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STANDARD PRACTICE MANUAL — CORPORATE OPERATIONS
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STANDARD PRACTICE MANUAL — PROPERTY/PORTFOLIO OPERATIONS
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PROPERTY/PORTFOLIO POLICIES

Building Maintenance

e Asphalt and Concrete System Maintenance

e Central Plant and Service Area Maintenance
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e Elevators and Escalator System Maintenance
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e HVAC System Maintenance
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o Reactive
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o Plumbing System Maintenance
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e Budgets & Business Plans
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Construction
o Architects/Engineers
e Bidding
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e Building-Specific Construction Rules
o Certificates of Occupancy
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e Construction Inspections
e Contracting
e General Contractor Qualifications
e Lien Waivers
e Major Capital Renovation Guidelines
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e Permits
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e Project Management Best Practices
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e Sustainable Construction Practices
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Bio-hazardous Materials
Bomb Threats

Civil Disturbances
Crime

Earthquakes

Elevator Entrapments
Explosions

Fires

Flooding

Hazardous Materials
Hurricanes

Medical Emergencies
Other Severe Weather
Snow/Ice

Spill Containment
Terrorism
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o Tornados
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e Evacuation Plan
o Evacuating Disabled Occupants
o Floor Wardens
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o Partial Building Evacuation
e Stakeholder Emergency Manuals

Utility and Power Management:
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CFC- and HCFC-containing Refrigerants
Indoor Air Quality (IAQ)

Fire & Life/Safety Systems

Emergency Generator Maintenance and Testing
Fire Alarm System
Fire and Smoke Doors
Fire Corridors
Fire Dampers
Fire Partitions, Fire Stops, and Demising Walls Installation and Maintenance
Private Fire Hydrant Maintenance and Testing
Sprinkler and Suppression System
o Fire Pumps
o Standpipe System

Lease Administration

Assignments and Subleases
Collections

Commencement Letters

Early Lease Termination

Lease Abstracts

Lease Defaults

Lease Expiration Tracking and Notifications
Lease Files

Lease Renewals and Extensions
Leasing Commissions

Operating Expense Recoveries
Security Deposits/Letters of Credit
Tenant Move In Procedures
Tenant Move Out Procedures

Management Office Operations

Petty Cash

Property Inspections and Audits

Property Management Agreement and Abstract
Property Management Office Administration
Property Taxes

Property Website

Real Estate Licenses

Tenant Contacts
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Tenant Handbooks
Work Order System

Marketing and Leasing

Marketing Strategy
Media and Public Relations

Property Accounting and Reporting

Accounts Payable
Accounts Receivable
Bank Accounts
Capital Expenses
Chart of Accounts
Internal Controls
Monthly Reporting

Property Operations

Access Control Management

BOMA 360 Performance Program
BOMA BEST Program

Engineering Uniforms

Inventory Management

Landscaping

Licenses and Permits

Loading Dock and Delivery Procedures
Snow Removal

Sustainability Practices

Tree Risk Management Program
Waste Management and Recycling Programs

Sustainability and Environmental Compliance

Commissioning, Retro-Commissioning, and Continuous Commissioning
Energy Audits and Benchmarking (separate from ENERGY STAR)

Energy Management & Efficiency

EnergyStar® Benchmarking

Environmental Impact Assessments

Green Building Certifications

Renewable Energy Initiatives

Waste Management and Recycling Programs

Water Conservation Practices
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Security

Front Desk/Lobby Desk Procedures
Hiring Armed v. Unarmed Security Guards
Incident Reporting by Security

Post Scheduling

Security Guard Post Orders

Security Procedures

Security Video Monitoring

Technology and Innovation (PropTech)

Building Automation Systems (BAS) and Energy Management Systems (EMS)

Internet of Things (loT) for Building Management
PropTech Implementation Guidelines

Smart Building Technology Maintenance

Smart Building Technology Management

Tenant Experience, Tenant Relations & Tenant Retention

Corporate Tenant Relations

Diversity, Equity, and Inclusion (DEI) in Tenant Services
o Inclusive Tenant Engagement Practices

Quiet Zones and Meeting Space Optimization

Tenant Amenities and Management

Tenant Communications

Tenant Council

Tenant Experience

Tenant Portals and Digital Services:

