Property Management Structure Description
a) Staff
[bookmark: _GoBack]When the Nicole Hines Townhomes are leased up, WCRP plans to employ three full time office staff: an Asset Manager, an Assistant Property Manager, and a Rental Assistant and two other part time office workers.  The Asset Manager oversees all property management operations.  The office staff is key to leasing, compliance, and tenant complaint issues and their work often overlaps with that of the Supportive Services team.  WCRP also employs a full time Maintenance Superintendent.  The Superintendent is in the field and manages work done by WCRP’s 4 full time maintenance technicians and one full time groundskeeper.  Overall, WCRP employs property management staff for a total of 380 working hours per week.  Office staff are located off site in WCRP’s Property Management Office at 2036 N. 4th St. in Philadelphia, PA, but maintenance staff will spend a majority of their working hours on site. Below is an estimate of how their time is divided (however staff are available to spend more or less of their time on a development given urgency of priorities on a given day. 

	Development
	
	
	Hrs/Wk

	Tillmon Villanueva
	77
	units
	100

	Lillia Crippen 1
	26
	units
	34

	Lillia Crippen 2
	20
	units
	26

	Karen Donnelly 
	32
	units
	41

	Iris Nydia Brown
	12
	units
	16

	Evelyn Sanders 1
	40
	units
	52

	Evelyn Sanders 2
	31
	units
	40

	Grace Townhomes
	36
	units
	47

	Nicole Hines Townhomes
	35
	Units
	45

	Total
	309
	
	400



b) Tenant Screening Methodology and Waiting List Methodologies: 

Please note that while WCRP is very experienced in working with PHA on compliance for Project Based Section 8 Vouchers, it does not have specific experience with Unit Based Operating Subsidies (ACCs). Should screening or wait list procedures be in conflict with PHA’s regulations for ACCs, WCRP is interested in entering into an agreement with PHA so that it will be in compliance with its ACC procedures. 
Tenant Screening Methodology: The Property Manager and Assistant Property Manager will be trained in and follow all regulations related to leasing Low Income Housing Tax Credit (LIHTC) units as outlined in the relevant PHFA handbook. S/he will make an initial determination of the applicant's household income based on a preliminary application and interview. S/he will have applicants sign the necessary consent forms to secure third party verifications of income, credit and landlord information. Once information has been verified, the appropriate certification forms will be completed. Copies of certification forms required for LIHTC compliance and in conformance with the equity investor’s requirements are included as an attachment to the Management Agreement. A home visit will also be conducted after information has been verified. All successful applicants will be income eligible and have acceptable credit, criminal history and landlord references.
An applicant may be rejected for any of the following reasons:
1. Substantial risk that the applicant may be unable or unwilling to pay rent.
2. Substantial risk that the applicant or members of the applicant's household will interfere with the health, safety and/or security of the property.
3. Substantial risk that the applicant or members of the applicant's household will interfere with the right other resident have to the peaceful enjoyment of the leased premises.
4. Substantial risk of intentional damage or destruction of the unit and/or surrounding premises by the applicant or members of the applicant's household, or unwillingness to report maintenance needs in a timely manner.
5. Substantial risk of committing criminal acts on the property (including, but not limited to, acts related to drug abuse).
6. Substantial risk of interference with the management of the property.
7. Substantial risk of not complying with necessary and reasonable rules and program requirements of HUD and PHA governing responsible community behavior.
8. Submitting an incomplete or falsified application.
In making determinations relative to rejecting an applicant, the following considerations will be made:
· The possible biases, attitudes and motives of all references and sources of information will be considered.
· All information used in consideration of an applicant will be current. The possibility of mitigating factors will be considered in every case.
· Consideration will be given to the applicant's present income to rent ratio and whether the rent level for the unit for which the applicant is applying would help eliminate a present financial hardship when judging an applicant's payment record or credit report.
All rejections and supporting documentation will be reviewed by the Assistant Property Manager. All eligibility factors must be verified in writing and maintained in the applicant's file. If it is determined that an applicant is ineligible because of family composition, because
his/her income exceeds the appropriate income limits, or because the applicant does not meet the selection criteria outlined above, the applicant will be promptly notified in writing of this determination. The notice will explain why the applicant will not be admitted and will advise the applicant that h/she may (within seven (7) days of receipt of the rejection notice) respond in writing or request to meet with management to discuss the notice. The notice will inform the applicant that responding to the agent's notice does not preclude the applicant from exercising other avenues available of s/he believes the s/he is being discriminated against on the basis of race, creed, religion, sex, national origin, age familial status or handicap. The meeting for the review of the applicant's written response will be conducted by a member of the management agent's staff who did not participate in the initial decision to reject the applicant.
If the applicant responds in writing and after a meeting is held, the applicant will be advised, in writing, whether or not the agent's position has changed. This letter will be sent within five (5) days of the date the meeting was held.

