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WELCOME TO ‘RETA’, WESTERN AUSTRALIA’S
FIRST TRULY COMPREHENSIVE REAL ESTATE
TIPS AND ADVICE HANDBOOK.

The bookshelves of Australia groan under the
weight of books promising to reveal and deliver
to eager entrepreneurs the secret of making
millions of dollars in real estate ... if you just
follow ‘The Plan’! But the real secret is ‘which
plan’?

Well, there are all sorts of plans and strategies,
which are often reinforced by full day seminars
in the capital cities across Australia, full page
adverts in the national press, eBooks, DVDs
and all manner of helpful publications that,
frankly make far more money for the writers,
speakers and publishers than the reading and
buying public.

When the RETA team (Roger and Barbara
Andrew, Ross Addison and John Caputo) first
met over coffee to talk about a book on real
estate we had a very different publication in
mind — one that would provide readers with
real tips and advice and valuable information
content that we believe could actually make
a difference in the buying and selling decision
making process.

We wanted a practical book ... one with
enduring value that would stand the test of
time. We wanted to inspire people interested
in real estate and wealth creation via property
investment, to be more informed, ask more
educated questions and have access to a
trusted network of excellent providers in their
individual fields of endeavour.

Numerous lattes, flat whites and cappuccinos
later (plus a few heated discussions about what
should be included or who might be invited to
join the Adventure, Real Estate Tips & Advice
(RETA) was born, and right from the start we
resolved to make life as difficult as possible for
ourselves by putting some ‘must have rules
‘and covenants in place to ensure the integrity

and quality of our end product. These were
very simple, but set in stone for us to follow:

Because we cared about the credibility
of the end result, participation would be
on an ‘invitation only’ basis with contacts
based on word of mouth referrals and
testimonials only, from trusted sources,
which we would endorse through our
own due diligence. We wanted the best
... and learned very quickly that the ‘best’
was not necessarily those who were high
profile or those who advertised heavily.
By maintaining our standards, and not
dropping our guard, genuinely outstanding
Western Australian companies have

been attracted to the project, and have
immensely strengthened RETA’s image
and credibility.

Chapter content would be based on our
own carefully researched interviews ,
with reference to websites and marketing
materials used only to educate ourselves
and find out how to ask better questions
in our interviews. As a result, RETA is
authentically original work, full of practical
ideas, tips and advice, written in an easy
to read and understandable conversational
style, free from annoying industry jargon
or legalese.

By carefully monitoring membership of
‘The RETATeam’, we were able to attract
a group of like-minded individuals and
organisations to our book project, and
discovered, at the same time, that we had
the basis to form a very special network
of trusted and trustworthy suppliers, all
operating within the real estate, building,
renovation and creative design fraternity.
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From the initial germination of a shared idea
in 2010, to the project’'s commencement in
earnest in late March 2012 and its official
launch in the second quarter of 2013, ‘RETA’
has taken on a life of her own and has now
established her own identifiable personality in
the marketplace.

It was always our intention that RETA should
be far more than just a handbook full of
valuable, interesting and relevant real estate
tips and advice. What we now have is a
network of like-minded individuals, based on
the premise of ‘Conscious Business Principles’
— a thinking introduced in this book by Richard
Boyd of Conscious Business Australia, that
embraces the concept of improving and
maximising the customer experience.

It is also a testament to the fact that if

your vision is strong, and your purpose and
commitment to building something ‘brand
new' from the ground up is resolute, then you
can succeed and proudly turn an idea that has
integrity and practical value into a concept that
is embraced and accepted by the market.

As a 12 month project involving close to 50
different organisations, RETA was demanding,
and even confronting at times — and all of us

involved in the creative and production process,

despite our previous experience and expertise,
have been tested and challenged in numerous

We trust that you find ‘RETA’

ways for over a year. It is for this reason that
you will find a piece on project management
in these early pages, and an in depth article
by Todd Hutchison of People Rich in Chapter
Three.

Ultimately, though, the measure of success

is in how the idea is received by its readers.
We trust that you find ‘RETA"to be a useful
companion and a friendly ‘guide’ on your
journey through all things real estate — and that,
at some stage you will have the opportunity

to talk to and work with members of the

RETA Family who have made this publication
possible.

While the book is in your hand, the journey
continues and you will find fresh real estate
ideas, inspiration, information and up-to-date
articles on RETA's dedicated website:
www.reta-project.com.au.

Roger Andrew (Project Director),
Ross Addison (Creative Director),

John Caputo (Director and Industry
Advisor to the project) and

Barbara Andrew (Research and Quality
Control).

Perth, 2013

to be a usetul companion and a
friendly ‘guide’ on your journey
through all things real estate...

OVERVIEW

RETA and Conscious Business

In 2013, customer expectations are changing, and as consumers we are looking for
transparent honesty, more value, a better experience when we purchase a product
or service. We look also for the opportunity to build long term relationships with
suppliers based on trust and mutual respect.

All too often, the customer experience falls well short of what we expect — and
a cynical reaction results. This experience is typical of inadequate customer service commonly
experienced under the outdated ‘old industrial’ business model. On the other side of that coin,
when we do encounter excellence and enjoy a customer experience that delights us, or is closely
aligned with our expectations and values, we react positively to an innovative experience by
offering loyalty and willingly providing referrals and testimonials.

As a result, businesses are currently living through a transition from old industrial information
economies into an Innovation/User experience new economy. If businesses fail to adapt their
mindsets and operations towards the new way of being and doing they will decline and may even

fail over time.

ABOUT RETA

RETA started life as a Real Estate Tips &
Advice book to educate the real estate/
building and construction marketplace. Its aim
is, and always has been, to provide valuable
information for consumers across a vast range
of industry groups.

The leadership team generally felt that we
were embarking on more than just a book —
and that ultimately, the ramifications of the
book would extend far beyond the real estate,
building and related industries. We felt that
we were part of a movement and had the
opportunity to reinforce new and more positive
attitudes to the overall business experience.

As the project evolved and organisations of a
high calibre felt motivated, encouraged and
drawn to join the membership group, the
project team realised that we were inexorably
building a group of like-minded organisations
—a Community - led by close to 50 business
owners and stakeholders who were aligned
to a similar purpose and a series of commonly
identified goals.

Time after time, as RETA members talked
about their businesses, and their hopes and
expectations, it was clear that they placed
customer service and a high quality ‘customer
experience’ right at the top of their list of
cultural values. It became equally obvious that

the RETA members were following a road less
travelled ... one whose values were leading
them to industry and ethical leadership in their
respective fields.

