An Owner’s Guide To
Residential Property
Management

Our Story

Sharlein Davila-Minuti
Property Manager

With such a long and dynamic career being a Property Manager for over 21 years,
Sharlein has had experience in many different facets of property management. Sharlein
prides herself on her genuine commitment to the Real Estate Industry, which is much
appreciated by her colleagues, landlords and tenants. Sharlein ensures that tasks are
completed to a high standard which gives the clients peace of mind they deserve.
Sharlein is extremely motivated and passionate about her role and enjoys working for
Richardson & Wrench Real Estate who strongly focuses on customer service.
Sharlein strives to achieve the best results for her clients and is open to helping people at
any time, if they would like to contact her for assistance.

Phone: 02 8783 7700
Fax:
02 8088 3802
Email: sharlein.dm@randw.com.au

Josephine Riservato
Property Officer

Josephine brings bounds of youthful enthusiasm to her role as a property officer. She
loves working in our R&W team and plans for property management to be her long term
career.
Having lived in our local area all her young life, Josephine has seen lots of development
and changes to the suburbs around us and this prompted her to defer university studies
in favour of working in the real estate business.
Josephine is known for going that extra step in looking after our clients and with her
organisational ability and can-do attitude, Josephine is highly regarded by our clients and
is a valued member of our team.

Phone: 02 8783 7700
Fax:
02 8088 3802
Email: Josephine.riservato@randw.com.au
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R&W Hinchinbrook/Hoxton Park has been founded in the spirit of
friendship and a fair go; four good friends, all top performing agents
with a shared passion and vision for real estate.
Their common bond is a commitment to the principles of hard work,
honesty in business and always putting client’s needs first. That belief
translates into business structure that takes a whole of agency
approach, where all four directors have vested interest in achieving
the best result on every sale.
Prompt and regular communication with vendors, buyers, landlords
and tenants is the mantra followed by the directors and something
that their network of past and present clients has come to expect
from them.
Between the directors Allan Sari, Phil Norman, Tommy Tchan and
Bassam Hendy, there is a wealth of real estate experience extending

over many years. That exposure to a variable market has sharpened
their ability to negotiate and close a sale and provide trusted and
informed advice to their clients. Timing can be all-important in real
estate and their expert local knowledge is a bonus that comes with
their service.
Operating in the fast-growing suburbs of West Hoxton, Hoxton Park,
Hinchinbrook and Middleton Grange, the office is right in the hot spot
of Sydney real estate, where property values have risen
exponentially in the past few years.
With the prospect of future infrastructure improvements, the SouthWest rail link, construction of Sydney second airport and local
government determined to reinvigorate the south-west, R&W
Hinchinbrook/Hoxton Park is positioning itself for several decades still
to come.

Property Management in the 21st Century
We’ve invested in the best technology, systems and procedures and we utilise a new state of the art, industry best owner
management system. Our system enables us to ensure systematic rent reviews, lease expiry updates and comprehensive reports.
Here at R&W Hinchinbrook / Hoxton Park we understand the need to be tech savvy in this day and age.

 Our operations centre is constantly on the forefront of what’s next in real estate & our
use of the most current technology ensures we are connected to each other as well as
up to the minute industry information.
Treat me professionally
Understand me
Provide me with clarity
Be transparent with me
Make me a priority
Take the stress away

 Virtual technology including laptops, smart phones, the cloud & a raft of social media
tools, enable us to better service our clients who are increasingly time-poor.
 Technology is a major asset in the real estate professional’s toolkit when carefully
implemented.
 Simplicity and a practical approach are reflected in our planning & strategic direction.

Personal Web Portal
All of our work is totally transparent as every
record and transaction is available to you in live
time 24/7.
We know that you want to be able to access your
important property information when it’s
convenient to you. Your personal web portal
enables you to log on at your convenience and
access your information.
In addition to accessing all this data you can also
view and download copies of documents relevant
to your property. Perfect for tax time or
whenever you need them.
The information and the website are completely
secure. We will be uploading from our software
to the website daily, so your information will
always be up to date.

Login directly from our website

From this site you will be able to download your current and historical statements, download
expenditure reports, view all your transactions and inspections, view adverting description,
check your contact details and look at the current status of your portfolio. You can also send a
message from your login page, which comes directly to your Property Manager. Our replies will
show here along with the status of the message. We hope that you find this of great value in
providing easy storage of all your documents and providing the transparency required to
successfully manage your investment.

