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IMPORTANT NOTICE:

YOUR USE OF THESE MATERIALS IS GOVERNED BY THE PROVISIONS OF YOUR
AGREEMENT WITH REALPAGE, INC. OR ITS SUBSIDIARY (THE “AGREEMENT"),
INCLUDING APPLICABLE CONFIDENTIALITY RESTRICTIONS. THESE MATERIALS ARE
SOLELY FOR YOUR USE AND NOT THE USE OF ANY THIRD PARTY.

All documentation, source programs, object programs, procedures, and any other material
supplied in connection therewith (“Materials”) remain the exclusive property of RealPage, Inc.,
an affiliate of RealPage, Inc., or, in certain cases, its licensees. This document and the
Materials are confidential and proprietary information of RealPage, Inc., its affiliates, or, in
certain cases, its licensees. The Materials may not be copied, distributed, or otherwise
disclosed, and may not be used in any way unless expressly authorized by RealPage. Any
copying, distribution, or use of such Materials not specifically authorized by the Agreement
shall be deemed a violation of the Agreement. Such a violation will terminate the licensee’s
right to use such Material. This notification constitutes part of the documentation and
accordingly may not be removed therefrom.

The intent of this playbook and guide is to provide the rental property community with resources
and guidelines for managing the COVID-19 pandemic. The document is for informational
purposes only and should not be construed as legal advice. It is not intended to provide a
standard for mandatory care in the industry.

Follow your company’s policies and procedures as you consider implementing the features in this
guide. The strategies offered are suggestions and are customizable based on settings at the
property. Your company ultimately controls the roles and rights of users that can perform leasing
actions at the property.

Please remember that the Federal, state and local governments are the most up to date resource
related to legal information regarding COVID-19.

© 2020 RealPage, Inc. All rights reserved.
Printed in the United States of America

All other brands and product names are trademarks or
registered trademarks of their respective owners.



Chapter 1: Managing Facilities During COVID-19

Dear Valued Customer,

As the COVID-19 situation evolves, RealPage is committed to proactively addressing the needs
and requirements of our customers and their residents. We're reaching out to apartment owners
and operators across the country to help them prepare for the impact of this pandemic in their
communities.

With millions of renters now experiencing several factors that have a potential impact on their
financial status, perhaps the most critical issue in this trying time is the effective management of
late and non-payment of rent or utilities. In the following pages, we've prepared a set of resources
to help you with residents who may have trouble meeting payment obligations during this
COVID-19 pandemic period.

In addition to the information provided in this document, we encourage you to visit the RealPage
COVID-19 Resource Center. The site is filled with tips and best practices to protect your residents,

prospects, and teams, and it offers ways to conduct business effectively amid tightening
mandates regarding face-to-face interaction.

Some of the best defenses in times of crisis are to have access to reliable, accurate information
and to communicate frequently with your clients and residents. We hope this playbook serves as a
useful tool as you endeavor to execute on your crisis response plans.

And remember, we're here to support you, too, so please feel free to contact your Account
Manager with any additional questions you might have. These are unprecedented times, but by
partnering together, we'll emerge from this crisis stronger, better prepared, and more united than
ever.

Your Partners,

The RealPage Family
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CHAPTER 1
Managing Facilities During COVID-19

This section describes best practices that you can use to manage Facilities service requests and inspections during
the pandemic period. Topics include:

e  Adding new options for putting service requests on hold

e Changing priority settings for specific service issues

e  Adding notes to maintenance technicians on service requests
e  Creating recurring service requests

e  Customizing templates for facilities inspections

In order to make setup changes at the business model level, you must have access to the business model, and you
must have the “Setup” right, which is included in the following roles:

° Superuser

e  Regional Property Manager

° Compliance Manager
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Managing Facilities During COVID-19

Adding a New On Hold Request Reason

Your Property Management Company may adjust the way it responds to service requests during
the pandemic period. If you want to indicate that non-essential requests are being put on hold
due to COVID-19, you can add a new on-hold option to the reason selections. On hold reasons
are configured on the On Hold Request Reasons page under the Service Requests section of
Facilities setup.

Setup - make this your start page (7]

EEncilpropery) General property - Facilities
General information and

property settings Service
Chart of accounts General settings
. Customize service requests tab| - Facilities - View Settings On hold request reasons 130.090.160.095
Site data exchange Customize e-mail
Parts Scheduling settings Selecting a reason a service request is_on hold and an 'on hold until' date are required []
" Common areas
Purchasing e S -
: [— 0n hold request reasons| IEE
Accounting Canceled request reasons [Actions Reason ™ User added = Enabled =
I Facilities On hold request reasons Disable Parts needed Yes
Leasing and Rents FAWE emall distribution 1S Disable Unable to enter urit Ves
- Service request appointment cal
Student Living

Page 10of1

* Jf indicates a service request on hold for a reason outside of management control_

For more information, see On Hold Request Reasons in Help.

