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In commercial property management or retail later in the day.

property management you should have a number 3.  Your landlords should get a written email
of performance indicators to allow you to track the or letter update from you weekly or
progress of current building and tenant events. It monthly depending on the size and type
is no secret that many property managers are very of property. The larger the property the
busy most of the time; it is therefore very easy to more frequent the reporting. This disci-
overlook key facts and issues. pline is also good from the point of keep-

. ing records and tracking current issues.
Here are some ideas to help you structure a perfor- g &

. . . 4, Urgent issues have to be handled imme-
mance indicator program for commercial or retail

property management today. diately. Asto what is urgent and what is

not, that is a subjective consideration.

1.  Answering landlord and property owner calls _ _
Someone in your office has to screen

or emails are on top of the list. Whilst urgent ) ) ] )
your emails and calls to identify the im-

issues with the landlord happen immediately,
portant and very urgent issues. Property

all other landlord contact should happen on
performance and the threat of human

the same day. Check for these landlord com-
injury are key factors in determining
munications twice a day.
what is ‘urgent’.
2.  Tenant contact will happen at all hours and
5. Yourarrears in the properties that you

for many different reasons. The greater the
manage should be checked every morn-

number of tenants that you have in your o _ . _
ing first thing. Unpaid monies and rents

portfolio, the greater the issue. Most tenant . _
are a critical part of staying on top of

calls will come in to your office or mobile _
things. Don’t let arrears get away from

phone first thing in the morning between
you. Itis a daily process. Report to the

8am and 11am. Given that this time of day is
landlord in writing and seek instructions

normally your most productive, get someone
regards rent and arrears recovery. Set a

to screen the calls and take messages where _ _
target level of arrears in your portfolio

appropriate. As long as the matter is not ur- _
that is not to be exceeded.

gent, it is sensible to get back to the tenant
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6. Vacancy management and leasing is really
important to the property performance over
the long term. Don’t turn a ‘blind eye’ to the
problem. Deal with the vacancies and mar-
ket the vacancy to available tenants in the
local area. Keep your vacancies low; this
takes hard work and focus. Set a vacancy
factor that is not to be exceeded in landlord
properties.

7. Determine a time frame where maintenance
requests are to be responded to and ac-
tioned. Have a process of updating the per-
son that made the call so they know what
progress has been made.

8. Lease documents will always be active in one
way or another. Ensure that all your leases
are current and the critical dates are well
managed. Track the status of all lease nego-
tiations including rent reviews, renewal op-
tions, expire dates, and make good require-

ments.

So this is just a start, but it is a good start to help
you create a property management control system
in your real estate office. When you and your fel-
low property managers work to a system, the ten-

ants, and the landlords can get better service and

response on critical factors of property perfor-

mance. You can add to these items above and

take them to the next level.
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IMPORTANT INFORMATION

This information is prepared as general training information for commercial real estate practitioners globally. No
part of this material may be regarded or relied upon as legal or specific advice for individual situations. Although all

care has been taken in the preparation of this material, recipients:
e Must not alter their position or refrain from doing so in reliance upon this material; and
e Are urged to seek independent legal advice with respect to the matters traversed in this material; and

e Are urged to undertake further studies into legislation and practices that apply in their location.

This is another quality resource from the Commercial Real Estate Training
Online Series. Contact us below:

http://commercial-realestate-training.com

info@commercial-realestate-training.com

© John Highman

Performance Benchmarks in Commercial Property Management



http://www.commercial-realestate-training.com
mailto:info@commercial-realestate-training.com

