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Maintaining a property is an essential part of property management. Property maintenance
involves taking proactive steps to prevent problems, fix any issues that arise, and keep the
property in good condition. Whether it's a residential property or a commercial one, regular
upkeep and repairs are necessary to ensure the safety, longevity, and overall value of the
property.

Safety is one of the most important reasons to maintain a property. Neglected or poorly
maintained properties can pose significant safety hazards to tenants, visitors, and workers.
Regular inspections and maintenance can identify and address potential safety hazards such as
loose railings, malfunctioning smoke detectors, or leaky gas lines. By addressing these issues
promptly, property managers can reduce the risk of accidents, injuries, and lawsuits.

In addition to safety concerns, regular maintenance can extend the lifespan of the property's
systems and equipment. HVAC systems, plumbing, electrical systems, and other building
components require regular maintenance to function correctly and last longer. By staying on top
of regular maintenance and repairs, property managers can avoid costly replacements and
prolong the lifespan of these expensive assets.

Timely maintenance can also prevent costly repairs down the line. Catching a small problem
early on and addressing it promptly can prevent it from turning into a more significant, more
expensive issue later on. For example, a small roof leak can be repaired quickly and
inexpensively, preventing water damage to the building's interior and avoiding the need for
costly structural repairs.

Finally, regular maintenance can make the property more appealing to potential buyers or
renters. A well-maintained property is more attractive to tenants and can command higher rents
or sale prices. It can also help reduce vacancy rates by improving tenant satisfaction and
retention.

Leveraging the skills of in-house technicians can provide several benefits for property
managers. In-house technicians are familiar with the property and its systems, so they can
quickly diagnose and address maintenance issues. They are also often more cost-effective than
hiring external contractors for every maintenance issue. Additionally, in-house technicians can
be trained to perform routine maintenance tasks, reducing the need for external contractors and
saving money in the long run.

This ebook is developed to help property managers understand the importance of property
maintenance and the benefits of leveraging the skills of in-house technicians. We have covered
various topics related to property maintenance, including the importance of regular upkeep and
repairs, the role of in-house technicians, and the benefits of timely maintenance.
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Our goal is to provide industry tips and best practices for managing property maintenance
in-house, including strategies for identifying potential issues, creating a comprehensive
maintenance plan, and managing in-house maintenance teams effectively.

We hope that this ebook will be a valuable resource for property managers looking to improve
their property maintenance processes, reduce costs, and ensure the safety and longevity of
their properties. By leveraging the skills of in-house technicians and following the tips and
strategies outlined in this ebook, property managers can stay on top of maintenance issues and
keep their properties in top condition for years to come.
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Chapter 1: The Importance of Property
Maintenance

The role of property maintenance in ensuring safety and longevity
Property maintenance is critical for ensuring the safety of tenants, visitors, and workers.
Neglected or poorly maintained properties can pose significant safety hazards, such as fire
risks, electrocution, and structural collapses. Regular inspections and maintenance can identify
and address potential safety hazards, preventing accidents, injuries, and lawsuits.

Regular maintenance can also extend the lifespan of the property's systems and equipment.
HVAC systems, plumbing, electrical systems, and other building components require regular
maintenance to function correctly and last longer. By staying on top of regular maintenance and
repairs, property owners can avoid costly replacements and prolong the lifespan of these
expensive assets.

Moreover, timely maintenance can prevent costly repairs down the line. Addressing a small
problem early on can prevent it from turning into a more significant, more expensive issue later
on. For example, a small roof leak can be repaired quickly and inexpensively, preventing water
damage to the building's interior and avoiding the need for costly structural repairs.

Real-Life Examples

A perfect example of how proper maintenance can prevent costly repairs is the collapse of the
Champlain Towers South in Surfside, Florida, in June 2021. The collapse occurred due to
structural failures that were likely caused by decades of water damage and structural issues that
were not adequately addressed. An engineering report released in 2018 highlighted the need for
significant structural repairs, but they were never completed. As a result, the building's collapse
cost the lives of 98 people, and the property owners now face lawsuits worth billions of dollars.