We recommend making changes at the business model level, but you can also make changes at
the property level. If you make changes at the business model level, select the properties that this
applies to, and then push the change to the sites.

For more information, see Facilities Global Updates in Help.
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Chapter 1: Managing Facilities During COVID-19

Setting Service Issue Priorities

If your Property Management Company decides to adjust the way it prioritizes service requests
during the pandemic period, you can change the default priority for service issues. Service issue
priorities are configured on the Service issues, actions, and parts page in the Service request
details section of Facilities setup.

Service Request ksues, Actions and Parts ooosi@
Service category  |Heating and cooling Select Service Items

Select

B ojem User-added ™ Asset item Enabled ™

[l  Air conditioner v Yes

[0  Aicfan Yes

O Fireplace Yes

D Heater Yes

O Thermostat Yes

E| Vents/duots Yes

|:| Water chiller v Yes

[] other Yes

Page 1of 1

Actions Parts

User HWS t:E:lt!-mletim Equipment
go added ™ Issue T jori time ™ needed ™ Enabled ™ Last modified ™
Edit Disable Heating and codl .. Vents/ducts Other - Flease see .. 2 -Standard Yes
Edit Disable Heating and codl... Vents/ducts Vents/ducts-other... 3 -Standard Ves
Edit Disable Heating and coal... Vents/ducts Vents/ducts dirty/... 3 -Standard Yes
Edit Dizable Heating and cool... Air conditioner Other - Please see ... 3 -Standard Yes
Edit Disable Hesting and codl .. Air conditioner  A/G-other problem 3 -Standard Ves
Edit Disable Heating and cool... Air conditioner  A/C noisy/vibrates 32 -Standard Yes
Edit Disable Heating and codl... Air conditioner A/Cmustyfothero... 3 -Standard Yes
Edit Dizzble Hesting and col . Air conditioner  4/C leaks 3 -Standard Ves
Edit Disable Heating and cool... Air conditioner A/C capacitornot ... 3 -Standard Yes
Edit Disable Heating and codl... Air conditioner A/C filter needs ch... Standard Yes

|| Pagelofz 12

For more information, see Service Issues, Actions, and Parts in Help.

We recommend making changes at the business model level, but you can also make changes at
the property level. If you make changes at the business model level, select the properties that this
applies to, and then push the change to the sites.

For more information, see Facilities Global Updates in Help.
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Managing Facilities During COVID-19

Customizing Request Completion Notes

You have the option to enter a note that appears on all service requests. This note is generally
used to remind technicians to complete routine tasks or preventative maintenance. It can also be
used during this time to relay safety precautions regarding COVID-19. For example, you may
want your technicians to wear gloves and masks. These notes are internal only, unless you choose
the setting to include completion notes with optional resident initials on the printed service
request. Service request completion notes are configured on the General settings page in the

Service requests section of Facilities setup.

X
- Facilities - 120000.110.020Q .,
Begin numbering service requests st
Display the estimated completed time on the servioe request 7]
Show Military time on work orders [m}
Source field required []
Property Alert Provide an alert when more than 0 requests are submitted for the same item within 0 days.
Unit Alert Provide an alert when more than 0/ requests sre submitted for the same item in the unit within 0| days
Service request settings
Send automatically generated e-mail natification when service requests are created O
Send automatically generated e-mail notification when service requests are completed
Send automatically generated e-msil notificstion when service requests are put on hold [ ]
The ‘Complete time'is required to be entered before completing = service request
When caloulating service request completion date, skip dates that are Ssturdaysand [
Sundays
The work time spant on & service action is required when creating a time worked record
Requira completion notes to be amared when time worked records are complatad [nsither
ATime worked record is required before completing each servics request [Weither
AParts used record is required before completing ezch service request [Weither
The responded on date/time required before completing each servics request [Weither
Haalth, welfare or safety (HWS) related service request
Send email alert to HWS distribution list when HWS service requests are crested [ ]

Completion Notes

The following notes will appear an every servioe request. This oan be used to remind service persannel to da routine inspections or
ther preventative maintenance. For example, test the smoke detector, change the air filter, eto

Include com pletion notes with optionel [
residentinitials on the printed service
request

Check batteries in smoke detectors. Check for Unathorized Pet(s)

Include additional signature lines. [ ]

BN

For more information, see General Property - Facilities - General Settings in Help.

We recommend making changes at the business model level, but you can also make changes at
the property level. If you make changes at the business model level, select the properties that this
applies to, and then push the change to the sites.

For more information, see Facilities Global Updates in Help.
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Chapter 1: Managing Facilities During COVID-19

Setting Up Recurring Service Requests

Your Property Management Company may decide to adjust the frequency of some tasks during
the pandemic period such as cleaning and sanitizing common areas. You can create recurring
service requests in Facilities to schedule and track these tasks. Recurring requests are managed on
the Recurring service requests page in the Service requests section of Administration or Facilities
setup.