Tenant Selection
 Applications
Successful property management begins with the careful screening of applicants
and as we conduct all inspections directly, that begins with an initial assessment
conducted at their inspection.
R&W Hinchinbrook / Hoxton Park are partnered with Trading References Australia
(TRA) who provide an online application which streamlines the rental process &
creates a stress-free user experience; so there is a higher volume of tenants who
will take the time to apply. Using tApp, tenants are unable to submit their
application if they do not answer all of the relevant questions or attach the
mandatory supporting documentation.
We apply stringent criteria to the review of all applications & consult with you
directly.
Applications are checked thoroughly and incorporate a combination of checks such
as employers, referees & previous rental history.

 Tenant History
The most important feature of TRA is the national database of
problem tenants & contains information enabling us to
perform a search for any defaults against an applicant’s name
and to contact the previous listing agent for the purpose of
discussing and assessing a tenant’s rental history.
This information allows us to examine tenant suitability
against a range of common criterion.
If a prospective tenant owes money to their previous agent
and they are listed on the TRA database their application is
automatically declined.

“We are supporting TRA’s mission to
become the premier Tenant
database in NSW and Australia”

Inspections
 R&W Hinchinbrook / Hoxton Park inspectors are qualified and equipped to conduct inspections of all types of properties
 Our reports are professional and each inspection is electronically documented and photographed, available for you to view 24/7
 Our inspection managers have perfected the field of property inspections & are solely dedicated to doing all inspections

We follow the R&W Inspection Methodology & our inspection regime includes:
 Ingoing inspection
 Regular routine inspections
 Outgoing inspections
We also conduct a 12 week "Settling In" inspection as it will enables us to
maintain a connection to the property as well as being able to give feedback
to our owners about how well the tenant is settling in to their new home.

Repair & Maintenance Control
 Established procedures for dealing with repairs and maintenance in a timely & cost-effective manner,
keeping you informed whenever necessary while not burdening you with all of the responsibility.
 Our maintenance controllers are ex-tradespeople. Their extensive experience helps reduce landlord
expenses & smooths the way for speedier repair resolutions.
 Prompt service & competitive pricing from our loyal tradespeople. The price we get for you is the
price you pay. There are no mark ups on the way through.
 We work within the guidelines set by you & by the appropriate legislation & regulations.
 We’ve invested in the best technology, systems & procedures to take care of coordinating repairs
and maintenance.
 Tenants are charged if the fault is found to be caused by their misuse
 Before the request is submitted to you, we ask the tenant to follow a checklist to illuminate possible
causes as the issue can often be rectified following a few simple steps.
 24/7 Maintenance hotline


Trust Accounting
The rent collected by us is disbursed directly into your nominated bank account and for no extra charge you can opt for fortnightly
or monthly payments. A comprehensive monthly statement with copies of paid accounts are emailed & available on your web
portal 24/7.

A detailed income and expenditure report will be issued to you annually by the 30th June. This report clealy shows a break
down of all income & expenses your property has experienced in that financial year.
We recognise that tax time can be quite stressfull for our landlords & we aim to make it much easier for you. Any invoices or
statements that you may have misplaced during the year or need copies of, are available on your web portal. This makes
preparing for your tax return a far less daunting task.

Arrears Management
We adopt a zero tolerance policy when it comes to rent arrears & take late payments very seriously. Although the Residential
Tenancy Act allows a tenant to be up to 14 days in arrears before legal action can commence, we take action after the first day.
Daily arrears monitoring is compulsory in our office to ensure tenants are held accountable for their failure to comply. Our
accounts team do nothing else but manage your account and are diligent in chasing monies owed.
We know, prevention is the best cure. Tenants are asked to sign a Rental Arrears Policy at the commencement of the tenancy
and are advised from day 1, that we will not tolerate late payments and continuous arrears are not ignored.

Marketing Intelligence
Time is of the essence when putting a property on the rental market and the manner in which rental properties are promoted to
their target makes a difference to the speed at which they are tenanted. The campaign to lease your property starts immediately.
Our marketing plans are tailored to suite your property type, location and budget. We develop a plan in consultation with you.

 Distinctive red & white sign boards are 24 hours a day, 7 days a week
advertising.
 Good quality photography enhances the appeal of the property attracting
a higher volume of enquiries and ultimately better quality tenants.
We take the extra time to capture light and space to ensure the best
possible outcome and show off your properties assets in the best
possible way.
 SMS and email alerts to our prospective tenant database.
 www.randw.com.au
www.realestate.com.au
www.allhomes.com.au

www.randw.com.au/hhp
www.domain.com.au
www.rentfind.com.au

Legislation
“Most people don’t buy property to become someones landlord; their aim is to be an investor, but with that comes the legalties of
Property Management & the details of the services provided by the industry professionals you hire to help.”


Passing on water charges

Although the fixed charges remain the responsibility of the owner, water usage charges can be passed onto the tenant provided all the minimum criteria
determined by NSW Fair Trading have been met.
We require all owners to declare if the premises are considered water efficient. If you are unable to guarantee the presence of water efficiency measures & in
the event of the tenant requesting proof, we recommend engaging a qualified plumber to supply an authority certifying their existence.