Another example is the Grenfell Tower fire in London, which killed 72 people in 2017. The fire
was caused by a faulty fridge freezer, but it spread quickly due to the building's cladding, which
was not fire-resistant. An inquiry into the fire found that several fire safety issues, including
inadequate fire doors and fire alarms, had not been adequately addressed by the building's
management. Proper maintenance and fire safety measures could have prevented the tragedy.
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The impact of deferred maintenance on property value
Deferred maintenance can have a significant impact on the value of a property. Property owners
and managers who neglect to address necessary repairs and upkeep may experience lower
property values, longer vacancy periods, and increased repair costs in the long run. In this
chapter, we will explore the impact of deferred maintenance on property value, real-life
examples, and the importance of regular maintenance.

What is Deferred Maintenance?

Deferred maintenance is a term used to describe the practice of postponing necessary repairs
or maintenance on a property. This can include anything from fixing leaky faucets to repairing
damaged roofs or HVAC systems. Often, property owners and managers may postpone
maintenance to save money in the short term, but this can lead to more significant issues and
higher costs down the line.

The Impact of Deferred Maintenance on Property Value

Deferred maintenance can have a significant impact on the value of a property. A property that
has been neglected and has several maintenance issues will not be as appealing to potential
buyers or renters. The more significant the deferred maintenance, the more challenging it is to
sell or lease the property. In some cases, buyers or renters may demand a lower price or rent
due to the condition of the property.

According to a report by the National Institute of Building Sciences (NIBS), deferred
maintenance can reduce a property's value by up to 10% per year. For example, a property that
is worth $1 million could lose up to $100,000 in value each year if necessary maintenance is not
performed. Over time, this can result in a significant loss of value for the property.

Real-Life Examples

One example of the impact of deferred maintenance on property value is the case of the
Milwaukee County Courthouse in Wisconsin. The courthouse had significant deferred
maintenance issues, including leaking roofs and outdated HVAC systems. The county delayed
repairs for several years due to budget constraints, but this led to more significant issues and
higher repair costs down the line.

In 2011, the Milwaukee County Courthouse was appraised at $46 million, but due to the
deferred maintenance issues, it was eventually sold for only $28.5 million in 2017. The deferred
maintenance issues had reduced the property's value by over $17 million.

Another example is the historic Adams Morgan Hotel in Washington, D.C. The hotel had
significant deferred maintenance issues, including leaking roofs, mold, and outdated plumbing
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and electrical systems. The hotel's owner delayed repairs for several years, leading to higher
costs and reduced property value.

When the hotel was finally put on the market, potential buyers were hesitant to purchase the
property due to the significant deferred maintenance issues. The owner eventually sold the
property for $6.5 million, a fraction of the $50 million it was worth before the deferred
maintenance issues became a problem.

Importance of Regular Maintenance

Regular maintenance is essential to ensure that a property retains its value over time. By
staying on top of necessary repairs and upkeep, property owners and managers can prevent
more significant issues from developing and reduce repair costs in the long run. Additionally,
regular maintenance can improve the safety and comfort of the property for tenants and visitors.

It's crucial to create a comprehensive maintenance plan that includes regular inspections and
necessary repairs. Property owners and managers should prioritize necessary repairs and
allocate resources accordingly to prevent deferred maintenance issues from developing.

The benefits of regular inspections and preventative maintenance

Regular inspections and preventative maintenance are crucial components of effective property
management. Whether it's a residential or commercial property, regular upkeep and repairs can
help prevent costly repairs down the line, ensure the safety of occupants, and prolong the
lifespan of the property. In this chapter, we'll explore the benefits of regular inspections and
preventative maintenance, backed up by real-life examples and citations.

Reduced Repair Costs

One of the primary benefits of regular inspections and preventative maintenance is the
reduction in repair costs. Small issues can quickly escalate into major problems if left
unchecked, resulting in more costly repairs in the long run. By identifying and addressing
problems early on, property managers can avoid the need for more extensive repairs and save
money over time. For example, a small leak in a roof can be quickly repaired, preventing water
damage to the building's interior and avoiding the need for costly structural repairs.