Tenant Retention Strategies

Tenant Satisfaction Surveys

Workspace Customization Policies
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SAFETY MANUAL

Copyright and Indemnification/Liability Disclaimer

Safety and OSHA Compliance
e Accident and Incident Reporting
e Compliance Measurements
e Emergency Procedures
e Regulatory Compliance
e Regulatory Programs
o ANSI/IWCA1-14 Compliance

Medical and First Aid
Personal Powered Platforms
Personal Protection Equipment (PPE)

o Arc Flash & Electrical Safety
o Bloodborne Pathogens (BBP)
o Confined Spaces

o ExitRoutes

o Fall Protection

o Fire Safety

o Hazardous Communications (HAZCOM)
o Hazardous Waste Disposal
o HotWork and Fire Protection
o Ladder Safety

o Lifting and Carrying

o Lock Out/Tag Out (LOTO)

o

o

o)

o)

Respiratory Protection
o Walking and Working Surfaces

e ReturntoWork

e Safety
o Compliance/Site-Specific Compliance
o General Safety Procedures

e Safety Orientation

e Safety Training for Employees
o OSHA 10-Hour Course for General Industry
o Training Matrix by Position

o Workplace Postings
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Copyright and Indemnification/Liability Disclaimer

e Introduction

o

@)
@)
(@)

Importance of Tenant and Employee Preparedness

Overview of Emergency Procedures

Purpose of the Tenant Emergency Manual

Role of Tenants, Employees, and the Company During Emergencies

e Active Shooter/Workplace Violence Procedures

O

O O O O

Contacting Emergency Services

Coordination with Law Enforcement

Immediate Actions to Take (Run, Hide, Fight)
Recognizing an Active Shooter or Violent Incident
Securing Work Areas

e Bomb Threat Procedures

O O O O

Evacuation Procedures for Bomb Threats
Recognizing and Responding to a Bomb Threat
Reporting the Threat to Authorities

Returning to the Building After a Bomb Threat
Search Procedures (If Applicable)

e Emergency Contacts

(@)

(@)

O

List of Key Emergency Contacts (Property Manager, Security, Maintenance)
Local Emergency Services Contacts (Fire, Police, Medical)
Tenant Emergency Contacts (Internal Tenant Teams)

e Emergency Drills and Training

(@)

O
O
(@)

Emergency Response Training for Employees
Evacuation Drill Schedules and Tenant Participation
Reporting Participation and Feedback from Drills
Tenant Emergency Coordinator Training

e Emergency Notification Systems

O

@)
@)
@)

Alarm Systems and Announcements

Overview of the Building’s Emergency Notification Systems
Tenant Communication Channels

Testing and Maintaining the Notification System
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e Emergency Preparedness Tips for Tenants
o Emergency Resources and Information
o How to Prepare Your Office Space for Emergencies
o Safety Tips for Employees

e Emergency Resources
o AED Locations and Usage
o Emergency Kit Recommendations for Tenants
o Fire Safety Equipment (Extinguishers, Alarms, Sprinklers)
o First Aid Resources

e Evacuation Procedures

o Building Evacuation Routes and Maps
Evacuation Drills and Tenant Responsibilities
Evacuation Procedures for Tenants and Employees
Evacuation Procedures for Visitors and Contractors

O O O O

Role of Tenant Emergency Coordinators

e Fire Emergency Procedures

Evacuation Due to Fire

Fire Alarm Activation

Identifying a Fire Emergency

Immediate Tenant Actions

Re-entry Procedures After a Fire Emergency
Use of Fire Extinguishers (if trained)

O O O O O O

e General Emergency Procedures
o Communication During an Emergency (Alarms, Notifications, etc.)
Emergency Assembly Points
Evacuation Responsibilities
Reporting an Emergency
Tenant Responsibilities in an Emergency

o O O O

e Hazardous Material Spill/Exposure Procedures
o Decontamination and Emergency Response
Evacuation or Shelter-in-Place Instructions
Identifying Hazardous Material Incidents
Reporting Hazardous Material Spills

O O O O

Tenant Responsibilities During Hazardous Material Incidents
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e Important Forms and Checklists

o

O O O O

Bomb Threat Response Checklist
Emergency Contact Information Form
Fire Incident Reporting Form

