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Our mission is to bring a Spirit of Innovation to the fulfilment of our clientsÕneeds, exceeding those
expectations in every way possible. We will focus on creating long-term, high-quality relationships
using effective communication and committed service.

Effective property management demands proven expertise in both Ôpropertyand managementÕÐ as
well as the unique responsibilities of the combined function itself. Whether our brief from you is
property advice, bricks Ðand-mortar management, or both, Our Asset Management professionals
understand every aspect of sound property management from long experience. We combine
effective real estate decisions with management options and solutions to suit every specific situation.

We will have a positive and enthusiastic attitude about managing your property

We will care for your property as though it is our own

We will promptly return your telephone calls

We will provide hassle free management

We will focus on maximising your return

We will strive to optimise capital growth

We will choose the right tenant

We will carry out regular rental reviews

We will keep in constant contact

We will keep you up to date on what is happening in the area

We will go the extra mile to make you
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SERVICE GUARANTEE

(INSERT OWNER NAME)

(INSERT PROPERTY ADDRESS)

Our commitment is to strive towards providing you with the highest standard of service. Promises are
easily made and just as easily forgotten. We believe that you should only ever make promises you
can keep.  We believe that we are unique to make these commitments through our service guarantee.

To provide you with a comparative market analysis of the rental market value by comparing your
property to similar properties
To advertise for tenants in the local newspaper, to display the property on our rental listing
sheet, erect a ÒTo LetÓ sign where applicable.
To accompany all prospective tenants prior to approval
To carry out thorough tenant reference checks including TICA &/or Ntd Tenant Database checks
To sight tenant photo identification
To prepare a detailed condition report and inventory list of applicable
To prepare all documentation in accordance with the Residential Tenancies Act
To collect a full rental bond prior to the tenant receiving the keys
To carry out regular property inspections and forward a detailed report with a photo to our lessor
To monitor arrears on a daily basis and promptly issue the appropriate notices
To review the rent regularly
To arrange repairs and maintenance in accordance with your instructions
To carry out final inspections and correctly administer the rental bond monies
To recommend Landlord Protection Insurance
To have a thorough knowledge of the Anti-Discrimination and Privacy Act
To administer all funds through an audited trust account
To use a quality system with checklists to reduce human error
To send a FREE regular newsletter to lessors

If you feel that we are not offering you the above services you may cancel your management
agreement with our office or we will refund you the last three months management and collection fee
from the time you notify the Principal.

_______________________ __________________         /            /
PROPERTY MANAGER PRINCIPAL DATE
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How do you choose a property manager? Property management has become a serious business and
it is no longer an easy as selecting the real estate agency with the cheapest fees.

When selecting a Asset manager you need to choose someone who understands the law and is

Education, ongoing training programs and seminars are also important for a property manager to
keep abreast of changing legislation and market conditions.

Property management is no longer just collecting the rent; it is a comprehensive management service
where you need a professionally trained property manager. Our property management team is
experienced in all areas of property management and our ongoing training ensures that you are
receiving the very BEST service available.

We will care for your property as though it is our own.

¥ How long have they been a property manager?
¥ Do they engage external professional consultants to assist in taking the department to the next

level?
¥ What formal training have they undertaken?
¥ What procedural systems do they have in place?

(If possible, request to sight a copy of any standard forms or checklists used within the office
to minimise human error)

¥ Do they attend regular training courses to keep abreast with legislation and industry changes?
¥ How do they communicate with Lessors? (i.e. regular newsletters, update letters when there

has been a change in the tenancy, etc)
¥ Can they present you with testimonial letters from current and previous clients?
¥ When will you receive your money?
¥ How will they maximise your return and optimise capital growth?

BEWARE of cheap fees! If an agency is offering a discounted fee, you can be sure they will also be
offering a discounted service. If they discount on fees, they may easily discount on the rental when
negotiating with tenants?

confident in applying the law. Someone who will pay attention to the finer details and continually
strives to maximise the return on your investment.
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Ð What if É we are concerned about the wrong
type of tenants

Prospective tenants are qualified as suitable by checking past employment and past real estate
references.