VALUES IN THE RETA GROUP

As a result of starting to work with the
members of the RETA Community, and
identifying their core strengths and special
qualities in the marketplace, we formulated ten
RETA common purpose values:

Honesty

A Quest for Excellence

Passion and Fun

Customer Focus on “Wow" Experiences
Citizenship and Community Service
Environmental Sustainability and Safe Design

Creating Maximum Value for All Members
and Stakeholders

Respect
Innovation
Integrity

RETA is being established to create a business
and social community based around the new
economy values, propositions and business
user experience philosophies. In this ground
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breaking venture, which has no peer or
precedence in Australia, the RETA members
are heralding a journey from old economy to
new economy thinking, being and doing.

THE RETA VISION

RETA is more than just another industry
networking body. It represents a profound
shift in the way in which the real estate and
construction related industries will be known
in the future. RETA aims to overturn the poor
reputation, perceptions and user experiences
that consumers typically and often have across
these industries. As RETA matures and evolves
its brand, RETA will become a powerful lobby
group and the media ‘go to’ body, which will
provide the RETA brand with further credibility
and a chance to shape policy, laws and
standards for better societal outcomes.

RETA will leave a positive legacy within its
industries and with consumers. In the future
consumers will have a “RETA experience”
that is positive, value driven and compelling.
Competitors will not be able to imitate this
experience and the public will naturally vote
with their feet ... and their wallets.

THE BUILDING EXPERIENCE

Buying or constructing a home, or undertaking
a major renovation of an existing residence can
be a significant emotional event in the lives

of those who embark on such a project. At
some stage most of us will take this journey,
and experience shows that some of us will

be angry and disappointed by the experience,
whilst others will have their expectations

and hopes exceeded. The real estate and
construction industries that fall under the
umbrella of RETA have historically been those
which have struggled with an overall reputation
of having within its ranks some suppliers and
businesses who offer poor service and quality.

The problems that consumers experience

with these industries is mirrored across other
sectors of the economy, but in different ways
and at different times. In the last ten years
there has been a growing call for some form of
reform and a new way of thinking, of being and
of doing in business. Consumers are looking
for a new “experience” built on great customer
service and old fashioned values.

THE CALL FOR CHANGE

The Conscious Business philosophy represents
a powerful response to this consumer demand
and a model for change within business.

This philosophy has been built around the
proposition that the current business models
which treat customers with indifference, and
which act without clear values, or a social
justice framework, face decline and possible
failure over time.

The Conscious Business philosophy is now
being used to drive industry reform in business
sectors which have often had a bad name
and typically may have acted under profit
only motives as the main reason for being in
business. Such businesses are now under
pressure to undertake genuine reform as
the power of the consumer increases and
the expectations of the society in which
businesses participate are increasing and
calling for change.

The future of the business
economy now lies with the
concept of the “total customer
experience”.

In the near future, consumers will expect
excellent experiences and they will demand
that key values are lived and genuinely
demonstrated by the businesses they interact
with. Their expectations will be significantly
higher than those commonly experienced in
old existing business models.

Society is now at a point where consumers
want to engage with ethical businesses
who demonstrate a meaning and purpose
that includes such values as community
contribution, social justice, environmental
sustainability and an ethic of delighting their
customers. The real estate and construction-
related industries will not be able to resist
this change sweeping society as consumers
will seek out those who adapt and change in
response to consumer needs.

RETA represents a historical first as a
Conscious Business hub or Community. It

is both a brand and a collaboration space for
the journey and process of embarking on the
reform of the real estate and construction
industries. The members whose chapters
appear in this book represent businesses
which exhibit, and are practicing, a key set of

values which are already experienced by their
customers.

RETA embodies the maxims of the total
customer experience of ethical conduct, value
driven behaviours, practices, transparency,
accountability and participation in social
responsibility issues as part of the reason for
being in business.

There is a groundswell both within the real
estate and construction related sectors by
disillusioned practitioners, as well as within

all sections of the community for industry
change. RETA taps into this discontent and
draws together those practitioners who yearn
for change but find themselves uncertain or
powerless about how to overturn the old ways
of being and doing.

This group is being guided by Conscious
Business Australia towards creating a new
total customer experience that will strongly
differentiate itself from that of existing
competitor practices. The idea is that future
consumers will vote with their feet and
success will follow from this simple contrast in
the way the consumer is engaged and treated.

In the future consumers will
have a “RETA experience”
that is positive, value driven,
and compelling via the member
businesses.

Competitors will not be able to easily imitate
this experience. As a Community of like-
minded businesses, we want to “wow" our
customers and delight them with service and
products that far exceed their expectations.

At the heart of Conscious Business and RETA
is the recognition of the social responsibility

or social contract that each member business
has with the communities and environments

in which they operate. This social contract
establishes the responsibility that a business
has to be in service to its community
stakeholders whether they be its staff, the
customers, the suppliers and the citizens of the
communities in which it does business.

Our members recognise that they have both a
business and a moral purpose and as such are
part of the social fabric of the community in
which they live and operate. There is a common
good purpose “win-win" motive.

RETA and Conscious Business

One of the reasons we call this part of the
Conscious Business is that this customer
experience chain has always existed in
business. It has just been largely ignored and
remained unconscious in the mind of business
owners as a key to business success. We
make it conscious and front and centre of this
business model — hence the term “Conscious
Business”.

Increasingly we see consumers in their
shopping choosing to identify with and

buy from businesses who stand for some
important cause or who embody and live
important values. If you run a business in

the emerging new economy without a set of
ethical values that permeate every part of the
business, then consumers may switch off and
take their business elsewhere. Consumers
have never before been so self aware and
switched on.

The journey that we will collectively take
towards the Conscious Business Community is
one that consumers will increasingly respond
to and respect. The new way of thinking is
already underway, and the RETA Community
(or the RETA Adventure!) is very much of that
pioneering spirit.

As a leader in the field, Conscious Business
Australia is proud to be recognised as co-
originators of the RETA concept, and we are
equally proud to mentor the group as we
move forward. Conscious Business Australia
possesses the methodology, processes, skills,
experience and resources to guide RETA on
this Conscious Business journey.

Richard Boyd
CEO Conscious Business Australia and
RETA Director
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WHEN IT PAYS TO HAVE THE CIA ON YOUR SIDE

The CIA Principle is a frustration management technique developed by Todd

Hutchison from People Rich. It stands for: Control, Influence and Acceptance,

and is a simple tool used to deal with frustration and to help understand how to

better focus one's energies more constructively in coping with challenges. It may

be applied to dealing with real estate planning, sales, project management, and
construction challenges. Basically when you feel frustration you are probably using the wrong

response in dealing with the challenge:

Control You can only control things that
affect you, such as your appearance,
behaviour, professionalism, and manner and
your responses to challenges as they arise.

Influence When other people are involved,
you can only influence them. In these cases,
simply focus on the best and most effective
ways to communicate and influence the people
around you.

