentiality
All agency business records must remain private and confidential. If records of a sensitive nature are left where members of the general public or other unauthorised people may access them, the information within them could be taken out of context or made public. The privacy of business records is governed by legislation.
The Privacy Act 1988 outlines rules that businesses must follow when handling personal information. Under this legislation, people can make a complaint if they feel that their personal information has been mishandled. Personal information is any information about an identifiable person – for example, name and address marital status or income.
It applies to businesses that derive a ‘benefit service or advantage’ from the collection or disclosure of information or that has an annual turnover greater than three million. For example, estate agencies that maintain a tenancy database receive a benefit, service or advantage from it and are required to comply with the Privacy Act.
Similarly, agencies using personal information for direct marketing must comply with the Privacy Act.
Compliance with the Privacy Act means that agencies must:
Inform people when collecting personal information, as well as what the agency expects to do with that information.
Only collect personal information that is necessary for one or more real estate practice functions or activities. Other personal information must not be collected.
Only use personal information for the reason for which it was collected, or in ways people would think reasonable unless they give their consent for other use.
Only pass on personal information for the reason for which it was collected, or in ways people would think reasonable, unless their consent is obtained or the disclosure is authorised by another law.
Allow people to see any information that is held about them if they ask for access.
Keep personal information secure, accurate and current.


To ensure compliance with the Act, each estate agency should:
develop appropriate policies
train all staff in privacy requirements
implement access and complaints handling procedure.
Agents must also display a privacy note at all open for inspections and include a privacy statement on all information collected from clients. 
For more information on the Privacy Act and a list of National Privacy Principles, visit the Office of the Australian Information Commissioner.
Agency staff must ensure that any information of a personal or sensitive nature should only be discussed with the appropriate people and ensure others will not overhear the conversation. Staff sometimes will discuss details of a person in the lift, in the corridor or in the tearoom. This is a breach of privacy.
Most organisations have a confidentiality agreement that employees sign when they first join the company. These agreements protect the privacy of clients by ensuring that staff will not pass on information to any outside source.
Staff do not all require the same level of access to information and the level of access should be determined by the person’s job role, for example, the receptionist may be able to generate a trust receipt but not be allowed to fill in the banking deposit slip or sight property ledger accounts.
Records should not be transferred from one organisation to another or between branches without management approval.

Security of electronic files
Within an agency, information that is sensitive and confidential may be stored on a computer or computer network.
Effective and secure log-in procedures should be in place to make sure that only authorised users can access agency information that is relevant to their role.
When attempting to gain access to systems, all users need to identify themselves by entering their unique username which is then verified by correctly entering their password.
An effective log-in procedure should:
1. Not display system or application identifiers until the log-in process has been successful.
Not provide help messages during the log-in procedure that would assist an unauthorised user to gain access.
Validate the log-in information only on completion of all input data. If an error condition arises, the system should not indicate which part of the data is correct or incorrect.
Disconnect and disable the account after three rejected attempts to log in. All unsuccessful log-in attempts should be recorded for investigation by the system administrator.
[image: ]
[bookmark: _Ref25756193]Figure 15 Folder protection icon.


Password management
Passwords are the most common means for an agency to validate a user’s identity before granting access to systems. Inadequate password controls increase the risk that unauthorised users may gain access to systems via another user’s account. This could result in users having unauthorised access to information, segregation of duties being compromised and levels of accountability within the organisation being bypasses.
The following password controls for key internal systems should be considered:
1. Users are required to change their password to access the network after a predetermined period of time e.g. Monthly.
1. Users may not be allowed to reuse passwords.
1. Users are required to change their password when there is an indication that their account has been compromised e.g. Failed log-in attempt.
1. After three failed access attempts, the account is locked.
1. Passwords are a minimum of six characters in length and use a combination of an uppercase letter, lowercase letters, numbers and symbols.
1. Passwords should never be disclosed to any other party or left written down next to the computer.
1. Staff should be cautioned not to give their password to anyone (or they may be considered at fault or liable for any misuse that occurs by another user who has logged in using their account).
Access controls
Effective access controls ensure that only authorised users have access to information systems. In addition, they enable identification of users if a security issue arises.
Common ways to ensure effective access controls are implemented include user IDs and passwords. Each user may be assigned different access levels for different types of documents or to files stored in different locations. Restrictions may be given for accessing certain documents or folders, creating new documents, opening, viewing, modifying and deleting documents or data.
In some agencies, the hours between which users can log in to the system are restricted according to their job requirements. Workstation restrictions may also be defined for sensitive user accounts to restrict users to particular workstations. For example, only the computer in the bookkeeper’s office may be used to access trust account records.