Improved Safety

Regular inspections and preventative maintenance can help ensure the safety of occupants by
identifying and addressing potential safety hazards. For example, malfunctioning smoke
detectors, loose railings, or leaky gas lines can pose significant safety hazards to tenants,
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visitors, and workers. By conducting regular inspections and addressing these issues promptly,
property managers can reduce the risk of accidents, injuries, and lawsuits.

Prolonged Lifespan of Building Components

Building components such as HVAC systems, plumbing, and electrical systems require regular
maintenance to function correctly and last longer. By staying on top of regular maintenance and
repairs, property managers can avoid costly replacements and prolong the lifespan of these
expensive assets. For example, regular cleaning and maintenance of HVAC systems can help
them operate more efficiently, reducing energy costs and extending their lifespan.

Improved Tenant Satisfaction

Regular inspections and preventative maintenance can also improve tenant satisfaction by
ensuring that the property is well-maintained and in good condition. A well-maintained property
is more attractive to tenants and can command higher rents or sale prices. It can also help
reduce vacancy rates by improving tenant satisfaction and retention.

Real-Life Examples

Let's take a look at some real-life examples of the benefits of regular inspections and
preventative maintenance.

Fire Safety Inspections

In 2018, a fire broke out in a residential building in New York City, resulting in the deaths of 13
people. The fire was caused by a malfunctioning electrical outlet that ignited a pile of
combustible materials. A subsequent investigation revealed that the building had not undergone
a fire safety inspection in over a decade, and several safety violations were found. Regular fire
safety inspections could have identified and addressed these safety violations, potentially
preventing the tragic loss of life.

HVAC Maintenance

A study conducted by the National Institute of Standards and Technology (NIST) found that
regular maintenance and cleaning of HVAC systems can improve their efficiency by up to 30%,
reducing energy costs and prolonging the lifespan of the systems. The study also found that
HVAC systems that were not regularly maintained had significantly higher failure rates.

Roof Inspections
In 2013, a building collapse in Philadelphia was caused by a roof collapse that was the result of
years of neglect and deferred maintenance. The building's roof had not been inspected or
maintained in over a decade, resulting in significant structural damage that ultimately led to the
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collapse. Regular roof inspections and maintenance could have identified and addressed these
issues before they became catastrophic.

Chapter 2: In-House Technicians

The advantages of having skilled in-house technicians for
property maintenance

One way property managers can stay on top of maintenance issues is by leveraging the skills of
in-house technicians. In-house technicians are employees who are trained and equipped to
perform maintenance and repair tasks within the property. There are several advantages to
having skilled in-house technicians for property maintenance.

Faster Response Times

One of the most significant benefits of having in-house technicians is faster response times.
When a maintenance issue arises, in-house technicians can quickly assess the situation,
diagnose the problem, and take the necessary steps to resolve it. This can reduce downtime for
tenants, prevent further damage, and ultimately save money in the long run.

For example, a property manager in Florida had a problem with the HVAC system in one of their
rental units. The in-house technician on duty was able to diagnose and repair the issue within a
matter of hours, ensuring the tenant was not without heat for an extended period.

Cost Savings

In addition to faster response times, in-house technicians can also lead to cost savings. External
contractors can be expensive, and hiring them for every maintenance issue can quickly add up.
By having skilled in-house technicians on staff, property managers can reduce the need for
external contractors and save money in the long run.

For example, a property manager in New York City found that by using in-house technicians for
routine maintenance tasks like changing light bulbs and air filters, they were able to save an
estimated $10,000 per year in contractor fees.

Increased Knowledge of Property Systems
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In-house technicians are often more familiar with the property's systems and equipment than
external contractors. This familiarity allows them to quickly diagnose and address maintenance
issues, reducing downtime and ensuring the problem is resolved correctly the first time.

For example, a property manager in Texas had a problem with the plumbing in one of their
rental units. The in-house technician was able to identify the issue as a clogged pipe and quickly
resolve it, preventing further damage to the property.

