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P& Statement:

To improve the lives of real estate investors

and residents through property management
solutions.
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Position Overview — Office Assistant AKA OA
The Office Assistant will report to the Vice President of Operations.

The OA will be the ‘Face of Grace Property Management’ for visitors to the office including but
not limited to residents, vendors, owner clients, or anyone looking to work with GM. The OA
shall conduct themselves in a friendly, helpful, and professional demeanor always. Whether
dealing with residents, owners, vendors, or other Grace Property Management team members a
high degree of customer service, empathy, and an overall friendly demeanor is necessary.

System Manual Overview:

The system shall run the business, and the team members shall run th
Systems are simply road maps or instructions that allow the Grace Ma
repeated and easily duplicated.

Property management done on a large scale is an e x byfliness with many moving
parts. In order for Grace Property Management to cessful, 1 e consistent.

The purpose of the system manual is to pro
and to ensure that each property, residegy own
treated the same. Also, to define HOW Gra e ocment will do property
management.

The System Manual will provide e with specific KRA’s (Key Result Areas) for
¢ of success for each KRA, so that each team

Team members shou heir specific system manual to determine the answer to a
question before bringi to the VP of Operations.

e system must be recognized as an exception to the system. While
m time to time, each exception is by nature inefficient, and should

improvement¢ are suggested, discussed and implemented.
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1- Open Office / Greet Office Visitors

Measure of Success: Greet each visitor immediately as they
enter the office and make eye contact.

1. The OA is the first person a visitor will see and therefore makes the first impression —
which is VERY important.

2. Each morning the OA shall open the office as follows:

a. Open the front blinds and ensure the window is clean and t ance is
inviting.

b. Unlock the back-file room main office door and dra (nsi eeded.

c. Unlock the front and back storage closets.

d. Turn on all office lights.

e. Ensure the front desk busineSNQgrd holder ly stocked with cards
for each team member and repadi@k as nee.de to keep it filled daily.

f. The thermostat s%u d res fljust thermostat settings to 72 at
open and change T0 65 at e Air-conditioning off at the end of
the day in the summ:

g. Unlock the mgin Je- entrance to the Yorkshire building. See

3. At the end o
Please note th
@asomplet

This

5.
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If a regfdent is paying rent:
a.

Confirm their payment has the property address written on it. If not, ask
them the property address and write it on the memo line and accept the
payment.

Do not offer a receipt but create one if they ask. To create a receipt, take a
photocopy of the check, date and sign the copy and give it to the resident.

If the resident wants to know their rent balance, look it up in Rentvine
(RV). Depending on the time of the month, the OA may need to look up if
the Director of Accounting (DA) is currently accepting payments,
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payment types accepted, confirming totals prior to accepting etc. If this is
needed, RV will show an alert when viewing that Leases page. Do not just
clear these alerts rather review them. Inquire with the DA if unsure on the

alert.

d. If they wish to discuss a balance due, they should speak with the

DA.

e. No cash is to be accepted. No two-party checks are to be accepted.
Acceptable payments are personal checks, money orders, cashier’s checks,
or paying through their tenant portal.

f. Once a payment has been received, IMMEDIATELY s he p nt
by placing it in the Administrative Accountant’s rent or if the
Administrative Accountant isn’t in the office.

6. If a solicitor enters the office, nicely & professionally 1 t this is a ‘no

soliciting building’.

7. If a non-resident (owner or other visgor) askg Rk Wi a Grace Management team
member, and that team member ha Ao fOrTRES gy have an appointment, ask the
visitor if they have an appointht. Ift  ligdly let them know that you will

check to see if they are available, geftheir e, and call the team member to inform
them they have a visitor. We str: our
accommodate as needed.

a. Offer the vigd@ga c er or coffee if they will be waiting.

SNOWI1N VST to a team member’s office, physically walk them
; &er allow a visitor to walk themselves to a team member's

If thdy are not able to make that submission for any reason, then the OA
buld submit the request through Rentvine on behalf of the resident.