Waiting List Methodology: Anyone can walk into WCRP’s Property Management office and be placed on the Site-Based Waiting List. WCRP maintains a separate waiting list by unit types (2-bedroom, 3-bedroom, 4-bedroom, 2-bedroom ADA, and 3-bedroom ADA) for all units in its portfolio. When an ACC unit becomes available, WCRP immediately notifies PHA. PHA may send referrals to WCRP at that time. WCRP will screen those tenants, and if they meet WCRP’s selection criteria (above), WCRP will select a tenant from those who PHA has referred. If none of them meet WCRP’s selection criteria, WCRP will use its waiting list to find a suitable tenant. Any tenant hoping to rent a ACC unit must meet all requirements of PHA. Tenants are listed, and then chosen, from WCRP’s waiting list on a first come-first serve manner.
c) Operation Methodologies:

Resident Orientation: Instructions about this process will be given to each tenant as part of the move-in orientation and will be included in the Resident Handbook. Residents will be charged for repairs to their living units or common areas which are required due to the resident's abuse or neglect, including severe housekeeping problems. During the move-in orientation, the Assistant Property Manager will explain to the resident his/her responsibility in caring for the living unit. This responsibility will also be addressed in the Tenant Handbook. An integral part of the orientation of new residents to their apartments is the importance of communicating essential information to property management personnel. Included in this orientation component will be (but not limited to): office hours, emergency and non-emergency telephone numbers and training about measures which should be taken to avoid emergencies. as well as the appropriate response to various emergencies.
Security: Security at the property will be provided by a combination of hardware (locks) and ongoing staff presence. The staff will be trained in the appropriate response to various emergencies. Units will each be equipped with a "peep hole" or other device for occupants to know who a visitor is before opening a door. 
Emergencies: The Property Manager has ultimate responsibility for communication at each property. The Property Manager communicates with site staff through formal and informal meetings, memos and work orders. The Property Manager is available during office hours to meet directly with residents and also communicates indirectly with the residents through letters, memoranda and newsletters. After hours emergency calls will be directed by the answering service to the staff member on-call. The Property Manager will be notified of the emergency as soon as appropriate. Generally, in situations involving a threat to life or safety of the residents or substantial damage to the property, the Property Manager and WCRP's Real Estate and Economic Development Coordinator will be contacted immediately. In a case of less serious emergencies, these individuals will be notified during the same day or the day following an emergency that occurs at night. Original copies of all keys will be kept in a locked key box in the office of the Property Manager. Only appropriate supervisory staff will have possession of Master Keys to the property.
Short and Long Term Maintenance: Prior to initial occupancy, the Property Manager, Assistant Property Manager and Maintenance Superintendent will inspect each building, including all living units and common spaces. The Maintenance Superintendent will prepare a turnover checklist or work order(s) to be used by the Maintenance Technician to prepare the unit for the next tenant. Individual living units will be painted at turnover. Each unit will be inspected annually on or about the anniversary of the move-in date. Public areas will be cleaned by the Maintenance Technicians. Repairs are the responsibility of the Senior Property manager who may delegate the responsibility of the Maintenance Superintendent. Maintenance personnel will be responsible for maintaining the grounds and for keeping walkways free of debris and in good repair. Residents will be charged for repairs to their living units or common areas which are required due to the resident's abuse or neglect, including severe housekeeping problems.
Tenant Grievances: Complaints and concerns from residents are dealt with promptly. Residents are instructed to address grievances directly to the Assistant Property Manager. If the issue cannot be resolved at that level, resident may direct their concerns to the Asset Manager. Residents may also enlist WCRP Supportive Services staff if they are in need of assisting their concerns. Should the forgoing steps not resolve the issue, WCRP’s Property Management team may convene a Grievance Committee for a final resolution.
Eviction Proceedings: Evictions will be initiated only for non-payment of rent or repeated or substantial violation of the lease, including any approved Rules and Regulations which may be attached as an addendum to the lease. Notices to quit for non-payment will be sent to residents who are in arrears by the 15th of the month.
d) Complete Management Plan: For PHA’s information, beginning on the next page, please find a complete management plan for the Nicole Hines Townhomes consistent with WCRP’s management practices on its current rental properties. 


