Improved Tenant Satisfaction

Regular maintenance is critical to ensuring tenant satisfaction. By keeping the property in good
condition, property managers can reduce tenant complaints and improve retention rates.
In-house technicians can quickly address maintenance issues, reducing tenant downtime and
improving their overall satisfaction with the property.

For example, a property manager in California had a problem with the water heater in one of
their rental units. The in-house technician was able to diagnose and repair the issue within a
matter of hours, ensuring the tenant was not without hot water for an extended period. The
tenant was grateful for the fast response and ultimately renewed their lease.

The importance of ongoing training and professional development
for in-house technicians

As the world becomes more reliant on technology, there is a growing need for skilled
professionals who can maintain, repair, and troubleshoot complex equipment and systems.
In-house technicians play a vital role in ensuring that businesses run smoothly by keeping their
equipment and systems functioning at peak performance. However, technology is constantly
evolving, and new challenges arise every day, making it essential for technicians to stay
up-to-date with the latest training and professional development opportunities.

In-house technicians who receive ongoing training and professional development have a
significant advantage over their peers who do not. Ongoing training helps technicians stay
up-to-date with the latest technology, tools, and techniques, allowing them to diagnose and fix
problems more efficiently. This, in turn, leads to reduced downtime and higher productivity for
the business.

Moreover, training and professional development programs can help technicians broaden their
skill sets and specialize in specific areas of expertise, such as HVAC systems or electrical
systems. This specialization can help businesses achieve their objectives by reducing costs,
increasing efficiency, and improving safety.
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Real-life examples highlight the importance of ongoing training and professional development
for in-house technicians. For instance, in 2015, a series of explosions occurred in New York
City, resulting in several injuries and millions of dollars in property damage. The cause of the
explosion was traced to an illegal gas line installation by an unlicensed contractor. Proper
training and professional development for the technicians involved in this project could have
prevented this catastrophic event.

Another example is the 2018 Southwest Airlines incident, where a faulty engine caused a
mid-air explosion, resulting in the death of one passenger. Investigations revealed that the
incident could have been prevented if the in-house technicians had received proper training on
how to inspect and maintain the engine.

SkillCat is a leading provider of online training and professional development for in-house
technicians. Their training programs utilize 3D simulation technology, allowing technicians at all
levels to learn and practice complex tasks in a virtual environment. This immersive training
experience helps technicians develop practical skills that they can apply in real-world scenarios.

In addition, SkillCat offers career paths that help technicians stay focused on business
objectives. These career paths provide clear guidelines for advancement and specialization,
enabling technicians to develop their skills and expertise while contributing to the success of the
business.

SkillCat's on-the-go training is accessible through their mobile app, allowing technicians to learn
at their own pace and convenience. This flexibility enables technicians to fit training into their
busy schedules, ensuring that they stay up-to-date with the latest industry developments.

Finally, SkillCat's comprehensive evaluation technique combines theoretical and practical
exams, ensuring that technicians have a thorough understanding of the material and can apply
their knowledge in real-world scenarios. This evaluation technique provides businesses with the
confidence that their in-house technicians have the necessary skills and knowledge to maintain
and repair their equipment and systems.

The challenges of staffing and managing in-house maintenance
teams

Maintaining a property is an essential aspect of property management, and in-house
maintenance teams play a crucial role in ensuring that properties are well-maintained and
functioning correctly. However, staffing and managing in-house maintenance teams can present
several challenges that property managers must navigate to ensure their success. In this
chapter post, we will explore the challenges of staffing and managing in-house maintenance
teams and how Skillcat can help property managers overcome these challenges.
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One of the significant challenges of staffing and managing in-house maintenance teams is
finding and hiring qualified candidates. Skilled maintenance technicians are in high demand,
and it can be challenging to attract and retain top talent. Property managers must also ensure
that their in-house maintenance teams have the necessary skills and knowledge to perform the
required maintenance tasks.

Another challenge is managing the workload and ensuring that maintenance tasks are
completed promptly and efficiently. Property managers must balance competing priorities, such
as responding to emergencies and performing routine maintenance tasks, to ensure that the
property remains in good condition.