Acceptance In some situations we need

to accept constraints for us to be able to
move on. We don't have to forget, but we do
have to recognise when things may be holding
us back. Life is like a book, we have to turn
the pages to get to the end. Acceptance is not
about giving up, rather it's about accepting

a state or condition and then using creative
thinking to look for alternate solutions.

Consider the real estate owner wanting to sell
their property when the market plummets and
the price has significantly been reduced. The
market is a factor that is not in the control of
the seller and needs to be accepted. Whilst
they can control the marketing strategy, they
have no control over the prospective buyer.

There is no benefit in the real estate agent
being frustrated by the market shift, or the
limitations of the advertising set by the owner,
and they are best served by focusing their
efforts in influencing prospective buyers.

Focusing on the frustration of the market
forces or the owner’s advertising approvals
serves no one, yet switching our focus to

Techniques for handling project management frustration

When your goals only impact and involve you
and your actions, you can have total control.
When they involve other people, you can only
influence them and not force them against
their will. This is why you should respect
everyone, as every single person on this earth
can teach you something different. Be careful
not to judge a book by its cover, as the wise
come in many varieties and many guises.

Acceptance is required when forces cannot
be changed, which are often obstacles to
your success. Now the difference between
achievers and non-achievers is their response
to obstacles or things they have to accept.

the channel that is best served by our efforts
allows us to use our energy wisely and get
results faster.

MORE DETAIL

In life, some things we can only Control, such
as our behaviour and actions; there are some
things we can only Influence, such as the
actions of other people who are needed to help
us achieve our goals; and lastly, some things
we have to Accept and find workarounds. An
example of acceptance is where we are unable
to do something due to there being a law in
place to prevent it.

The CIA Principle helps you to
identify as quickly as possible
what you need to focus on to
minimise any frustration in your

life.

Control is required as part of our self-
leadership, and taking responsibility and
accountability for our own thoughts and
actions. This includes the preparation we take
for real estate deals, the manner in which we
present ourselves and how we manage our
mental state.

Influence is required when others are involved,
as we cannot control others’ actions. There

are situations where we might be in the right
place, at the right time, and with the right
people for the fulfilment of our goals, but this
may not be enough on its own. This means that
there are things you might have to do to better
influence an opportunity.

Achievers see obstacles and immediately

look for innovative ways to get around them,
whereas non-achievers often take a victim
stance or get the “it's too hard” mentality and
often go through life wondering why they do
not succeed.

The trick is to recognise early when you are
heading into a frustration state, and look at
the three CIA options to determine which
path relates to the best use of your energy to
resolve the frustration and move faster toward
success.

Todd Hutchison.
People Rich

The trick is to recognise early
when you are heading into a
frustration state, and look at the
three CIA options...
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1

CHOOSING A GREAT AGENT

What a great place to start on your journey with RETA as we help you discover the pitfalls and

perks of property and real estate.

This is obviously a topic that is close to our hearts and perhaps the most important first step in
finding out all you can about buying or selling your home. If you approach this correctly you are
about to enter into a new partnership that should, and can be, a beneficial and profitable process

for all concerned.

For whatever reason, you have made the decision to buy or sell. You may want to upgrade,
downsize, buy your first home or take the plunge into property investment as a means of wealth
creation. It can be a stressful process, if you do not have someone beside you to guide and advise

you on the best way forward.

Here is our first and most important tip;

view your real estate agent as an ally not an
adversary! Select the right agent and you will
be aligning yourself with someone who will
negotiate the best deal available, and they
will also steer you clear of the minefield of
mistakes buyers or sellers going it alone will
usually encounter.

Next, if you are thinking about selling, obtain

at least three appraisals on your property from
three reputable ‘local’ agents. | stress the
word ‘local’ because every suburb has its niche
and if a local agent is on the ball, he knows
your suburb intimately and can compare your
property to similar sites to yours sold recently
in the area.

Here is a clarification between what the
difference is between a ‘valuation’ and an
‘appraisal’. If you receive a ‘'written’ appraisal
from an agent where the price is justified and
based on local knowledge and experience, it
carries as much weight as a paid valuation.

SO, HOW DO YOU ASSESS WHETHER AN
AGENT IS REPUTABLE OR NOT?

Our recommendation would be to base it on
the following criteria:

A good communicator who is upfront in
disclosing all fees and charges associated
with selling your property.

By the number of current listings on the
market and the number of properties sold
over the course of a year

How many years he or she has been in
operation (i.e. knowledge, experience and
reputation)

Their understanding and appreciation of
different selling methods from auction to
private treaty

The size and calibre of the agency's sales
and support team

A go getter, an agent who thinks outside
the square and is willing to implement
different marketing strategies in order to
sell your property

An agent who is prepared to conjunct with
other agents to improve the possibility of
a sale

An online presence is essential in today’s

market, therefore agents should use reiwa.

com.au, realestate.com.au and/or domain.
com.au as a marketing tool

The agency should be CPD compliant
(Compulsary Professional Development)

Fees are also obviously another important
area. The Real Estate Institute of Western
Australia (REIWA) offers a set of guidelines
on the level of fees paid to an agent for their
services, and while there is no limit on the
maximum fee agents can charge, the rule of
thumb in Western Australia is from 3% to 5%,
depending on the value of the home (e.g. 5%
fee on $100,000 to 3% on $1,000,000).

However this should only be used as a guide. You
should talk to a few agents and compare their
services and fees before making a decision.

Always be wary of an agent
whose commission fee is well
below average or if they are all
too eager to lower their fees to
gain your listing because it is most
likely that the level of service and
negotiating skills will also be well
below average!

Hard working reputable agents really do earn
their fees. In return for their commission they
must, under West Australian law:

Fulfil all elements of your written contract.
A legally binding contract is essential and
REIWA has a standard contract upon which
most agents base their contracts.

Agents should always act in good faith
and in the owner’s best interest. All
information collected and used during the
selling process must be kept confidential

No matter how ridiculous they may seem,
all written offers should be presented to
vendors. All sales must start somewhere
and you are paying your agent to be a
good negotiator, so every offer is worth
considering, even as a starting point

WHICH LEADS TO THE ONE CONTENTIOUS
ISSUE THAT ALWAYS SEEMS TO POLARISE
DISCUSSIONS BETWEEN THE AGENT AND
THE SELLER - AT WHAT PRICE SHOULD
YOUR PROPERTY GO TO MARKET?

This is where local market knowledge and
experience comes to the forefront. Getting the
sale price right is the most important element
of marketing your property. The first step will
often be to compare the recent sale price of
similar properties in the area, however this is
just the first step that a qualified and licensed

1 | Buying & selling an existing property

agent usually takes. They will be able to offer
you an honest appraisal of the condition,
location, size and presentation of your property
compared to those homes that have recently
sold in your area.