Medical Emergency Response Checklist
Tenant Evacuation Drill Feedback Form

e Medical Emergency Procedures

O

O O O O

Contacting Emergency Medical Services
First Aid Resources and AED Locations
Identifying a Medical Emergency
Reporting Medical Emergencies

Steps to Take During a Medical Emergency

e Post-Emergency Procedures

O

O O O O

Insurance and Legal Considerations for Tenants

Property Manager’s Role in Post-Emergency Assessments
Reporting Damage or Safety Concerns

Returning to the Building After an Emergency

Tenant Business Continuity Plans

e Severe Weather Emergency Procedures

(@)

O O O O

Communication During Severe Weather

Evacuation Procedures (If Necessary)

Procedures for Tornadoes, Hurricanes, and Severe Storms
Role of the Property Manager in Weather-Related Emergencies
Shelter-in-Place Procedures

e Shelter-in-Place Procedures

o O O

Communication During Shelter-in-Place

Shelter Locations and Requirements

Tenant Actions During Shelter-in-Place Scenarios
When to Shelter-in-Place

e Tenant Emergency Coordinator Program

(@)

O

O

Communication Between Tenant Emergency Coordinators and the Property Manager
Roles and Responsibilities of Tenant Emergency Coordinators
Selecting and Training Emergency Coordinators
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e Utility Failure Procedures

o

O O O O

Communication During Utility Failures
Gas Leaks and Utility-Related Hazards
Power Outages

Tenant Actions During Utility Failures
Water Supply Issues

e Glossary of Emergency Terms

O

Definitions of Common Emergency Terms

o Explanation of Emergency Response Concepts
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MULTIFAMILY-SPECIFIC POLICIES

e Accessibility and ADA Compliance
o Accessible Unit Management
o Common Area Accessibility

o Affordable Housing Compliance
o Affordable Housing Program Compliance
o Income Verification and Eligibility
o Rent Cap Compliance

e Amenity Management

o Amenity Maintenance
Amenity Reservation System
Amenity Rules and Usage Policies
Resident Wellness and Lifestyle Programming
Shared Space Etiquette and Safety
Short-Term Rental Protocols (Air BNB, etc.)

O O O O

e Community and Property Marketing
o Leasing and Marketing Campaigns
o Model Unit Setup and Management

e Legal and Regulatory Compliance
o FairHousing Act Compliance

e Move-In and Move-Out Procedures
o Tenant Move-In Checklist
o Tenant Move-Out Damage Assessment
o Tenant Move-Out Process

e Noise and Neighbor Disputes
o Dispute Resolution Between Residents
o Noise Control Policies
o On-Site Staff Training for Sensitive Tenant Issues

e Parking Management
o Tenant Parking Allocation and Enforcement
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Pest Control and Waste Management
o PestManagement
o Waste Disposal and Recycling

Pet Policies
o Common Area Pet Rules
o PetScreening and Deposit Requirements

Property Maintenance and Unit Turnover
o 24/7 Emergency Maintenance Protocols
o Apartment Unit Turnover Procedures
o Proactive Maintenance for Apartment Units
o Seasonal Maintenance Tasks

Rent Collection and Late Payment Policies
o Eviction Policies
o Late Payment Fees and Penalties
o RentCollection Procedures
o Rent Control and Stabilization Compliance

Resident Safety and Security
o Building Security Procedures
o Fire Safety and Evacuation Plans
o Keyand Access Control System Management

Tenant Communication and Engagement
o Handling Tenant Complaints
o Resident Experience Enhancements
o Tenant Communication Systems
o Tenant Events and Community Engagement

Tenant Leasing and Renewal Procedures
o Lease Agreement Templates
o Lease Renewal Procedures
o Subleasing and Assignment of Lease
o Tenant Screening Policies

Utility Billing and Management
o Shared Utility Monitoring
o Utility Billing Procedures
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RETAIL-SPECIFIC POLICIES

Copyright and Indemnification/Liability Disclaimer

e Foot Traffic and Security Surveillance
e Merchandising and Aesthetic Standards
e Seasonal Marketing and Promotions Management

INDUSTRIAL-SPECIFIC POLICIES

Copyright and Indemnification/Liability Disclaimer

e Environmental Compliance for Hazardous Materials
e Risk Management and Monitoring of Tenant Warehouse Use
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