Finally, managing in-house maintenance teams requires ongoing training and development to
ensure that technicians stay up to date with the latest maintenance techniques and equipment.
Property managers must also ensure that their in-house maintenance teams comply with safety
regulations and other industry standards.

Despite these challenges, there are several ways that property managers can overcome them
and successfully manage in-house maintenance teams. One solution is to leverage technology
and online training platforms, such as Skillcat, to evaluate new hires and provide ongoing
training and development opportunities.

Skillcat is an online training platform that allows property managers to evaluate new hires by
assigning tasks and evaluating their performance. This platform can help property managers
identify qualified candidates with the necessary skills and knowledge to perform maintenance
tasks effectively.

Additionally, Skillcat provides both practical and theoretical knowledge testing, allowing property
managers to evaluate a candidate's knowledge of maintenance techniques and safety
regulations. This evaluation can help ensure that in-house maintenance teams comply with
industry standards and safety regulations.

Finally, Skillcat's real-time dashboard provides an easy way for property managers to evaluate
the performance of their in-house maintenance teams. Property managers can use this
dashboard to monitor progress, identify areas of improvement, and provide ongoing training and
development opportunities.

Chapter 3: Leveraging the Skills of In-House
Technicians
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The benefits of having in-house technicians address maintenance
issues

The benefits of having in-house technicians address maintenance issues include:

Cost Savings

One of the primary benefits of having in-house technicians address maintenance issues is cost
savings. External contractors can be expensive, and the cost of hiring them can quickly add up
over time. In contrast, in-house technicians are already on the payroll, and their services are
included in the company's operating budget. By leveraging the skills of in-house technicians,
property managers can save money on labor costs, equipment rental, and transportation costs.

For example, the University of Nebraska-Lincoln (UNL) implemented an in-house maintenance
program for their campus facilities, resulting in significant cost savings. According to a case
study by the International Facility Management Association (IFMA), the UNL saved $850,000 in
maintenance costs in the first year of the program alone. By hiring their own maintenance staff,
the university was able to reduce the cost of external contractors by 30%.

Quick Response Time

When maintenance issues arise, it's essential to address them as quickly as possible to prevent
further damage and ensure tenant safety. In-house technicians are typically more readily
available than external contractors and can respond to maintenance issues quickly. Since they
are already on site, they can often address the problem within minutes or hours, rather than
days.

For example, the University of Wisconsin-Madison implemented an in-house maintenance
program for their campus facilities, resulting in significantly faster response times. According to
a case study by FacilitiesNet, the university was able to reduce the average response time for
maintenance requests from 7.5 days to less than one day after implementing their in-house
program.

Familiarity with the Property

In-house technicians are familiar with the property and its systems, which allows them to quickly
diagnose and address maintenance issues. They have a deep understanding of the building's
layout, systems, and equipment, which can help them identify problems more quickly and
efficiently.
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For example, the City of Boulder, Colorado, implemented an in-house maintenance program for
their facilities, resulting in improved knowledge of their buildings' systems. According to a case
study by the IFMA, the city's in-house technicians were able to identify and address HVAC
issues more quickly and effectively than external contractors, resulting in improved building
comfort and energy efficiency.

Employee Satisfaction

Implementing an in-house maintenance program can also boost employee satisfaction.
In-house technicians are more likely to feel invested in the property's success since they are
part of the organization. This sense of ownership can lead to greater job satisfaction and
motivation to provide quality work.

For example, the Virginia Beach City Public Schools implemented an in-house maintenance
program for their facilities, resulting in increased employee satisfaction. According to a case
study by FacilitiesNet, the program allowed the maintenance staff to take pride in their work and
feel more invested in the success of the school district.

The importance of prioritizing and addressing maintenance issues
in a timely manner
Regular maintenance is necessary to keep a property functioning efficiently and safely. Property
maintenance involves taking proactive steps to prevent problems and fixing any issues that
arise promptly. Addressing maintenance issues in a timely manner can help reduce the risk of
accidents, injuries, and lawsuits. Neglected or poorly maintained properties can pose significant
safety hazards to tenants, visitors, and workers. Timely maintenance can identify and address
potential safety hazards such as loose railings, malfunctioning smoke detectors, or leaky gas
lines, reducing the risk of accidents, injuries, and lawsuits.