So what is in this first chapter of RETA?
Hopefully, everything you need to know about
buying and selling an existing property — ideas
on styling and presenting your home for sale,
auctioning as an option, carrying out the
necessary building and pest inspections prior
to purchase, negotiating and obtaining the right
loan through a broker to purchase a property
and handling the sale process using the
services of a qualified conveyancer.

We hope you find the information, tips and
advice, from our handpicked team of industry
experts, in this and subsequent chapters, of
value and assistance as you enter into the
exciting world of property and real estate.

ﬁ TIPS FOR SELLERS:

Treat your agent as an ally not an
adversary. A sale, at the right price,
is a ‘win, win' situation for you
both.

Consider your first offer carefully;
it is more often than not the best
offer.

Be realistic in setting the sale
price and trust in your agent’s
judgement and knowledge. Also,
know in your mind what is the
lowest price you are prepared to
accept.

Negotiation is what the process

is all about. Do not be insulted if
your agent brings a ridiculously low
offer to you, at least it is an offer
and a starting point for your agent

to start the negotiation process.

Do not try to do it yourself or take
the ‘cheap option’. Leave it to a
trained negotiator, it is what they
are paid to do and the best ones
are the most successful!

13
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ﬁ TIPS FOR BUYERS:

Do your homework. Research the
area where you want to buy. Sites like
realestate.com.au are ideal places to
start. Attend as many home opens as
you can.

Visit all the agents in your area, even if
it is to just look in the window. Talk to
the agents, they are as keen to sell as
you are to buy. If you let them know
what you are looking for they might
also have something similar coming up
or available in the area.

Ensure that any property you consider
is unencumbered. Agents and
conveyancers are now super diligent
regarding proof of ownership in light
of recent fraudulent activity. Beware a
deal that sounds too good to be true or
involves someone acting on behalf of a
seller, especially if they are said to be
‘living overseas'.

Take notes and take in the home's
surroundings. What is next door?

Do you like the location? Rate each
home on a scale of 1 to 10 after each
inspection. Check whether the current
zoning allows for subdivision.

Once you have made a decision revisit
the home of your choice and try to

be objective. Take a friend or family
member along and ask for their candid
opinion.

Then ask the selling agent if there are
any defects, covenants you should
know about. By law the agent is bound
to disclose this information to you

Use the services of a mortgage broker
to obtain the best home loan deal
possible.

When buying a strata title property
make sure you sight all or any changes
to the bylaws. This will always be
noted on the strata plan.

Make sure you always compare
‘apples with apples’ when considering
different properties, take into account
similar sized blocks, internal living
areas, age and suburb, and remember
that every suburb has its own median
price.

John Caputo

...our first and most important
tip; view your real estate agent as
an ally not an adversary!
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EXCELLENT TRAINING MAKES THE DIFFERENCE

LIVE PM

George Bernard Shaw in his famous play Man and Superman, came up with the

immortal line “Remember: those who can, do; those who can't, teach.” While

that may be true in the case of some teachers, it is definitely not the case with

Jenny Denness and Linda Trpchev who head up the real estate training organisation
Live PM. While they are committed educators, Jenny and Linda remain very active real estate
agents, initiating calls, making sales, motivating staff, providing service and demonstrating by their
example. In fact, keeping the finger on the pulse in the real estate field and providing appropriate,
case study-based training is what sets Live PM apart from the rest.

CAN YOU DESCRIBE BRIEFLY WHAT ROLE
LIVE PM FULFILS?

“We are a registered training organisation
which was developed to deliver relevant
training to the real estate industry. All real
estate agents have to acquire 10 points of
compulsory professional development training
every year - which equates to three hours

of compulsory and seven hours of elective
training.

“We are accredited under the Training
Accreditation Council and our license is specific
to the real estate industry for agents as well

as property managers. The scope is called

the CPPQ7 training package which is where
you will find all the real estate qualifications to
obtain a CERT IV Diploma.”

WHAT IS THE DIFFERENCE BETWEEN
MANDATORY AND ELECTIVE TRAINING?
The mandatory three hour/ three point course
is developed each year by the Department of
Commerce. They choose the topics that they
believe the industry needs to learn about,
and we deliver that compulsory session. The
balance of the seven required hours is elective,
and agents and property managers can
choose to do whatever training that interests
them — providing it has been approved by the
Department of Commerce.”

WHO MONITORS WHETHER AN AGENT
HAS DONE THE TRAINING OR NOT?

“Once a real estate comes here for their
training, we submit the student’s name to the
Department of Commerce and they maintain a
record of the points they have accrued. It does
not become an issue for the agent until they

need to renew their license which happens
every three years. The Commissioner may
refuse to renew their registration if they have
not completed their educational requirements
under the Act, so from time to time we see
agents who need to put in 20 to 30 hours of
training in a hurry to maintain their registration.

“Incidentally, agents are not allowed to carry
forward any extra points they may have gained
from one year to the next. The Department
wants agents and property managers to have
relevant, up-to-date training — for example
combating the latest scams - so it needs to

be an annual commitment to professional
development.”

WHO PAYS FOR THE COURSES?

“The three mandatory hours are paid for by the
Government, and students pay for the seven
hours of elective training. If you are a sales
representative, you can choose to educate
yourself on commercial real estate or property
management. The elective options are very
flexible.”

WHAT SORT OF TOPICS DO YOU COVER
FORTHE ELECTIVE TRAINING?

“Qur training covers changes to the Australian
Consumer Law, such as cold calling, cooling off
periods, writing special ‘subject to’ conditions
on contracts so that they are effective. Our
training is hands on because we are both
licensed agents in the industry, so we share
our experiences with case study examples

to liven things up. We also fit the legislation
component in every time, so instead of

just giving a case study we apply it to our
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legislation and this makes the subject a lot
more interesting and easier to understand.

“We deliver training in our own facilities, and
some of the larger real estate agencies also
employ us to come out to their own training
rooms - especially for the mandatory hours.
There is a wide spectrum in commitment to
training with some real estate agencies not
bothering to follow up with their staff, and

the more proactive ones requesting specific
courses and inviting us to their premises to
train staff. The students come and undertake
the relevant training. However, what

happens after they leave here, or any training
organisation, will depend on the employer they
choose. Each organisation is different in how
they perceive the benefits of ongoing training
and mentoring. If a licensee comes to us and
says ‘These are the kinds of issues | am seeing
in my agency; we would like you to develop an
appropriate training session and deliver it to our
staff’, that is exactly what we do, and we will
travel far and wide to do that.