WOMEN’S COMMUNITY REVITALIZATION PROJECT
MANAGEMENT PLAN
Nicole Hines Townhomes

A. DEVELOPMENT AND SPONSOR
Managed by:
Women’s Community Revitalization Project
2036 North 4th Street
Philadelphia, PA 19122

Sponsored by:
Women’s Community Revitalization Project
407-11 Fairmount Avenue
Philadelphia, PA 19123 
B. MANAGEMENT COMPANY ORGANIZATION
1. Organizational Chart & Structure of the Management Agent & Owner’s Role
a. Name of the Management Agent:  Women’s Community Revitalization Project (WCRP)
b. Contact Person:  Astrid Zayas, Asset Manager
c. Policy Statement Regarding Management Company Structure
2. Supervisory Relationships
WCRP will assume responsibility of all aspects of property management. It is the responsibility of WCRP to comply with the appropriate regulations of PHFA and requirements of the equity investor in the physical and financial administration of the property. 
In this capacity, WCRP will have the authority and responsibility to run the development in the most efficient manner possible. WCRP, by means of monthly operating reports, financial statements, status reports and personal conferences, will advise the Owner of the operation of Nicole Hines Townhomes.  WCRP will be responsible for the financial administration of the property (i.e., preparing financial statements and reports). 
WCRP’s Asset Manager will have the overall responsibility for the property management
operations. The Asset Manager will have responsibility for ensuring that budgets are developed and all bookkeeping/accounting functions are fulfilled for the property management operation. The Asset Manager also has the responsibility for staffing the property. S/he, in turn, will delegate day-to-day responsibility for the operation of the property to the Assistant Property Manager.  Maintenance responsibility of the physical buildings will be delegated by the Assistant Property Manager to the Maintenance Superintendent.

3. Decisions Requiring Consultation with the Owner
The Owner is aware of the day-to-day operations of the property through various reporting systems and, when necessary, is consulted on matters which might affect the viability of the development. These areas include, but are not limited to, expenditure of funds through the approval of annual operating and capital budgets, changes in management of programmatic policies, notices of claims injuries or accidents which potentially might expose the property to an insurance claim or litigation.  The Asset Manager shall consult the Owner for approval on purchases that are beyond the approved budget for the property. 
4. Decisions Management Agent May Make Without Consulting the Owner
The Agent will make day-to-day decisions affecting the operation of the property. This includes the outreach, screening and the processing/selection of all residents. A total maintenance program will be implemented by the Maintenance Superintendent in accordance with the Agent’s established standards. This will include the development of preventive maintenance procedures necessary to provide for the upkeep of the property. Cleaning schedules will be created for the property and implementations of same will be overseen by the Assistant Property Manager.
Internal controls will be implemented and will include: work orders, inventory controls, supplies and material ordering procedures, personnel policies, the collection of rents, the eviction of tenants in default and all ordinary and necessary actions to provide for decent safe and sanitary living environments. All records, files, ledgers and backing functions will be the responsibility of WCRP.
5. Specific Responsibility of Owner and Agent
The Owner and Agent are dedicated to the principle that every person and family is entitled to a decent home with equal opportunity regardless of race, color, national origin or economic circumstances. In keeping with this policy:
a. The Owner assumes responsibility for the following:
1. To supply housing for eligible applicants:
2. To set management policy and guidelines;
3. To accept financial responsibility for the developments, review monthly  progress reports, budget and financial statements;
4. To appoint a management agent to run the day-to day operations of the development;
5. To make major operating decisions.
6. Maintain books of accounts and records and related supporting documents and statements in accordance with the prescribed governmental accounting standards;
7. To provide supportive services to tenants and support property management in maintaining safe, decent and affordable housing. 
b. The Agent assumes the responsibility and has an obligation to:
1. Hire all personnel necessary to effectively operate the developments;
2. File all necessary reports and documents with the appropriate governmental offices;

