RURAL MANUAL

IMPORTANT INFORMATION

Whilst the author has full confidence in the information and advice contained in this
Manual, no warranty, guarantee or holding out, either expressed or implied, is given
and persons or companies acting, or refraining from acting, on the basis of this
information or advice, do so on their own responsibility.

NOTE: This Manual is sold strictly on the explicit understanding that the Invoiced
party will not on-sell, loan or provide it, or a copy of it, to any other party, and will be
in breach of our terms and conditions of sale should they do so, rendering them
liable under the laws of NSW to court action for breach of contract. Furthermore, any
party using the Manual that is not a member of the staff of the invoiced party at the
place of business as shown on this Invoice will also be liable for action to be taken
against them for theft of Auswide’s intellectual property.

The manual should be used as follows to ensure best practice, compliance with
State/Territory requirements and office protocols:

1. The principal/licencee-in-charge should read the text and make whatever changes
necessary to ensure that the amended edition for the office is exactly what they
require.

2. Staff such as the sales and property managers should assist in providing input to
changes and additional information.

3. Staff should then be required to read the procedures/sections that impact on their
work and seek clarity and understanding on all issues by exchange of questions and
answers. They will then need to “sign off” on the sections of the manual that affect
them. This will work to achieve their commitment to complying with the procedures,
and also to reduce the risk of litigation and fines, etc to the office if they act outside
their stipulated procedures. A Form similar to the one at Form 27 should be used
and a copy retained by the office and the staff member.

4. Policies and procedures need to be in constant review and not only changed when
there are amendments to legislation or new laws impacting on the industry. There
should be a review done every twelve months, six monthly preferably, and for each
revision a “revision date” recorded at page 1 to show Fair Trading auditors that
adequate supervision of the offices systems, policies and procedures is being done.

5. It is fine to have documented policies and procedures that staff have read, but it is
just as important for them to be monitored to ensure staff are carrying out their duties
as specified. This “supervision” monitoring needs also to be documented in the form

of minutes in records of meetings- see Forms Section for Meeting Agendas.

6. The licencee must also ensure that staff are adequately trained in all aspects of
their job(s), as without same they cannot be expected to comply with policies and
procedures adequately.



INTRODUCTION

This Manual contains our Policies and Procedures its purpose is to inform staff about
our office protocols and should be used as an important reference tool. The purpose
of the Manual is to provide work operational guidelines for employees to follow

The Policies and Procedures in this Manual are to be adhered to at all times, and it is
each employee’s responsibility to ensure their compliance. Employees will be
notified of changes that are made to the Manual when this occurs.

Management invites your comments and feedback on the Manual and its contents
which are always welcome.

The content of this Manual forms part of the conditions of all staffs’ employment, and
the consequence of breaching a company policy or procedure will be treated
seriously and action may include the termination of employment.

All staff are required to sign Forms 15 and 16 — refer Forms Section of the Manual.

The contents of the Manual are confidential. Employees are not to disclose it to or
discuss it with any person other than those they work with.



INDEX

1. OVERVIEW

1.1  Main features of rural property

1.2 Intensive use holdings

1.3  Broadacre holdings

1.4  Hobby farms

1.5 Factors affecting market value

1.6  Agency documentation

1.7  Statutory documentation

1.8 Determining the method of sale

1.9 Marketing reports

1.10 Advertising

2. THE OFFICE

2.1  Appearance and Layout

22 General Office Systems and Procedures

2.3  General Issues

2.4  Client and Customer Relations

2.5 Referrals

2.6  The Competition

2.7 Information Technology

3. THE LISTING

3.1 Canvassing and Farming For Listings

3.2  Listing Procedures including OFT Selling Price & Misrepresentation
Guidelines

3.3  Obtaining Exclusive Agency

3.4  Obtaining Seller Contribution (VPA)

3.5 Sales File Checklist

3.6  Servicing the Listing (includes checking the Contract)

3.7  Conjunctional Properties

3.8  Listing Kit

3.9 Listing Books

3.10 Signs

4. THE SELLING PROCESS

4.1  Product Knowledge and Procedures

4.2  The Prospect Form

4.3  Handling Enquiries

4.4  Qualifying Buyers and Building Rapport

4.5  Property Inspections



4.6 The Open House

4.7  Offers and How to Present Them
4.8 Sales Documentation Letters and Procedures
4.9  Cooling Off Period

4.10 Options to Purchase

4.11 Deposits

4.12 Settlements

5. AUCTION

5.1 General

5.2 Listing Auction

5.3  The auction process

5.4  The selling process

5.5  Sales before Auction

5.6  Auction day

5.7  Telephone Bidding

5.8  Bidding on Behalf of a Purchaser
5.9  After-Auction Action

6.1 PROPERTY MANAGEMENT
6.2 General Procedures

6.2.1 Canvassing

6.2.2 Listing procedure

6.2.3 Tenants Details

6.2.4 Condition Reports and Management Inventories

6.2.5 Rent statements and payments to landlords
6.2.6 Disclosure of sale, mortgagee actions etc to tenants
6.2.7 Landlords general obligations for residential premises

6.3 Qualifying Tenants

6.4 Tenancy Agreements

6.5. Bonds and holding deposits/fees

6.5.1 Bond payments

6.5.1 Bond refunds

6.5.3 Holding fees/deposits

6.6 Rent payments by tenants

6.7 After Occupation

6.7.1 Repairs and maintenance, water usage charges
6.7.2 Inspections



6.7.2.1 Routine inspections

6.7.2.2 Inspections on sale of residential premises

6.7.3
6.7.4
6.7.5
6.7.6
6.7.7
6.7.8
6.7.9
6.7.10
6.7.11
6.7.12
6.7.13
6.7.13
6.7.13
6.7.14
6.7.15
6.8
6.9
6.10
6.11

6.12

7.

7.1
7.2
8.

8.1
8.2
8.3
8.4
8.5
8.6
9.

10.

Rent Increases/reductions

Rent Arrears Procedures

Termination Procedures

Vacating Notices — general

Disposal Notices for Tenant’s goods

Alterations to premises by tenants

Tenant’s rights to quiet enjoyment

Access by landlord /agent to premises without tenant consent
Urgent repairs to premises- reimbursement of costs to tenants
Threats, abuse, intimidation or harassment by tenants

Tenant databases

.1 Notice of Tenant database listing

.1 Restrictions on database listing of tenants

Sub-letting
Rights of co-tenants
Insurance Claims
Lost managements
Rental price estimation and advertising

Misrepresentation issues for property managers

Updating Management Agreements with Landlords

ADVERTISING, PROMOTIONS & PUBLIC RELATIONS
Advertising

Promotions and Public Relations
MANAGEMENT

Management and Principles
Leadership

Planning, Systems and Control

Staff: Retention and Motivators

Time Management — the Written Plan
Staff Management

STANDARD LETTEERS - 69
STANDARD FORMS - 20