When it comes to selecting tenants, we only select tenants who hold real estate references or bona
fide private landlord references.

In the case of a person who has recently sold their property, we talk to the salesperson involved who
can often give us an idea of the applicantÕslifestyle. Should we be uncertain about a tenant, we will
always refer to you for your advice.

It is important to ascertain that the prospective tenant is who they say they are. This is easily verified
by sighting photo identification. (Drivers Licence, 18+ Card or Passport)

We are also currently on line with TICA a tenant default database specialising in tenant default
records. This database contains information on tenants that have defaulted on their rent or who have
breached a term of their tenancy agreement. Although not ever defaulting tenant is listed on this
database, it is growing on a daily basis and is an added tool for processing a tenant application.

Ð What if É we donÕt want children or single
mothers

Under federal and state anti-discrimination laws, real estate agents cannot accept discriminatory
direction from Property Investors. Both the agent and the property investor are legally liable if
complaints are made.  It is neither fair nor lawful to pressure an agent to break the law.

When selecting tenants, the only requirements that can be addressed are:

¥ The number of people suitable to reside in the property
¥ The tenant must be able to prove that they have and can maintain the weekly rent
¥ The tenant must be able to prove that they have and can maintain a rental property in a clean

and tidy condition

You can discriminate against pets and smokers!
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Real estate references are the most desirable for obtaining this information. However, we cannot by
law discriminate against private landlord references. I can assure you that if this was the case we
have other ways of confirming that they are bona fide.

Unfair discrimination happens if you treat someone less favourably simply because of their sex, age,
race, nationality, marital status, the fact that they have children, sexual preferences, disability or
impairment, pregnancy, religion or political beliefs.

You do have the right to choose the most suitable tenant provided no unfair discrimination occurs.

We do have your best interests at heart and do appreciate that it is your property and you should
have the right to choose who resides in the property. However, we must act in accordance with the
law when processing a tenant application.

There have been successfully defended cases in the past when discrimination against children and
coloured people have resulted in compensation claims against the real estate agency and property
owner.

Suitable tenants are required to enter into a binding Residential Tenancy Agreement.

Upon lodging an application for tenancy, we ask the prospective tenant to pay one weekÕsrent to
secure the property. We then prepare the Residential Tenancies Agreement and all supporting
documents such as; Detailed Inventories if applicable, Entry Condition Reports and Bond Lodgement
Forms.  The tenant is now ready to sign the Tenancy Agreement.

We will then photocopy the keys and remotes (if applicable) of the property that have been issued to
the tenant.  This eliminates disputes over non-return keys at the end of the tenancy.

The tenants must pay a bond equivalent to four weeks rent prior to assuming tenancy. If the rent on
the property is more than $300 per week, the bond is negotiable.
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Ð What if É the tenants fall into arrears

Every precaution is taken to minimise tenants falling behind in their rent by carrying out daily checks
on all Tenancy Agreements to ensure rents are kept up to date.

We have harsh standard rent arrears letters and procedures in place, should a tenant fall behind in
their rent. Our primary focus is to ensure that our office mitigates (reduces) any loss of income to the
property owner.  If accordance with the law, our office will also issue the appropriate notices.

NB.: Our tenancy arrears are minimised by our strict tenant selection criteria.

Ð What if É the tenants leave owing money

Our role is to maximise your return and minimise hassles.

As part of our service and continual effort to provide the best in property management and at the
same time protect your investment dollar $$, we can offer the insurance, which protects your rental
income, property contents and public liability claims.

ThatÕs right É it pays your rent if your tenants wonÕt!

We strongly recommend that you take our Landlord Protection Insurance. For further information on
the terms and conditions of the policy and premiums, please refer to the brochure enclosed.