“QOur strongest point is that we are both in
the industry, and we do not approach any of
our training as if it is some kind of theoretical
exercise. We are constantly tapping into
feedback from our peers and we develop new
material based on an ever changing market.”

FROM THE PERSPECTIVE OF THE PERSON
BUYING OR SELLING A PROPERTY, HOW
IMPORTANT IS IT THAT AGENTS ARE WELL
TRAINED?

"It is extremely important, especially in light of
the recent fraud with the sale of properties. If
I was selling my home today, | would want to
be sure that the agent is committed to their
compulsory professional development training,
and it is probably a great marketing tool for
agencies to say that they take training seriously
and are up to date with legislation.

“For example, real estate agents and property
managers need to know that smoke alarms
are mandatory by law, must be placed
appropriately in the property and are required
to be replaced every 10 years. Excellent
training means better risk management for the
agency, more protection for their brand and

a reduced likelihood of claims against them.
From a sales perspective, the better trained
the agents are the more chance they have

of representing the buyer's or seller’s best
interests.”

PROPERTY MANAGEMENT IS ANOTHER
TOPIC THAT INTERESTS INVESTORS AS
WELL AS TENANTS. | UNDERSTAND

THAT THE ‘PM’ IN YOUR BUSINESS NAME
ACTUALLY STANDS FOR ‘PROPERTY
MANAGEMENT, SO IT MUST BE CLOSETO
YOUR HEART?

“Itis! We have a seven hour specialist
property manager elective where we cover
topics such as comparative market analysis,
dealing with rude and difficult people, effective
time management and so on. We have a new
course called the ‘Court Whisperer’ which
provides tips and advice for property managers
when they have to give evidence in court,
covering court procedures, court etiquette, how
to address the magistrate and where you stand
in the court. A lot of new property managers
would not have a clue about these things.

“"We also provide training on legislation
including 2013 The Residential Tenancy

Act. This includes covering the capping of
option fees, bonds needing to be sent to

the Administrator, routine inspections to be
reduced to four per annum and notice required
for the end of fixed term tenancies etc.

“There is another very important aspect of
property management that is generally not
covered — and it is critically important in any
agency's risk management plan. New property
managers are trained, given a desk, a file of
properties ... and yet have no idea how to
balance a trust account.

It is just not covered in the
mandatory material, and we make
a point of delivering training

in this area because there is a
massive need.

"When employing staff, many licensees do not
ask for police clearances and often they do not
understand or know how to supervise their
own trust account. That is where fraud and
agency losses can occur — and it is avoidable
with the thorough and appropriate training that
we provide.”
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Home Styling

TAKING STYLETO ANOTHER DIMENSION

GUEST GROUP

Guest Group is a long established 3rd generation family business whose beginnings
in furniture retailing began in the 1930s. At one time, in the 1980s, Guest Group had
over 80 retail stores across Australia, before selling them to concentrate on the core
business which underpins the company today.

With its headquarters in Melbourne, and family members including Alan, Bill and Janne Guest
actively involved in the day to day operation of the company, Guest Group has forged an enviable
reputation as Australia’s leading home styling specialist.

Excelling in the highly competitive West Australian marketplace requires more than just substantial
presence on the ground, sound management skills, technical expertise and entrepreneurial flair.
The team at Guest Group are highly motivated and artistically talented interior presentation and
design specialists. They pride themselves on awesome service, understanding and appreciating
the specific requirements of each individual client and offering a massive product range within their

Osborne Park facility.

WHAT EXACTLY DOES PROPERTY STYLING
INVOLVE?

“The main purpose is to create a favourable
first impression by introducing carefully
selected furniture in order to market the

home and sell the overall attractiveness of

the property. The other main aim is to show
the house at its very best, and deflect the eye
from flaws and minor defects. People buy
emotionally, and they buy the idea of a lifestyle
—that is what they tend to fall in love with. They
walk into a home, are ‘'wowed’ by the overall
effect that we are able to create and they can
see themselves enjoying that lifestyle. That is
why people quite often want to buy not only
the house ... but the furniture which we have
chosen to style it with!”

WHAT ARE THE REASONS THAT SOMEONE
COMES TO YOU TO STYLE THEIR HOME?
“"Well chosen, quality furniture and decorative
elements such as rugs, lamps, beds with
attractive linens and art work provide warmth
within a home. Empty houses echo and look
cold and soulless. Without furniture, the flaws
are more apparent, and you notice all the
cosmetic imperfections. A well styled property
turns a house into a home, and people buy into
that.

“We are also able to fill awkward spaces,
and show how relatively small rooms can be
opened up and made useable. Itis all about
creating perceptions, and making the very

best of the space we are working with. For
example, some three bedroom homes are
quite small, but we need to demonstrate to the
buying public how double beds in secondary
bedrooms create perspective in these rooms
which may look small if left empty.”

DO YOU STYLE HOMES THAT PEOPLE ARE
STILL LIVING IN WHILE THEY WAIT FOR A
SALE?

“Yes, all the time, and people are usually quite
open about why they want to talk to us. Maybe
some of their furniture has been comfortable,
and has moved with them from home to home
- but it really does nothing for the house at
sale time. In other cases, they might have a
beautiful sofa, but it is too big for the room,
disrupts the flow and may clash in style with
other furniture.

“In many cases, we work with some of the
client’s existing furniture and bring pieces of
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ours in to create the cohesive effect rather than
a disjointed ‘look’ that might compromise the
overall presentation of the home.”

ARE THERE CLIENTS WHO ARE MORE
DIFFICULT TO CONVINCE CONSIDERING
THAT THEY HAVE PRESENTED THE HOUSE
THEMSELVES AND THEY THINK IT IS
WONDERFUL?

“Sometimes, they may have prepared the
home themselves beautifully, but in a way that
may not appeal to the target demographic.
Most clients call us knowing that they need
our assistance. They often have their own
ideas and we always try to work with them.
We certainly try to meet their needs but
sometimes they don't actually have anything in
mind. They have called us because they want
fresh eyes to see something different in a
home that they have lived in for a few years!”

DO PEOPLE HIRE FURNITURE LONG TERM?
“Yes. We work for a number of high profile
project builders who require display home
furniture on a long term basis, and we also
have clients with multi million, upmarket
properties that have been on the market for
many months. These properties need to

find the right buyer, and while it takes time,
appropriate styling is essential.”

IS HOME STYLING GENERALLY USED FOR
THE MORE HIGH END HOMES? OR DOES
IT ALSO APPEAL TO THE AVERAGE 4 X 2
HOME?

“Qur service appeals across the board,
whether you are selling a high end home in
Peppermint Grove, a unit in Tuart Hill or a 4
X2 home in Atwell. You need to remember
that your competition is the other homes for
sale in your immediate neighbourhood. You
need to stand out from the crowd and make
your property look memorable and appealing.