Smoke alarms

Landlords are responsible for the installation and ongoing maintenance of smoke alarms in rented premises. Not only do smoke alarms have an expiry date,
they require more than a battery check or visual inspection to ensure functionality.
We require all owners to declare the presence & working order of smoke alarms in their rental premise and accept the responsibility to maintain them.
We recommend proceeding with the services of our preferred specialist to manage your smoke alarms. We can organise this for you and explain what is
included in the annual fee.



Window safety

Generally, all windows above the ground level in a rented premises that are accessible to children from inside the building must have safety devices fitted. We
require all owners to declare the presence of window locks if the property is required to have them. If you are unable to guarantee the working order or need to
install new or update old locks, we recommend engaging a qualified handyman or locksmith. Information brochures available upon request.



Swimming pools & spas

Pool owners are required to register their pools on the NSW Government Swimming Pool Register; this is free of charge. We can register the pool at the rented
premises on your behalf if you assist us by answering a few short questions. The pool must also meet compliancy standards & from April 2016 all leased
properties with a pool or spa must have a valid certificate of compliance issued & a copy of the certificate must be provided to the tenant. We recommend
obtaining a compliance certificate now, which leaves enough time to rectify any non-compliant issues by the deadline.
We require all owners to declare certain information about their pool. If you are unable to accurately answer questions relating to compliancy, we recommend
engaging a qualified pool company or your local council to carry out an inspection of the swimming pool.

Refer to the enclosed Fair Trading consumer guides for more information; different regulations may apply to granny flats & units

Management Recommendations


Landlord insurance

Owning an investment property should be a financially rewarding experience, but tenant trouble or plain bad luck can turn it into drama if you don’t have the
right insurance cover. We work closely with EBM Insurance Brokers who have created a range of products to help you cover your asset & its earning power
against damage & rent loss. Enclosed - EBM brochure “12 most common pitfalls when insuring your rental property.”
We require all owners to provide us with a copy of their existing or new insurance policy & policy details. Alternatively, if you chose not to take out landlord
insurance, we require your signature that you accept the risks involved & understand you are still required to maintain a policy which includes a minimum of
$10,000,000 legal liability, for the duration of this management.
Our recommendation: Take out a platinum policy which includes building, contents (yes, even landlords need contents insurance!) & landlord cover. If we
organise the policy for you, EBM offer a discount on your first year of cover.



Tax depreciation

Investors often look forward to tax time as many of their losses from holding an investment property can be claimed back including interest, rates, repairs,
management fees & depreciation deductions. Property depreciation is the wear & tear of buildings & assets within a property over time. The Australian Taxation
Office allows the owners income producing properties to claim this depreciation as a tax deduction. This is why a depreciation schedule proves vital at the end
of a financial year.
Our recommendation: Request an assessment from a BMT Surveyor who specialise in depreciation. Take advantage of the discounted report fee BMT offer
our owners.



Utilities & account payments

Water rates - Owners have two options when it comes to payment of their Sydney water accounts.
1. Authorise us to re-direct correspondence to our office & we will pay the total bill from the rent holding & charge the tenants water usage accordingly.
2. Continue to personally receive the rates & pay them directly. Owners who opt for this method will need to remember to send a copy of the paid rates to
our office each quarter, so we can seek reimbursement for the tenant’s usage. Reimbursement must be sought within 3 months of getting the bill,
otherwise the tenant doesn’t have to pay.
Council rates & Strata levies - Owners retain full responsibility of these rates which can be paid as per the 2 methods mentioned above.
Electricity & gas - These costs are the responsibility of the tenant & we assist them with organising their connections prior to commencement of tenancy.
However, we recognise how stressful moving can be & sometimes tenants forget; but no owner wants to keep paying for the energy being used at their old
address so we recommend you disconnect when you move out.
Our recommendation: Authorise us to pay your utility accounts as all paid expenses will appear on your end of year financial statement. It will simplify your
annual tax return.
Different regulations may apply to granny flats, units & properties with solar panels

Listing Your Property
So you have decide to trust R&W Hinchinbrook/Hoxton Park with your property. You have made the right choice.
What’s next?
A written Agency Agreement must be prepared for all services to be performed by a real estate agent in NSW. This agreement must contain
statement identifying any expenses payable by the client.
Call Brooklyn & arrange an appointment to sign the necessary documents.

What you will need:
 A current Australian photo Drivers licence or other current photo card issued by NSW
Government agency.
 A current Medicare card or credit card
 A copy of your existing insurance policy
 Copies of your most recent Sydney Water & council rate notice
 Body corporate details or a copy of your most recent Strata levies
 Copies of keys to access the property & alarm code