3. Hire, train and where necessary, terminate employees;
4. Obtain all necessary service contracts and insurance;
5. Collect all rents and pay all bills as incurred for the operation of the development; 
6. To act on behalf of the Owner in all matters related to the management of the property with all 	governmental agencies, contractors and vendors.
5. Expenses Paid From Fee; Expenses Paid From Rental Income
a. The Management Agent’s fee will pay for the following:
1. All necessary supervisory personnel attached to its staff for services essential to the operation     of the development;
2. Preparation of all accounting records and required monthly operating reports;
3. Providing for the necessary purchasing and operating controls;
4. The overall supervision of the management of the property;
5. Preparation of the annual operating budget.
b. Expenses paid from Rental Income
1. Any interest and amortization payments;
2. All service contracts and insurance;
3. Fuel, electricity and municipal services;
4. Garbage and trash removal;
5. Payroll expenses for site personnel;
6. Maintenance and operating expenses;
7. Any taxes;
8. Replacement reserves and any painting or decorating reserves;
9. General operating costs;
10. Project administrative costs.
2. Hiring Policies in Conformance with Equal Opportunity Policies
The hiring policies and procedures of WCRP are and will continue to be in full conformity with all applicable federal and state equal opportunity employment laws.
C. ON-SITE PROJECT STAFF
Overall Site Management Responsibility will be provided at the site by the Asset Manager and Assistant Property Manager. 
· Management Tasks with Residents: preparation for recertifications, resident compliance with the lease and rules, rent collection, move out paperwork processing and resident selection with participation of WCRP staff.
· Management Tasks Related to Building Maintenance: acceptance and delegation of work orders, supervision of cleaning, rubbish removal, snow removal; living quarters inspections, quarterly building inspections (in coordination with the Maintenance Superintendent), oversight of unit turnovers.
Overall Maintenance and Repair Responsibility will be provided by the Maintenance Superintendent. The Maintenance Superintendent will work under the direct supervision of the Assistant Property Manager. S/he will be assisted by the Maintenance Technicians. 
· Maintenance Tasks will include acceptance of work orders, completion of work orders and return of completed work orders to the Assistant Property Manager; contact with contractors regarding work which is beyond his ability to perform; preparation of living units for turnover; completion of tasks on Preventive Maintenance Schedules; completion of quarterly Site Safety Inspections (in conjunction with Asset Manager and Assistant Property Manager). Cleaning, rubbish removal, snow removal will be done by the Maintenance Technicians. The Maintenance Technicians will be supervised by the Maintenance Superintendent.
1. Employee Selection Policies
a. Criteria used for selecting employees.
The Agent is an equal opportunity employer. The Agent will hire staff and on-site personnel in conformance with applicable equal opportunity rules and regulations.
b. Training methods for on-site employees.
Training for all positions will be provided by the Agent. Management personnel will be required to attend courses and seminars conducted by the Agent in order to keep them abreast of changes in federal and state regulations. Additionally, employees will be encouraged to attend courses offered by the Institute of Real Estate Management. Maintenance staff will be encouraged to attend appropriate courses related to physical building issues at local vocational schools.
 c. Methods of monitoring performance and accountability of on-site personnel.
The performance of all personnel is reviewed after three months on the job and annually thereafter. In addition, each supervisor meets regularly with staff members to establish priorities and monitor the implementation of assigned tasks. Unsatisfactory performance of duties by any staff member will result in disciplinary action and may lead to termination.
2. Job descriptions
Job descriptions for WCRP are attached. 
3. Security Measures
a. Physical Safety
· Security at the property will be provided by a combination of hardware (locks) and on-going staff presence.	 	 
· The staff will be trained in the appropriate response to various emergencies.
· Units at Nicole Hines Townhomes will each be equipped with a "peep hole" or other device for occupants to know who a visitor is before opening a door.
· The Nicole Hines Townhomes will have an outdoor video surveillance system.
b. Communication Network
· Staff: The Asset Manager has ultimate responsibility for communication at each property. The Asset Manager communicates with site staff through formal and informal meetings, memos and work orders. The Asset Manager is available during office hours to meet directly with residents and also communicates indirectly with the residents through letters, memoranda and newsletters. After hours emergency calls will be directed by the answering service to the staff member on-call. The Asset Manager will be notified of the emergency as soon as appropriate. Generally, in situations involving a threat to life or safety of the residents or substantial damage to the property, the Asset Manager and WCRP’s Finance Director will be contacted immediately. In a case of less serious emergencies, these individuals will be notified during the same day or the day following an emergency that occurs at night.
· Resident: An integral part of the orientation of new residents to their apartments is the importance of communicating essential information to property management personnel. Included in this orientation component will be (but not limited to):  office hours, emergency and non-emergency telephone numbers and training about measures which should be taken to avoid emergencies, as well as the appropriate response to various emergencies.
c. Key Control
Original copies of all keys will be kept in a locked key box in the office of the Asset Manager. A Key Code Control sheet will be developed at the time of receipt of keys from the general contractor. The Key Code Control Sheet will be filed in the Building Files and kept separate from the key box. All staff who receive keys will sign a Key Receipt, a copy of which will be retained in their Personnel File. Only appropriate supervisory staff will have possession of Master Keys to the property.
d. Person Responsible in an Emergency
The Asset Manager will have over-all responsibility for Nicole Hines Townhomes. S/he will contact the appropriate project staff, municipal agency or service, or outside contractor to deal with an emergency which may occur. Site staff will be instructed in the procedures to follow in the case of an emergency and when and how to contact the Asset Manager if an emergency occurs when they are not at the site. The nature of the emergency will be reported and the corrective action required will be taken.
D. Eligibility and Occupancy Policies and Procedures
1. Affirmative Fair Housing Marketing Compliance
All Affirmative Fair Marketing activity will incorporate the outreach dictated by any requirements of PHFA and any other relevant agencies. The Agent will assure than all employees are familiar with federal, state and local laws related to equal opportunity in housing and will supervise their compliance with these laws. The Agent will assure that all staff are familiar with any Affirmative Fair Marketing Plan developed for Nicole Hines Townhomes and oversee compliance with the plan.
2. Eligibility and Occupancy Procedures
The Asset Manager and Assistant Property Manager will be trained in and follow all regulations related to leasing Low Income Housing Tax Credit (LIHTC) units as outlined in the relevant PHFA handbook. 
· S/he will make an initial determination of the applicant’s household income based on a preliminary application and interview. 
· S/he will have applicants sign the necessary consent forms to secure third party verifications of income, credit and landlord information. Once information has been verified, the appropriate certification forms will be completed. Copies of certification forms required for LIHTC compliance and in conformance with the National Equity Fund requirements are included as an attachment to the Management Agreement.
· A home visit will also be conducted after information has been verified.  
· All successful applicants will be income eligible and have acceptable credit, criminal history and landlord references.
3. Criteria for Rejecting and Applicant
An applicant may be rejected for any of the following reasons:
1. Substantial risk that the applicant may be unable or unwilling to pay rent.
2. Substantial risk that the applicant or members of the applicant’s household will interfere with      the health, safety and/or security of the property.
3. Substantial risk that the applicant or members of the applicant’s household will 	interfere with      the right other resident have to the peaceful enjoyment of the leased premises.
4. Substantial risk of intentional damage or destruction of the unit and/or surrounding premises       by the applicant or members of the applicant’s household.