Providing your property falls within a buyer’s
budget, they are more likely to choose the
home that looks beautiful over the one that
looks tired and dated with a well worn couch
and ‘Grandmothers’ dresser. The property we
style is clearly going to present a lot better and
appeal to a broader range of potential buyers.”

SO IT IS ALL ABOUT PROVIDING AN EDGE?
“Absolutely! Even in new suburbs where
homes often look very similar, styling a
property for sale when you are competing with
perhaps five other houses in the estate for
sale, makes all the difference. It will help you
to sell the home faster and achieve a better
price.

“This is supported by the facts.
On average, a home styled by
Guest Group will sell within four
to six weeks. This compares very
favourably with the average for
the real estate industry which is
considerably higher.”

DO YOU COME OUT TO PEOPLE'S HOMES
AND CONSULT?

“We discuss general requirements over the
phone and provide a rough indication, and if
the client is happy with that, we visit the home
without delay. On the basis of that meeting
and inspection, we provide a detailed proposal
which lists all the items that we recommend
putting into the home including the price.

“When it comes to installing the furniture,
hanging artwork professionally etc, we only
use the Guest in house delivery and installation
team — and by managing the project in that way
we are able to assure quality.”

HOW LONG DOES IT GENERALLY TAKE
FROM SOMEONE PICKING UP THE PHONE
AND CALLING YOU TO HAVING THE
PROPERTY PROFESSIONALLY STYLED BY
YOURTEAM?

“In most cases we will respond and arrange
our visit within one to two business days. A
quote tailored to your needs will be presented
within 24 hours of the initial consultation and
on average we will style the property within
five to seven business days of the quote being
signed. So you are generally looking at having
a fully styled property within a week to a week

and a half of the original call depending on the
month — because this is seasonal to an extent,
with Spring and Summer months being busier
than the rest of the year.”

GENERALLY, WHAT LENGTH OF TIME IS
YOUR FURNITURE LEFT IN THE HOME?
“We have a one month minimum for short
term hire. At the moment, around 90%

of our homes are selling within the first
month, which is really great as the market is
buoyant. So, in most cases, we are getting
calls within three and a half weeks to collect
the furniture, otherwise billing clicks over into
the next month unless the client has advised
us otherwise. We bill at the start of each hire
month, and after the initial month, clients will
receive a refund for any unused portion of hire
that they have paid.

“In addition, we do offer a discount for

three month contracts and that is ideal for
developers, high end homes and project
builders. When a developer has a series of
units to sell, we will quite often style one
display unit and leave everything there until
all the units or houses are sold. In some
cases, we move furniture from one unit in the
development to the next.

“We are working with some of Western
Australia’s most prestigious project builders
and that is definitely a growth area in our
business.”

IS GUEST GROUP STILL INVOLVED IN
RELOCATION FURNITURE HIRE?

"There is a high demand for furnished
apartments and furnished homes in the West
for people who are relocating. We are quite
often contacted by home owners to hire
furniture for 12 month to two year periods

so that they can rent the property as fully
furnished.

“We are able to assist families who relocate
from overseas or the Eastern States and
need furniture for a few weeks until their own
furniture arrives.”

ARE YOU ABLE TO PROVIDE FURNITURE
THAT COMPLEMENTS DIFFERENT STYLES
SUCH AS CHARACTER, CONTEMPORARY
OR ARCHITECTURAL?

“"We experience demand to provide an array
of different looks. In the coastal suburbs to
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the north of Perth, we find clients request the
seaside, coastal look and feel. In the Western
Suburbs, French Provincial in the Character
homes is very popular so looks change from
suburb to suburb. However, the majority of
homes we style have a contemporary look.

“We always aim to provide
neutral decor that will appeal to
the majority of people who will
walk in and look at the property.

“When working with our clients’ existing
furniture, we will often try to incorporate it into
the look we are trying to create. In the case of
clients on a tight budget, we make every effort
to accommodate them and utilise as much

of their furniture as possible to make it more
affordable. In those instances, we might just
style two or three key rooms — and perhaps the
hallway, as first impressions count for a great
deal.”

WHAT IS THE LENGTH OF TIME REQUIRED
FOR A CONSULTATION AND QUOTE?

“The consultation takes up to 30 minutes,
during which we take photos, notes and
measurements of all the rooms so that we can
reference back to colours, carpets, window
furnishings etc.”

WHAT DO YOU DO DIFFERENTLY THAT
PROVIDES AN EDGE IN THE MARKET?
“Given that we are a national company
providing stunning furniture packages to many
of Perth’s major builders, most of our product
has been in display homes for 12 months or
s0, and is returned to us in pristine condition.
It has been sourced from up to 500 different
suppliers across Australia and worldwide,
including many custom made pieces, that we
are then able to use for styling your property in
a unique and individual way."”

YOU MENTIONED QUALIFICATIONS. IS
THAT IN INTERIOR DESIGN?

“There are quite a few different qualifications
between us, and some are trained as Visual
Merchandisers and other in Interior Design. We
are very conscious that we are part of a sales
process — we are selling a “lifestyle” and first
impressions are critical. One of the benefits of
being trained as a Visual Merchandiser is that
you are educated to style a product for the
purposes of marketing and selling. You know
how to make a room look good for a photo
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shoot, and what is going to appeal to a broad
market ... that's exactly what our service is
designed to do.”

“You cannot teach someone good taste, but at
the end of the day, every member of the team
at Guest has been chosen because they live,
breathe and understand that. \We all have a
broad range of skills and enjoy bouncing ideas
and gaining inspiration from one another.”

“We tend to live and breathe the business and
it is not uncommon for any of us to wake up

in the middle of the night and think ‘Could |
put that sofa in there’ ... and ‘| wonder if that
occasional chair is available?’ ... or ‘Have we
got any big cushions to fill in that space etc?'”

WHAT SHOULD A HOMEOWNER DO TO
HELP THE STYLIST?

"We always suggest de-cluttering the home
by reducing the number of books on shelves,
keeping ornaments to a minimum and aiming
for a ‘minimalist’ effect in each room.

“Trust us to work our magic! Obviously we
need to work in a clean home and we would
prefer our client to see the full impact of the
finished effect — just as a potential buyer
would when they see it for the first time! We
recommend to our clients that they leave

the house and return when it's finished.
They're always amazed when they see the
total transformation! “Sometimes we get
unexpected reactions, with people hugging
us or in tears when they see the overall effect
for the first time. At other times, people have
said to us, ‘I don’t want to sell it anymore. It's
everything I've ever wanted it to be! I'm taking
it off the market!”