Inform the resident that they should initiate future requests through their
tenant portal or call the maintenance phone line if they do not have
internet access.

9. If a visitor enters the office and asks to fill out a rental application:
a. Call the Director of Leasing (DL) and confirm the property is still
available.

b. If the DL is in the office, they will greet the individual and advise them
they can apply online. If they can’t do this this will give them an
application to fill out.
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c. If the DL is NOT in the office, the OA should advise the visitor they can
apply online or give the visitor an application and assist them in
completing & answer any questions.

d. Once the application is complete, review the application to be sure it is
filled out fully and completely.

e. Place the completed application and application fee in the
in-box of the DL

10.  If desired, lunch should be taken in coordination with a time that the R pr
front desk coverage.

a. When the OA goes to lunch, plug in the front dogeainse the

desk of the RSC.

b. If the RSC is not in the office, the front ut all to the LC or
whose position is upfront.

d. When you return@erball
the door ringer from gRe ou

11. We never want a visitor to
in the office becglise weghid 4
) away from the front desk to a place they will not be

&1 if someone enters the office (even if it is just for a

Name of the person leaving the package

Date and time, it was left

c. Person’s phone number

d. Property address pertaining to the info left

e. Which team member the info is for

f. Take the package and info to the appropriate GM team member. If they

aren’t there, please text them a package has arrived.
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13.  Ifa Yorkshire Plaza tenant enters the office, they should be referred to the Commercial
Property Manager if the OA is unable to assist.

a.

d.

The OA shall operate as a ‘pass-through’ for all commercial-related
questions or inquiries. The OA will however act as a team player and help
show all interested parties’ properties for rent regardless of if they are
residential or commercial if the appropriate team member is unavailable to
assist. This can be done via the OA’s computer as well as by handing them
a business card.

The RSC can assist with renewal questions for TCS & Wes
storage.

If the Commercial Property Manager is unavailableaand e Plaza

tenant is locked out, review the contact info for .

information can be found in RV. Ask the tenan aine and for
their ID. If the tenant isn’t the main cont [ egcall the main
contact to inform them that a tenant is reQestingjo be allowed into the
suite. If the contact approvegike a copy ant’s ID and walk them
to the suite to allow them in. If M&ble to get uch with the main
contact inform the tegant that t he@from them before allowing

them in.
®
Update the key log a n@of which property it pertained to

-t

and a date with your initigls®

c.
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2- Receive and distribute mail to office team members
Measure of Success: Distribute mail daily within 2 hours of

receipt.
1. Receive the mail from the mail person daily and open mail immediately.
a. Accept mail, UPS, Fed-X, etc., for Yorkshire Plaza tenants who may not
be present at the time of delivery.
b. If mail is received for a Yorkshire tenant, call the appropriate tenant, and
inform them we are holding a package for them.
2. As rent checks are received by mail it is important to remove those the galand
immediately place all payments in the rent inbox located on theg f
Administrative Accountant.
a. Do not remove any payments fro J rather place the
entire envelope (with the check sffll mside ® rent inbox of the
Administrative Acco
3. Distribute mail to each team memb

a. Email all Vendorﬁvoi
Billing@RentGraCe.com.

b. Give all resident

e all banking and any other confidential-looking material in the
sealed envelope when you give it to the VPO. These items will be in
race Property Management's name.

Leave all banking and any other confidential-looking material in the
sealed envelope for Mac Real Estate. Give these to Marc.

h. Give all HOA and loan bills to the Accounts Payable Coordinator (AP) for
them to process and pay after you have confirmed they need to be paid.

HOA new coupon booklets, to the Administrative Accountant.

1. Leave all return to-sender mail in sealed envelopes and give it to the
Administrative Accountant.

J- Give all Property Tax related documents & 1099 GM documents to Marc
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