Regular maintenance can also extend the lifespan of a property's systems and equipment.
HVAC systems, plumbing, electrical systems, and other building components require regular
maintenance to function correctly and last longer. By staying on top of regular maintenance and
repairs, property managers can avoid costly replacements and prolong the lifespan of these
expensive assets.

In addition to safety concerns, timely maintenance can prevent costly repairs down the line.
Catching a small problem early on and addressing it promptly can prevent it from turning into a
more significant, more expensive issue later on. For example, a small roof leak can be repaired
quickly and inexpensively, preventing water damage to the building's interior and avoiding the
need for costly structural repairs.

Real-Life Examples of Neglected Property Maintenance
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The consequences of neglecting property maintenance can be severe, as evidenced by these
real-life examples:

Example 1: In 2013, a gas explosion occurred in East Harlem, New York City, due to a gas leak
caused by a corroded pipe. The explosion killed eight people, injured dozens, and destroyed
two buildings. The National Transportation Safety Board (NTSB) investigation found that the
property owner had failed to maintain the building's gas lines properly, resulting in the gas leak
that caused the explosion.

Example 2: In 2016, a fire broke out at Grenfell Tower, a 24-story residential tower block in
London, UK. The fire killed 72 people and injured many more. The public inquiry into the
Grenfell Tower fire found that the building had a defective cladding system, inadequate fire
safety measures, and a lack of proper maintenance. The inquiry found that the property owner
and building management company had neglected the building's maintenance, resulting in the
tragic fire.

These examples highlight the severe consequences of neglecting property maintenance. In both
cases, the property owners and management companies failed to prioritize and address
maintenance issues in a timely manner, resulting in tragic consequences.

The benefits of having a comprehensive maintenance plan
A comprehensive property maintenance plan can help property managers to stay on top of
maintenance tasks and prevent costly repairs down the line. In this chapter, we will explore the
benefits of having a comprehensive property maintenance plan and provide real-life examples
of how property managers have implemented such plans.

Preventive Maintenance

One of the primary benefits of having a comprehensive property maintenance plan is that it
allows property managers to take a proactive approach to maintenance. By conducting regular
inspections and addressing issues as soon as they arise, property managers can prevent small
problems from turning into larger, more costly issues. For example, a small leak in a roof can be
easily repaired if caught early, but if left unaddressed, it can cause extensive damage to the
building's structure and require costly repairs.

Real-Life Example: The City of Denver's Department of Public Works implemented a
comprehensive preventive maintenance program for its fleet of vehicles. By conducting regular
inspections and addressing issues promptly, they were able to reduce vehicle breakdowns by
30% and save over $500,000 in repair costs annually.

Cost Savings
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Implementing a comprehensive property maintenance plan can help property managers to save
money in the long run. By addressing issues promptly and conducting regular maintenance,
property managers can extend the lifespan of the property's systems and equipment, reducing
the need for costly replacements. Additionally, having an in-house maintenance team can be
more cost-effective than hiring external contractors for every maintenance issue.

Real-Life Example: The Hotel del Coronado in San Diego, California, implemented a
comprehensive maintenance plan that included regular inspections of its HVAC systems,
plumbing, and electrical systems. By catching and addressing issues early, they were able to
reduce repair costs by over 50%.

Improved Safety

Safety is one of the most important reasons to have a comprehensive property maintenance
plan. Neglected or poorly maintained properties can pose significant safety hazards to tenants,
visitors, and workers. By conducting regular inspections and addressing potential safety
hazards promptly, property managers can reduce the risk of accidents, injuries, and lawsuits.

Real-Life Example: The University of Michigan implemented a comprehensive maintenance
program for its residence halls. By conducting regular inspections and addressing potential
safety hazards promptly, they were able to reduce accidents and injuries by over 40%.