ﬁ‘ TOP TIPS FROM THE
GUEST GROUP TEAM

Property styling works, so if you
want to sell your property quicker
and generally at a higher price,
then invest in a professional styling
service.

Styling is not just for high end
homes. When you sell your home,
you're in competition with many
other properties in the area and
great presentation will help to set
your home apart from the rest.

Think ahead —The more notice you
give Guest to arrange your styling
package, the better the result.

Be prepared to accept the stylist's
professional advice — and if it
means moving much of your
furniture out for the duration of
the sale, then so be it. Your stylist
is selling ‘lifestyle’ on your behalf,
and will be aiming for a consistent
look and feel in the home.

Declutter your home as much
as possible, keep books and
ornaments on shelves to a tidy
minimum.

Before the styling team arrives,
ensure that the home is clean and
tidy with carpets in good order
—and employ the services of a
window cleaner.

Always remove personal items
such as photographs and children’s
artwork, this allows potential
buyers to imagine your property as
their own.

Book your photographer after you
have booked furniture installation.

When the team arrives with the
furniture go out for a coffee, and
come back when the work is
complete. It is far more enjoyable
for you to come back and see the
finished product.

CRYSTAL FINANCE
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Finance Broker

HELPING TO BUILD HEALTHY FINANCIAL FUTURES

A licensed finance broker and consultant, Robert Coombs established Crystal Finance
early in 20086, following an extensive career in banking spanning over 26 years.

Rob has gathered together a team of like-minded people, with similar experience and

background to his own, and built a successful business based around the core values

of trust and respect.

He brings years of leadership, understanding of the inner workings of banks and financial institutions
and a clear focus and direction to his role as team leader at Crystal Finance.

Rob’s strengths are his vision and knowledge of finance and his ability to develop seamless
systems, employing the latest technology to provide the best advice possible to his clients.

Whether you are chasing your first home loan, looking to get into an investment property, expand

your portfolio, obtain personal or commercial finance or just better manage your money, with a choice

of hundreds of products from 25 different lenders, plus a formidable team with years of lending
experience and knowledge, Crystal Finance offers its clients access to the best financial resources

possible to help create wealth and financial security.

If your goal is to build a healthy financial future, a good place to start would be with a phone call to

Crystal Finance.

We started our interview by asking Rob a
question he has obviously been asked before:

WHAT IS THE DIFFERENCE BETWEEN A
MORTGAGE BROKER AND A FINANCIAL
PLANNER?

“| like to think that, essentially, the financial
planner works with the asset side of your
balance sheet and the broker works on the
liability side ... the loans ... the debts.

"Whilst it is generally accepted and
understood that you talk to your financial
advisor about strategies for wealth creation,
selecting suitable investments or planning
your purchases, you should see your finance
broker about how best to implement your
lending strategy. Your financial planner helps
you plan for your asset purchases and your
finance broker helps you plan your loans to
acquire these assets, and will consult with you
regarding timing, loan size and security.

“Not only does your broker then put the
lending strategy in place, he/she will structure
it in the best way to meet the goals your
financial advisor/planner has set for you. As
mortgage brokers, we are able to work very
closely with financial planners and you should

definitely consult with one at some point in the
process.”

WHO SHOULD USE THE SERVICES OF A
BROKER AND WHY SHOULD THEY UTILISE
THAT SERVICE?

“To answer the first part simply - anybody who
wants to borrow money, for any reason, should
come and see a broker before making any
other move.

“One of the primary reasons people should
talk to us first is because we are going to

ask questions. Why do you want to borrow
money? What do you want it for? How do you
propose to repay it?

-
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“But the modern-day broker now has so much
more to offer. They do not just look at getting
the best rate; the best rate is no longer the
most fundamental thing you should look for
and the reason for that is because just about
every bank in Australia offers the ‘best rate’, so
really there's not a lot of difference between
rates. As a broker we look at not just your
current but also your ongoing requirement.
What you might want or need today may
change dramatically in five years' time.

"“Essentially we will complete a ‘needs
analysis’ to discover a range of loan products
with features and benefits that suit you.

"“A classic example is there is no point in taking
out a fixed rate for five years if you intend
selling the property in three years. You are
going to be up for penalties when you break
out of it, so why go for the five-year fixed rate?

“Another is where both owneroccupier and
investment loans are held, it makes sense to
make fortnightly repayments to the owner-
occupier loan and attach an offset account. It

is all part of the process of establishing and
building a long term relationship, based on trust
and understanding.”

SO IT IS ABOUT MATCHING PRODUCTS
THAT ARE OUT THERE TO PEOPLE'’S
SPECIFIC NEEDS AND CAPABILITIES?
"Definitely, but we are not just talking about
rates or pricing; it is also about assessing the
suitability of the product with all the bells and
whistles that come with it. Do you really need
them? Are you going to use them? Is the cost
of these features worth it?

“Then we look at the structure. Do we do one
loan or two? Is there one property involved

or multiple properties? Is Lender's Mortgage
Insurance appropriate? Is a Line of Credit
needed?

“We will also look at the cashflow surrounding
that. How are you going to make repayments?
Where is it going to come from? Should we
use an offset or loan-redraw? Do we set the
interest rate at fixed or variable? Do we have
interest only or principal and interest? There

is a whole range of questions that need to be
asked and some solutions put forward.”

THERE ARE PEOPLE WHO SAVE AND
PEOPLE WHO LIKE TO SPEND. WHAT
ADVICE WOULD YOU GIVETO A SAVER
AND TO A SPENDER?

"It is very true, some people like to save and
others like to spend. If you are a spender that
does not necessarily mean that you cannot
borrow money. What it does mean though

is that in presenting that person’s case to

the lender (the bank) they may have a harder
time showing that they are appropriate or
creditworthy people and that is where we can
assist greatly.

"“A spender may also be a late payer so they
may have a bad credit history with credit cards
or utility bill payments or similar and that can
lead to issues associated with their credit
rating. From a lender’s point of view these
are negatives, but if they can be explained or
mitigated, a case may be able to be presented
to the lender and then they will often be
prepared to have a look at that in a more
favourable light.

“A saver with a strong savings history is on
the right path, but probably still needs advice
on how much of those hard-earned savings to

invest and where. And we can help there too.”

WHY NOT APPROACH THE BANK DIRECT?
IS IT A MATTER OF KNOWING WHAT
INFORMATION TO PRESENT AND WHAT
NOT TO PRESENT?

“Every potential borrower has a particular
perception in their head about what they think
is a respectable and safe proposition. So they
are often quite shocked to go to a bank and
discover that the banks do not have the same
perception.

“The Bank's priority is the safety of its loan.
Your priority is to acquire an asset and clearly
explain the purpose of the loan (not the loan
itself).”

WILL THE BANKS CONSIDER YOUR
SITUATION AND OFFER YOU A PRODUCT
THAT SUITS?