5. Substantial risk of committing criminal acts on the property (including, but not limited to, acts     related to drug abuse).
6. Substantial risk of interference with the management of the property.
7. Submitting an incomplete or falsified application.
In making determinations relative to rejecting an applicant, the following considerations will be made:
· The possible biases, attitudes and motives of all references and sources of information 	 will be considered.
· All information used in consideration of an applicant will be current. The possibility of mitigating factors will be considered in every case.
· Consideration will be given to the applicant’s present income to rent ratio and whether the rent level for the unit for which the applicant is applying would help eliminate a present financial hardship when judging an applicant’s payment record or credit report.
All rejections and supporting documentation will be reviewed by the Assistant Property Manager. All eligibility factors must be verified in writing and maintained in the applicant’s file.
1. If it is determined that an applicant is ineligible because of family composition, because his/her income exceeds the appropriate income limits, or because the  applicant does not meet the selection criteria outlined above, the applicant will be  promptly notified in writing of this determination. The notice will explain why the applicant will not be admitted and will advise the applicant that h/she may (within seven (7) days of receipt of the rejection notice) respond in writing or request to meet with management to discuss the notice. The notice will inform the applicant that responding to the agent’s notice does not preclude the applicant from exercising other avenues available of s/he believes the s/he is being discriminated against on the basis of race, creed, religion, sex, national origin, age familial status or handicap. The meeting for the review of the applicant’s written response will be conducted by a member of the management agent’s staff who did not participate in the initial decision to reject the applicant.
2. If the applicant responds in writing and after a meeting is held, the applicant will be advised, in writing, whether or not the agent’s position has changed. This letter will be sent within five (5) days of the date the meeting was held.
3. The application, the notice of rejection, any applicant response and the agent’s final response will be maintained for a period of not less than three (3) years. The file will also contain all interview information and verified information on which the determination was based. The file will be maintained in a manner which respects the applicant’s right to privacy.
E.  ANNUAL AND ONGOING FUNCTIONS 
1.  Recertifications
The Assistant Property Manager is responsible for the annual recertification process. The Assistant Property Manager is trained in regulations regarding recertifications and will assure that the process is carried out in conformance with the LIHTC requirements.	 
2. Inspections
Unit inspections will be performed by the Assistant Property Manager and the tenant at initial occupancy, at least once a year thereafter (or more frequently if required) and prior to move-out. The Unit Inspection Form (see Exhibit B1) will be used to record the results of the inspection. The Assistant Property Manager and the tenant will sign and date the Inspection Form, indicating their agreement of the conditions described.
The Assistant Property Manager will inspect the public areas of the property on a daily basis. A full Site Inspection (see Exhibit B2) will be conducted by the Assistant Property Manager and the Maintenance Superintendent at the end of each quarter. The Assistant Property Manager will participate in one of those inspection each year to assure that appropriate standards are maintained and to prepare for the annual budget creation process.  In addition, PHFA will also inspect each unit annually.
3. Handbook and Statement of Resident Charges
A Resident Handbook will be developed and submitted to PHFA for review and approval. This document will include, among other items, House Rules developed by the agent and submitted to the Owner for approval. These rules will become attachments to the lease.
4. Eviction Procedures
Evictions will be initiated only for non-payment of rent or repeated or substantial violation of the lease, including any approved Rules and Regulations which may be attached as an addendum to the lease. Notices to quit for non-payment will be sent to residents who are in arrears by the 15th of the month.
5. Rent Collection
Rents will be collected by the Assistant Property Manager and payment will be entered on the Yardi computer system.  Rents will be deposited daily and copies of rent payments and deposit information forwarded to WCRP’s office. A Rent Roll indicating resident charges and receipts will be produced and monitored both by the Assistant Property Manager and WCRP’s Fiscal Coordinator.
Rents will be due and payable on or before the first of each month. Payment by check or money order only will be accepted.
If a resident is more than five (5) days late, the Assistant Property Manager will issue a written notice of the payment due. If payments are not received, legal action will be initiated in accordance with applicable state and federal laws.