The Office of the Privacy Commissioner is the agency responsible for administering the Federal privacy regulations such as the Privacy (Private Sector) Regulations 2001. It publishes a range of materials to inform and advise businesses about their obligations with regard to privacy law. 
These include the guidelines to the national privacy principles which are available from their website. A very simple guide to privacy in general is the document ’10 Steps to Protecting Other Peoples Personal Information’.
Here are those ten steps in summary.
1. Only collect information that is necessary for the purpose at hand.
Don’t collect information just because it may come in handy later.
Tell people what you are going to do with the information you collect about them.
Consider whether you should use personal information for a particular purpose. (In general you should only use the information in the way that was described to the person when they gave you the information).
Consider whether you need to disclose personal information (in general, you would not do this unless the person has consented).
If people ask, give them access to the information you hold about them.
Keep all personal information secure.
Don’t keep the information you no longer need or are no longer required to retain.
Keep personal information accurate and up to date.
Consider making someone in your organisation or agency responsible for privacy.
These privacy principles come into play in the real estate industry particularly in the areas of direct marketing and residential tenancy databases.


Table 7 Direct marketing.
	Scenario 
	Overview

	Direct marketing
	You need to consider carefully what information you can divulge to other parties. For example, some companies construct personal profiles of people’s spending habits, with the view to on-selling this information to other marketing companies. 
The information that a person is currently selling, buying or renting could be valuable for such a company, and if you share their information, your clients could be the target of unsolicited advertising. Don’t divulge your client’s information to other parties without their explicit consent for each particular use.
It is usually legitimate to provide statistical data to other parties where the information is carefully edited, so that it contains no personal information. This must be done carefully, as it should not be possible to reconstruct or infer the personal information from the data, or by combining the data with other data sets.
When conducting your own direct marketing to your clients via emails, SMS messaging or the post, make sure you provide a way for them to opt-out of the service.




Table 8 Residentia; tenancy database.
	Scenario
	Overview

	Residential tenancy databases
	Residential tenancy databases are privately owned and operated electronic databases that assist property managers to identify ‘bad’ tenants. These databases are often referred to as ‘blacklists’. 
Property managers rely heavily on these databases to decide whether to form tenancy agreements with prospective tenants. In the past, these databases were unregulated and there was a high risk that individuals were being treated unfairly and their privacy not respected.
Agents using residential tenancy databases are subject to the Property Stock and Business Agents Amendment (Tenant Databases) Regulation 2004. Some of the provisions of this regulation are:
Upon signing a residential tenancy agreement, the agent must inform the tenant that if they breach the agreement their personal details may be listed on a tenant database.
The agent must have provided property management services in respect of the tenant’s residential tenancy agreement, and that tenancy agreement must have been terminated before a person is listed.
An agent must not list a tenant for a trivial or subjective reason. Valid reasons include money owed, damage caused to a property or injury to a person.
The agent must inform the person in writing of their intention to list them, and the reason for doing so.
The agent must give the person a reasonable opportunity to review and correct any personal information to be listed.




Copyright ©
Another aspect of protecting information involves copyright. Copyright is a type of legal protection for people who express ideas and information in certain forms. 
Online databases such as those compiled by RPData, Red Square, Property Tree, REST, Real Estate.com.au and Domain.com.au are protected by copyright law. Be sure to read and abide by the terms and conditions of use when you purchase a licence for such a database.
[image: ]
[bookmark: _Ref25756211]Figure 16 Copyright sign - stock photo.


[bookmark: _Toc31629586]Storage of records
Records must be correctly stored and eventually destroyed (in line with legal and agency requirements) by authorised staff to make sure that information of a sensitive nature is not made public.
All records must be stored in a secure, safe area where there is no possibility of damage by unauthorised staff, pests, vermin or environmental factors. If possible, this area should have access via an ID system or electronic card recognition system, which records the staff member, date and time of access.
Storage areas should have a system for locating records so that staff time is not wasted searching for the information they require.
Best-practice electronic information storage guidelines require that:
users store data on secure network servers rather than local hard drives
sensitive or classified data is:
· stored on a secure server
· kept on a removable media that is stored securely when not in use (for example, locked in a fire-proof safe).
stored in an encrypted format
data stored on removable storage devices (for example, flash memory/memory sticks) is adequately secured in transit by staff and password protected.
	[image: ]	Assessment
[bookmark: _Toc11228370][bookmark: _Toc31629587]Assessment activity: Knowledge and Project assessments
Congratulations, you have now completed your workbook. You are ready to move on to complete both your assessment tasks.
Refer to your teacher for your next steps



[bookmark: _Toc31629588][bookmark: _Hlk10184735]Appendices 
[bookmark: _Toc31629589]Appendix A: Client information sheet
Client details
Name: ______________________________
Address: ____________________________
Phone:____________ Fax: ____________ Mobile: ____________ E-mail: ____________
Preferred locations:
1. 
2. 
3. 
4. 
Date property required by: ____________________________
Property to sell: Yes ☐ No ☐
Property details: 
Details for the required property
Investment property/Owner occupier. Budget $____________
House style: ________________________________________
Overall condition: Excellent ☐ Average ☐ Poor ☐
Number of bedrooms:______ Number of bathrooms:______
Preferences
Formal lounge ☐ Formal dining ☐ Casual meals ☐ Family room ☐ Games room ☐
Study ☐ Carport ☐ Garage—Single ☐ Double ☐ Swimming pool ☐ Air-conditioning ☐ Block size: _________ sm
Heating ☐ Fenced ☐ Other: ________________