Facilities - View settings

Service requests

General settings. General settings for service requests
Scheduling settings Ti
Common areas o
151 Ganeral property - Facilities - Recuring service requests 120000120070 & @ ",
Fel
rd  The following service requests will be automatically generated by OneSite Facilities
On hold request reason: FRef
i i ; Hide ‘terminsted recuming requests
- <] Recurring service request
Turn days Da Location [ Start date ™
Servioe request details List 114 Clubhouse Pool and recr... Poal Pool needs to... Monthly D4/01/2008  04/28/2008
lteme el st 115 Clubhouse General Other Other- Pleas.. Monthly D4/01/2008  12/21/2008
Parts pd st 16 Poal Pool and recr... Poal Pool needs to... Monthly D5/01/2008  12/31/2008
Sarvios issues pd  [List Edit Terminste 231 All units -eac... Safety equip... Fire extinguis... Fire extinguis... Annually 10/22/2000  12/31/2099
Sarvice scti od b=t 232 &ll units -one... Inspection an... Inspection HQS annual  Amnully 02/13/2012  01/17/2020
[/\\) List 208 All units -eac... Inspectionan... Inspection HQS annual  Quarterly D2/26/2010  12/31/2010
Inventory List 309 Multiple units.. Safety equip._. Fire extinguis . Fire extinguis_.. Quarterly D5/01/2010  04/30/2012
Inventory locations In List 20 Generstar1  Heating and c... Attic fan Other- Pleas... Weekly D4/30/2010  08/11/2011
Inventory m skes Sq  |List Edit Terminste 346 Mailbox sres  Preventative _ Inspection Other- Pleas.. Duarterly 09/01/2011  08/31/2099
Inventory colors Sq  |List Edit Terminate 347 1-100 Safety equip... Fire extinguis... Fire extinguis... Semi-snnually D1/01/2011  12/31/2090
Inventory conditions 8q  |List 754 All units -eac... Blectrical and... Bectrical outlet Dther- Pleas... Monthly 07/31/2013  07/31/2015
Accountshls persons M
Vendors Page1of1
Vendor list v

lumber ™ Date created ™ Status ™

Noitems
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For more information, see Recurring Service Requests in Help.
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Creating a Custom Inspection Template

This information applies only if your property uses Facilities Inspections, which is a module that

comes with Mobile Facilities and requires an order from Sales.

Your Property Management Company may choose to adjust facilities inspection tasks during the

pandemic period. If you have OneSite Facilities Inspections at the property, you can create or

change inspection templates. Inspection templates are managed on the Inspection templates

page in the Workforce optimization section of Facilities setup.

You can customize the following items in an inspection template:

Estimated completion time

Colors on responses

Option to include comments section for each location

Option to include comments section for each checklist item
Require a comment when a checklist item failed the inspection
Require a photo when a checklist item failed the inspection
Require technician’s signature when completing an inspection
Require resident’s signature when completing an inspection
Customize note to resident that will display on each inspection

Payment options: Upon completing an inspection for a unit make ready, residents can
view and pay ledger balances along with other resident charges. This option is only
available if you are currently utilizing Onesite Payments.

Managing Facilities During COVID-19 © 2020 RealPage, Inc.



Chapter 1: Managing Facilities During COVID-19

Inspection templates with Inspection as the Checklist Type allow technicians to use the bill back
feature on the Mobile Facilities app. Inspection templates with Custom as the Checklist Type
allow you to format the categories within your template, but do not allow technicians to use the
bill back functionality within the Mobile app.

Facilities Inspections - Create Inspection Template 130070380015 @ ",
Crealedby  Damien Banks DateCreated 121082017
A

S e Date Last Modified

Checkistname [ ] CheckisiType  [imspection [

Description

Enabled 12082017 | E3

Checklist

Checklistitems [

Aclions Group/Location Name ~ Sequence ™
No items

Page 10f1

Estimated completion time

Estimated completion fime |0 hours

0 minutes
Responses

Select valid responses for this checkist
Includein  Response  Creale SR for

2
[} Needs Repair 3
() Not Inspected 4
O NA 5
Page1of1
Include comments section for each location
v
Include comments section for each checklist item
(et | sme | cancer |
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Managing Facilities During COVID-19

When you create checklist items:

e Group locations are set up at Facilities = Issue Locations

e  Categories are set up at Facilities = Service Request Details = Service Categories

o Items are set up at Facilities = Service Request Details = Items

Add checklist item

Subtasks

Group'Location Eatwcom ﬂ

Category IEuii! ng extarion v
Item ID ownspout v

130.070.380.020 ) ',

Action Calegory - ltem ™ Sequence 7
Mo items
Fage 10f1
Ecs

For more information, see Inspection Templates in Help.

We recommend making changes at the business model level, but you can also make changes at
the property level. If you make changes at the business model level, select the properties that this
applies to, and then push the change to the sites.

For more information, see Facilities Global Updates in Help.

Managing Facilities During COVID-19
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