 6. Security Deposit Returns
Prior to move-in, each tenant will pay a security deposit equivalent to one month’s rent, or $50 whichever is greater. The security deposit will be held in a separate, interest bearing account. Prior to move-out, the Assistant Property Manager will conduct an inspection with the tenant and any damage due to tenant’s abuse or neglect will be noted and then tenant will be informed that s/he will be billed for the repair of the damage. Within thirty days after the vacate date, the tenant will receive a statement describing the original security deposit, any interest earned and deductions for unpaid rent and/or the cost of repairs due to tenant abuse or neglect. Enclosed with the statement will be either a check for the balance of the security deposit or an invoice for the amount by which the damages exceed the security deposit. 
7. Visitors
Residents will have the right to have visitors for up to two weeks.
8. Accounting and Record keeping
WCRP will perform all the accounting functions on an accrual basis using integrated, computerized accounting software. Rent Rolls will be generated by the WCRP office personnel. Rents will be collected at the site management office and will be recorded and deposited by the Assistant Property Manager. Invoices will be entered by WCRP’s bookkeeper on the Yardi computerized accounting system and processed for payment by the WCRP office personnel. The following financial reports will be generated by WCRP’s central accounting department each month (See Exhibit B4for sample reports): 
· Rent Roll:  The rent roll is the master listing of all tenants by property, showing for each tenant all financial and status information, including outstanding receivables.  The rent roll will include actual rents, deposits, move-in date and total amount past due.  
· Aged Accounts Receivable Report:  All current billing amounts and prior receivables individually identified by date and billing code; Receipts and adjustments posted for each item resulting in an itemized ending balance due for each charge; A description of each billing charge, date of each payment transaction and balance due for each item;  At the end of each month, journal entries will be generated based on the month’s transactions and posted to the general ledger.
· Budget Operating Report:  The Budget Operating Report is a operating and financial analysis that compares the monthly and year-to-date performance of the property to the budget.  The Budget Operating Report will include:  Current and year-to-date comparisons of the actual amounts to budget for all income and expense accounts showing variances and Net Income (Loss).
The Budget Operating Report assists the Owner and management in reviewing the performance of the property compared to established goals. Specific abnormal conditions are highlighted by the detailed comparisons for each line on the chart of accounts.
· Balance Sheet: The Balance Sheet is a statement of the financial condition of the property as of the last day of each month. The Balance Sheet will include a detailed listing of the Asset, Liability and Net Worth accounts for the property.
· General Ledger:  The General Ledger is the document from which all other financial reports are generated. The General Ledger records the journal entries for each account on a monthly basis. The amount of each transaction and its distribution will be detailed on the report.
· Check Register:  The Check Register will provide a means for controlling, reconciling and referencing checks and reflects the amount of money dispersed by the property. The Check Register will include: Each check drawn for the project during the month in check number sequence; A total of all checks drawn against the property during the month; The name and number of the account to which the item was charged and the number and description of the invoice paid by the particular check.  At the end of each month, journal entries will be generated based on the month’s transactions and posted to the general ledger.
· Accounts Payable Report:  The Accounts Payable Report will list all unpaid invoices at the end of each month. This report will indicate the vendor name, date the invoice was entered on the system, invoice number and amount due. At the end of each month, journal entries will be generated based on the month’s transactions and posted to the general ledger.
· Property Management Monthly Report
The Property Management staff will identify variances between actual and budgeted amounts and will monthly review all significant deviations with the Assistant Property Manager. Financial Reports will be sent to the Owner by the 15th of each month that outline the preceding month’s financial activities.  A detailed budget will be completed annually and submitted to the Owner for approval.
9. Maintenance of Tenant Files
a. Tenant Occupancy Files
The tenant files will be maintained in multi-part folders (one separate file for each tenant) that will be organized as follows:
	Section 1
	Section 2
Filed in chronological order
	  Section3
  Filed in chronological  order
	 Section 4
Filed in chronological  order