[bookmark: _Toc31629590]Appendix B: Azure Beach Realty folder structure
Administration
Human Resources
Employment Forms – Templates Payroll Forms - Templates
Job Descriptions
Signed Employment Documentation
Finance
Templates F
Trust Account Audit Forms Creditor Applications
Sales
Residential Sales
Templates SR Appraisals SR
Signed Agency Agreements SC
Commercial Sales
Templates SC Appraisals SC
Signed Agency Agreements SC 
Property management
Residential Pm
Templates PMR Appraisals PMR
Signed Lease Agreements PMR 
Inspection Reports PMR
Commercial Pm
Templates PMC Appraisals PMC
Signed Lease Agreements PMC 
Inspection Reports PMC
Holiday lettings
Templates HL Appraisals HL
Signed Lease Agreements HL Inspection Reports HL


[bookmark: _Toc31629591]Appendix C: Azure Beach Realty file naming conventions
All staff should ensure they apply the following rules when naming and saving data files on the Azure Beach Realty Server.
It is important to name and organize your files in a consistent and descriptive manner so that it is obvious to you and to others where to find specific data and what each file contains.
Please take note of the directory structure that has been set up on the Azure Beach Realty Server and do not alter or add to the directory structure without prior authorisation from your manager.
Include the following information in client file names:
Client identifier.
First three letters of client name (main contact only if a couple) and first initial.
Client ID number (note: client ID numbers are automatically generated by the Property Tree software program).
Division.
Abbreviated Document Name (refer to list of documents and abbreviations on Azure Beach Realty).
Date document signed.
Version number of the file.
Example one
The first version of a signed agency agreement dated 26th September 2015 for a vendor named Brian Harrison, client ID no.3.  The division is Residential Sales
V_HARB_3_SR_Agency_Agmt_26092015_v1
Example two
The signed copy of a lease agreement dated 1st July 2015 for a tenant named Stephanie Bennett, client ID no.1.  The division is Residential Property Management.
T_BENS_1_PMR_Lease_Agmt_01072015_v1


[bookmark: _Toc31629592]Websites
Table 9 Website URLs.
	Reference 
	URL

	NSW Fair Trading
	https://www.fairtrading.nsw.gov.au/housing-and-property

	Real Estate Institute of Australia
	https://reia.asn.au/agents/the-privacy-act/

	Fair Trading NSW
	https://www.fairtrading.nsw.gov.au/housing-and-property


	Property and Stock Agents Act 2002 (NSW)
	Agreements - https://www.legislation.nsw.gov.au/#/view/act/2002/66/whole#/part4
Records - https://www.legislation.nsw.gov.au/#/view/act/2002/66/whole#/part8

	Residential Tenancy Act 2010 (NSW)
	https://www.legislation.nsw.gov.au/#/view/act/2010/42/part2/div1


	Office of the Australia Information Commissioner
	https://www.oaic.gov.au/search/getSearchResults?Search=real+estate


	Australian Competition Consumer Commission
	https://www.accc.gov.au/consumers/health-home-travel/real-estate


	Real Estate Institute of Australia
	https://reia.asn.au/agents/the-privacy-act/

	Property Tree website
	https://trn-rock-invg-idm-host-sea.azurewebsites.net/login?signin=c87f074c2bce832d9f62d03f9cd1e58f

	Signing a Vendor and Listing a Property
	https://training.propertytree.com/sales?wvideo=9uon0dd1qe

	Basic Sales Process
	https://training.propertytree.com/sales?wvideo=9yxtqk8jq0

	Add a buyer and receipting deposit
	https://training.propertytree.com/sales?wvideo=6i13nsogiw

	Settlement and Disbursement
	https://training.propertytree.com/sales?wvideo=35j46vc20f

	Section 50 and 52
Section 55, 56 and 57
Section 72A, 73 and 76A
	https://www.legislation.nsw.gov.au/#/view/act/2002/66/whole

	Privacy act
	https://www.oaic.gov.au/privacy/
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Supervisor


Is a person who works at the interface between 'workers' and more senior managers. They plan, organise, lead and monitor the output and activities of an employee, or group of employees. In the position you hold your supervisor may be the office manager who, in turn, reports to the principal or owner of the business.


Customer


Is a person who transacts business with an agent (or office) but does not retain their services. An example of a customer is a tenant who may rent a property from the agency or a purchaser who may buy a property from the agency. Customers come to the office to complete a transaction, e.g. a person purchasing a property, but the agency is not paid from that transaction.


Client


Is a person who retains an agent (or office) to represent their interests in a real estate transaction. An example of a client is a landlord who has placed his investment property with the agency to manage, or a vendor who wishes to sell his property.
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