Higher Property Value

A well-maintained property is more attractive to potential buyers or renters and can command
higher rents or sale prices. By staying on top of maintenance tasks and keeping the property in
good condition, property managers can improve tenant satisfaction and retention, reduce
vacancy rates, and increase the property's overall value.

Real-Life Example: The owners of a rental property in Chicago implemented a comprehensive
maintenance plan that included regular landscaping, HVAC system maintenance, and paint
touch-ups. By keeping the property in top condition, they were able to increase the property's
value by over 20%.

Compliance with Regulations and Standards
A comprehensive property maintenance plan ensures that the property is in compliance with
regulations and standards set forth by local, state, and federal authorities. Non-compliance can
result in fines and legal issues, and it can also pose safety hazards to tenants and visitors.

Real-Life Example: A property management company in California was fined $50,000 for
violating safety regulations after a fire broke out in one of their properties. They failed to conduct
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regular inspections and maintenance on the property's fire alarms and sprinkler systems,
resulting in non-compliance with safety regulations.

Increased Energy Efficiency
Regular maintenance and upkeep of a property's systems and equipment can also improve
energy efficiency. Properly maintained HVAC systems, lighting fixtures, and insulation can help
to reduce energy consumption and lower utility costs.

Real-Life Example: The University of California, Los Angeles implemented a comprehensive
energy efficiency program that included regular maintenance of HVAC systems, lighting fixtures,
and building insulation. By reducing energy consumption, they were able to save over $3 million
in annual utility costs.

Better Tenant Satisfaction and Retention
A well-maintained property can improve tenant satisfaction and retention. Tenants are more
likely to renew their leases and recommend the property to others if they are satisfied with the
property's condition and maintenance.

Real-Life Example: A property management company in New York implemented a
comprehensive maintenance program that included regular cleaning of common areas, timely
repairs of maintenance issues, and upgrades to amenities. As a result, they saw an increase in
tenant satisfaction and retention rates, reducing vacancy rates and increasing revenue.

Chapter 4: External Expertise

The situations where external expertise may be necessary to
address maintenance issues

As a property manager, it can be tempting to rely solely on in-house maintenance teams to
address all maintenance issues that arise. However, there are situations where external
expertise may be necessary to address maintenance issues. In this chapter post, we will
explore some of these situations, provide real-life examples, and link to citations for further
reading.

Complex or specialized equipment repairs

In some cases, the equipment used in a property may require specialized knowledge or
equipment to repair. For example, if a commercial property has a complex HVAC system, it may
require a specialized technician with the necessary expertise and tools to address any issues
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that arise. Attempting to repair complex or specialized equipment without the necessary
expertise can lead to further damage and more costly repairs down the line.

Real-life example: In 2019, a fire broke out in the ductwork of a commercial building in
downtown Chicago, causing significant damage. The building's HVAC system was complex and
required specialized knowledge and equipment to repair, so the property management team
brought in an external HVAC contractor to address the issue.

Legal compliance issues

Property managers have a responsibility to ensure that their properties comply with local, state,
and federal laws and regulations. In some cases, addressing legal compliance issues may
require external expertise. For example, if a property has an issue with lead-based paint, it may
require an external contractor with specialized training and equipment to address the issue
safely and effectively.

Real-life example: In 2017, a property management company in New York was fined $25,000 for
failing to address lead-based paint hazards in one of its properties. The company had attempted
to address the issue in-house, but their efforts were insufficient, and they were required to bring
in external experts to address the issue.

Emergencies and natural disasters

In the event of an emergency or natural disaster, external expertise may be necessary to
address any damage and ensure that the property is safe for tenants and visitors. For example,
if a property experiences flooding, it may require the assistance of an external water damage
restoration company to address the issue and prevent further damage.

Real-life example: In 2018, Hurricane Florence caused significant damage to a property
management company's portfolio of rental properties in North Carolina. The company brought in
external experts to address the damage caused by the hurricane and ensure that the properties
were safe for tenants to return to.