	Application
	Initial Certification Documents
	General Correspondence
	Low Income Housing Tax Credit Documents

	Credit and Criminal History Check
	Final Recertification Documents
	Incident Reports
	

	Landlord References
	Documents from PHA and/or PHFA
	Legal Matters
	

	Lease
	Copy of "notations" from PHA and/or PHFA
	
	

	Riders to lease
	
	
	

	Emergency Information
	
	
	



b. Unit Files
One unit file will be maintained for each dwelling unit and one for each building, including common areas. Unit files will be maintained in perpetuity as on-going records of the maintenance activity for each unit and building. The following records will be kept in these files:
· Initial Inspection Forms
· All subsequent inspection forms
· All completed work orders
· Copies of any warranties related to furnishings and appliances in each unit

5. Resident Relations
a.  Supportive Services
WCRP will provide supportive services to tenants to assist them in working towards greater economic security.   The Supportive Services staff will work closely with the management company in addressing tenant issues such as poor housekeeping, rental delinquencies, etc.  WCRP will engage tenants in leadership development opportunities intended to build personal, and community resources. 
b.  Grievances and Disputes
Complaints and concerns from residents are dealt with promptly. Residents are instructed to address grievances directly to the Assistant Property Manager. If the issue cannot be resolved at that level, resident may direct their concerns to the Assistant Property Manager. Residents may also enlist WCRP Supportive Services staff if they are in need of assistance in addressing their concerns.  WCRP’s Property Management Committee may convene a Grievance Committee for a final resolution. 
Whether it is a noise complaint, a dispute over parking, unsatisfactory maintenance service by the staff or a contractor, reports of illegal activity, or any other matter that effects the quality of life for a resident, WCRP prides itself and is routinely commended on its ability to foster an atmosphere of fairness and diligence in resolving grievance and disputes.
D.    EFFECTIVE MAINTENANCE PROCEDURES
An important component of effective maintenance systems is the establishment of monitoring and record keeping systems and procedures which describe tasks to be performed and record their performance. To that end, the building files will contain:
· Warranty File: copies of all warranties received from general contractor/architect at the end of construction (roof, mechanical systems, appliances) and copies of subsequently received warrantees, filed by items (e.g., roof, stoves,, etc).
· Operations Manuals: copies of all operating and/or service manuals received at the end of construction or subsequently; filed by type of item.
· As-built Drawings: stored in a secure location; describe location and filed in the Building Files.
· Contracts: copies of all service/maintenance contracts, e.g. extermination and alarm systems, filed by type of contract.
· Bids: copies of current bids, rejected bids; filed by type of service (See Exhibit C1)
· Loss Control/Site Safety Inspection: Copies of all completed Site Safety Inspections.
· Building Work Orders: copies of all completed work orders for items not in living units; filed chronologically.
· Living Unit Inventory:  may be maintained on the computer and hard copied filed. 
· Maintenance Schedules: copies of blank schedules and all completed ones (Exhibit C2)
· Key Control and Valve Location Charts: copy of key control list and Value Location Chart. Valve Location Chart should be posted in area where valves are located.
· Unit Files: one for each living unit to contain all Unit Inspection Reports and all completed work orders; filed chronologically: not removed when a tenant moves out; becomes a history of the unit.
1. Unit Inspections
Prior to initial occupancy, the Assistant Property Manager, Assistant Property Manager and Maintenance Superintendent will inspect each building, including all living units and common spaces. Any defect in installation or operation will be reported to the general contractor/architect contact for correction. Inventories of all items will be prepared (Exhibit C2) and warranty and instruction files will be established for all mechanical equipment, roofs and any other applicable item. As-built drawings will be obtained from the architect/general contractor and filed in the project’s Building Files.
Unit inspections will be completed by the Assistant Property Manager and each tenant at the time of move-in. The inspection form will be signed and dated by the tenant and Assistant Property Manager indicating their acceptance of the unit and agreement as to the condition described on the Inspection Report. Each Inspection Report will be filed in the Unit File.
Prior to move-out an inspection will be performed by the Assistant Property Manager and the tenant, each of whom will sign and date the report. Any damage caused by the tenant, beyond normal wear and tear, will be noted and an invoice for the cost of repairs will be submitted to the tenant. Work orders will be prepared for the corrective work and completed work orders will be filed in the Unit File.
The Assistant Property Manager will prepare a turnover checklist or work order(s) to be used by the Maintenance Superintendent to prepare the unit for the next tenant. Once the unit is ready, the Assistant Property Manager will inspect the unit to assure that the unit is complete. The Assistant Property Manager will conduct a unit inspection with the new tenant; both parties will date and sign the Unit Inspection Report and it will be filed in the Unit File.
Each unit will be inspected annually on or about the anniversary of the move-in date. The Assistant Property Manager will inspect units in the first month of occupancy and report to the Assistant Property Manager any unit that will require frequent inspections in order to assure that the unit is maintained at an acceptable level. The Unit Inspection Report will be used to record the results of each inspection and a copy, signed and dated by the tenant and Assistant Property Manager, will be retained in the Unit File. Work orders will be prepared for any corrective work required and a copy of the completed work order filed in the Unit File. Tenants will be billed for any damage beyond normal wear and tear.
2. Schedule of Interior and Exterior Painting
Individual living units will be painted at turnover. A Unit Inventory List will be maintained and a schedule for repainting established based on the condition of the units and level or turnover. Common and public spaces (halls, community space, laundryrooms) will be painted as needed. 
Buildings exterior trim and door painting will be scheduled as required based on quarterly Site Safety Inspections.  This painting will probably be required at five year intervals.
3. Garbage Trash, and Snow Removal and Other Contract Services
Residents will store trash in tied plastic trash bags and move to trash to dumpster area on morning of trash pick-up.  The Maintenance Technicians will prepare the trash for removal by the City of Philadelphia and maintain the rubbish storage area in a clean and sanitary way.
Removal of snow and ice from steps and sidewalks will be performed by the Maintenance and Maintenance Technicians personnel.
A maintenance and service contract with a licensed contractor will be secured for fire detection systems and extermination for insects and rodents. No other on-going contracts are anticipated.
4. Cleaning Schedules
Public areas will be cleaned by the Maintenance Technicians. A schedule will be developed which assures that all areas are clean and well maintained.  The Senior Asset Manager will oversee the cleaning and make changes in the schedules as required.
5. Major Repairs
Repairs are the responsibility of the Senior Asset Manager who may delegate the responsibility of the Maintenance Superintendent. If the work is beyond his/her ability, an outside contractor will be contracted to perform the repair. For repairs in excess of $500 which are not included in the approved Operating Budget, the Assistant Property Manager’s approval will be required. Bids will be secured for repairs costing in excess of $1,000, except in the event of an emergency in which case the repair will be made immediately.
6. Grounds Upkeep
Maintenance personnel will be responsible for maintaining the grounds and for keeping walkways free of debris and in good repair.
7. Resident’s Reporting of Maintenance Repair Needs
Residents will be instructed to report immediately to the Assistant Property Manager any maintenance repair needs they observe, either in their living units or any public area. After normal working hours, emergencies may be called in to the answering service which will be responsible for directing the call to the appropriate staff person.
Instructions about this process will be given to each tenant as part of the move-in orientation and will be included in the Resident Handbook.
8. Maintenance Service Available at all Times 
The Maintenance Superintendent will be required to carry a beeper and be on call at all times. S/he will be contacted during the day by the Assistant Property Manager and after hours, in the event of an emergency, by the answering service. The Assistant Property Manager will make arrangements for the same level of service while the Maintenance Superintendent is on vacation or leave. 
9. Resident Charges for Repairs
Residents will be charged for repairs to their living units or common areas which are required due to the resident’s abuse or neglect, including severe housekeeping problems. During the move-in orientation, the Assistant Property Manager will explain to the resident his/her responsibility in caring for the living unit. This responsibility will also be addressed in the Tenant Handbook.
Damages caused by the resident’s abuse or neglect may be identified during the Unit Inspection or by the Maintenance Superintendent performing a work order. The Assistant Property Manager will determine when a repair is caused by the resident’s abuse or neglect and will inform the resident of his/her responsibilities to pay for the repair. In the first year of operations the charge will be determined by the actual cost of materials and supplies used, invoice (s) from outside contractors, and/or the cost of the Maintenance Superintendent’s time. In subsequent years, a "cost list" may be developed for the more routine repairs.
10. Ordering Equipment and Supplies
As described above, an Operating Budget will be prepared for the property. The Assistant Property Manager will be authorized to purchase items described in the budget, unless the cost differs from that listed in the budget. The Assistant Property Manager must approve purchase of any item not included in the budget or the cost of an item that differs from the budget.
11. Preventive Maintenance
Prior to initial occupancy, Preventive Maintenance Schedules will be prepared which assure that all systems are maintained appropriately (See Exhibit C3). The Maintenance Superintendent will be responsible for performing all tasks not assigned to an outside contractor. The Assistant Property Manager will review the completed schedules with the Assistant Property Manager and Maintenance Superintendent to assure that the tasks are performed as scheduled. The completed schedules will be filed in the Building Files.
In addition, the Assistant Property Manager and Maintenance Superintendent will conduct the quarterly Site Safety Inspections. Work orders will be completed for any item requiring correction. Copies of the completed work orders will be filed in the Building File. 