Budget constraints

In some cases, it may be more cost-effective to bring in external experts than to invest in
expensive equipment or training for in-house maintenance teams. For example, if a property
has a unique maintenance issue that requires a specialized tool, it may be more cost-effective to
bring in an external contractor with the necessary tool than to invest in the tool itself.
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Real-life example: In 2020, a property management company in California brought in an
external contractor to address a complex roofing issue that required a specialized tool. The cost
of the tool was significantly higher than the cost of bringing in the contractor, so the property
management team opted to hire the external contractor.

The challenges of managing external contractors and ensuring
quality work

Managing external contractors can be a daunting task for property managers. From finding the
right contractor to ensuring quality work, there are several challenges associated with
outsourcing property maintenance. In this chapter post, we'll explore the challenges of
managing external contractors in property management and provide real-life examples of how
these challenges can impact property managers and their tenants.

Challenge #1: Finding the Right Contractor

One of the most significant challenges of managing external contractors is finding the right one
for the job. Property managers must spend time researching and interviewing potential
contractors to ensure they have the necessary skills, experience, and qualifications to complete
the job correctly. This process can be time-consuming and may require several rounds of
interviews and proposals before a contractor is selected.

For example, in 2019, the management of a commercial building in New York City needed to
repair a leaking roof. They received multiple proposals from external contractors but struggled to
find one that could complete the job within their budget and timeline. After weeks of searching,
they finally found a reputable contractor, but the delay in repairs caused water damage to
several floors of the building, resulting in costly repairs and tenant complaints.

Challenge #2: Ensuring Quality Work

Once a contractor is selected, property managers must ensure that they perform quality work.
This can be challenging, as property managers may not have the necessary expertise to assess
the quality of the work performed by the contractor.

For example, a property management company in Los Angeles hired an external contractor to
install new windows in a residential building. The contractor completed the job on time and
within budget, but several windows leaked during a rainstorm. The property manager had to hire
another contractor to fix the leaks, resulting in additional costs and tenant dissatisfaction.

Challenge #3: Managing Costs
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Outsourcing property maintenance can be expensive, and managing costs can be a challenge
for property managers. Contractors may charge high fees for their services, and unexpected
expenses may arise during the course of the project.

For example, a property management company in Miami hired an external contractor to repair a
damaged elevator. The contractor provided an initial estimate, but once the project began, they
discovered additional issues that needed to be addressed, resulting in an increase in the
project's overall cost.

Challenge #4: Communication and Coordination

Effective communication and coordination between the property manager and the contractor are
essential for successful outsourced property maintenance. However, miscommunication or lack
of coordination can lead to delays and cost overruns.

For example, a property management company in Chicago hired an external contractor to repair
a boiler in a commercial building. The contractor scheduled the repair for a day when the
building was closed, but failed to notify the property manager that they needed access to the
building's electrical system. The property manager was not available to provide access, and the
repair was delayed by several days, resulting in tenant complaints and lost revenue.

How to Address These Challenges

To address these challenges, property managers can take several steps to ensure successful
outsourced property maintenance. These include:

● Conducting thorough research and due diligence when selecting a contractor.
● Clearly defining the scope of work and expectations in a written contract.
● Monitoring the progress of the project and regularly communicating with the contractor.
● Establishing a contingency plan for unexpected expenses or delays.
● Developing a good working relationship with the contractor and providing feedback on

their performance.

Chapter 5: Conclusion

In conclusion, leveraging the skills of in-house technicians should be the first go-to strategy for
property managers looking to maintain their properties effectively. In-house technicians are
familiar with the property's systems, can quickly address maintenance issues, and can save
time and money by performing routine maintenance tasks. By utilizing their expertise, property
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managers can prevent more significant issues from arising, increase the property's value, and
avoid costly repairs.

This ebook has provided valuable insights into the importance of property maintenance and the
benefits of using in-house technicians to address maintenance issues. It has also highlighted
situations where external expertise may be necessary and provided guidance on effectively
managing external contractors.

We hope that this book has helped you understand how you can leverage the skills of in-house
technicians to maintain your properties effectively, save money, and provide value to your
tenants or clients. By following the industry tips outlined in this book, you can ensure that your
properties are well-maintained, safe, and continue to provide value for years to come.
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