“Banks will answer your questions but they
usually just provide a ‘yes’ or ‘no’ answer to
your guestion, not a solution. You then have to
interpret the answer to fit your particular set of
circumstances.

“If | said to you that interest-only is a suitable
product for your circumstances, you may well
accept my advice. However unless | explain
the features of the loan you will not know why.
The lenders in banks probably won't be able to
give you any answers and many do not know
the answer, because they may not be home
loan specialists, but general bankers.

“There are good reasons why a principal and
interest product may be better served by an
interest-only arrangement; why a fixed rate
might be better than a variable rate; why an
offset may be more suitable than re-draw. So
you can draw on all the skill, advice and benefit
from the services of a broker, who understands
your circumstances.”

AM | CORRECT IN THINKING THAT YOU
HAVE ACCESS TO 25 OR MORE LENDERS’
PRODUCTS ON WHICH YOU CAN OFFER
ADVICE?

“Yes, but it is not just about getting you

the loan you want at a reasonable price and
explaining all the benefits of why this product is
better than another product. | think the needs
of clients’ today are a bit more complicated.

"“A lot of people already have loans in place and
when they come up for review, the interest
only period has expired or the fixed rate falls
due.. They want to know if they should fix the
rate again? Should they change banks? Is this
still the best deal they can get? Is this the
best structure that they have in place?

“And again, with a bank you are not
necessarily going to get answers that suit
your circumstances because they will just
recommend another of their own product
options, which may or may not be right or
relevant to your circumstances.

“There are over 100 lenders (banks, credit
unions, non-bank lenders etc) with literally
thousands of products in today's market and
finding the right one for you can be daunting.
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Perhaps unsurprisingly, most have similar
products and similar bells and whistles. Some
only lend in their own State whilst others
provide specialised or niche products that
may not be suitable or appropriate for most
borrowers.

“We believe in having over 25 lenders on our
Panel (around a quarter of all available lenders
in Australia) provides a broad range of products
and rates that is representative of all lenders.
A bank or ‘'monoline’ broker simply cannot
compete with this diversity.

“However, we are always keeping abreast of
what's happening in the market and where we
think a lender has developed a product that
may benefit our clients, we will bring it onto
our panel.

“The other important consideration is that the
information we gather about our clients over a
long period of time helps us to deliver the best
advice for their circumstances. Some clients
have been with us for more than 12 years, and
in many instances, we actually know a lot more
about them than they know themselves. |

can always provide them with answers before
they even know the questions they should be
asking.

“Clients’ needs evolve over time. What is
suitable today may not be suitable in five or
ten years’ time. Those clients who remain with
us benefit from our knowledge and expertise
to adapt their loan structures to their changing
needs without them having to “start again”
every time they see their bank.”

CHOOSING YOUR BROKER. HOW DO YOU
KNOW IF THE BROKER IS SUITABLE FOR
YOU OR QUALIFIED?

“For a start, you have to make sure they are
licensed or operating under an Australian Credit
Licence, issued through ASIC. If they are not,
walk away because it is illegal!

“Next is their experience level - we can provide
a greater level of input and information now.
We can offer advice on the processes and
steps involved and identify and explain any
potential issues that may arise with a lender.
Nowadays, you cannot apply for your loan
today and get it tomorrow; it just does not
work that way. There are a number of steps to
be undertaken, some of which can be unique
to your loan application. An experienced broker
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can recognise these and have a backup plan in
place in case it's needed.

“Ask them if they have any investment
properties of their own, or how many homes
have they bought and sold. Not many bank
staff can pass this simple test. Check also to
make sure they have brokered loans in the
segment you are interested in — for example,
first homeowners, upgraders, investors, self-
employed, etc”

“Then there is the issue of in-house support.
ASIC regulations require both brokers and
lenders to undertake a much greater level

of investigation into a potential borrower’s
circumstances. This can often lead to delays
and a greater level of oversight is required

as the application progresses through the
bank’s systems. The days of a sole operator
are numbered. A competent broker must have
back office support and technology to ensure
your application is continually monitored and
processed.

HOW DOES A BROKER GET PAID?

“The standard practice is for the broker

to receive a commission from the lending
institution based on the settled amount of the
loan. This is called an ‘upfront fee’ and usually

varies from 0.5% to 0.7% of the total loan value.

"“Brokers also receive what is known as a
‘trail’, an ongoing commission that is set at
approximately 0.15%pa, or thereabouts, by the
bank for the life of the loan. It is paid monthly
and is based on the minimum balance of the
loan at month’s end. So if the balance is zero,
the trail is zero.

“Neither of these commissions affect the
interest rate or fees applied to a loan as they are
paid by all lending institutions. This commission
structure ensures the broker has a strong
interest in not only getting a loan to settlement

but continues to provide support to his client
long after settlement.”

CANYOU TELL US ABOUT ‘CLAWBACK' ?
WHAT IT IS AND WHAT IS INVOLVED?
“Clawback is industry jargon for what happens
to the broker's commission if, for any reason,
a loan is repaid in full, within the first 12 to 18
months. Most lending institutions will require
up to 100% of the upfront commission to be
refunded. So, it is not always one way traffic in
the broker's favour.”

“Similarly, if the borrower’s loan is in default for
any period of time the lending institution will
cease to pay the trail until the loan is back on
track. So it is in the broker’s best interest, long
term, to assist the borrower, his client, in getting
arrears paid and payments back on track.

ARE YOUR SERVICES LIMITED TO JUST
PROVIDING A LOAN?

“No, we can provide advice and guidance on
almost anything that happens to your loan
after settlement. For example, conversion of
variable to fixed, or fixed to variable, expiry
of honeymoon rates, maturity of fixed rates,
switching of interest only to principal and
interest and vice versa.

“A big area of advice is partial discharges — that
is - sale of a property and instructions for the
collection and disbursal of sale proceeds.

“When you sell, if you have multiple properties
or they are cross collateralised, then you do not
necessarily have to relinquish the entire sale
proceeds to the bank; you might be able to keep
some. You may say ‘Why do | want to keep
some? | will give it all to the bank.’

“You do not need to hand over all the proceeds
to the bank; for instance there may be a high
interest credit card or car loan that needs
reducing or paying out. Clear these loans first
so they do not continue to drain your cashflow
and then you can afford to make increased
payments on your own loans — this is invaluable
advice that we can supply based on our
knowledge and experience and your particular
circumstances.”

“We can also provide introductions to our
preferred network of related financial services
partners such as accountants, solicitors, estate
planners, settlement agents, leasing and buyers’
agents, financial advisors, insurance brokers and

so on. These are people with whom we have
built up relationships over a long period of time
and have demonstrated the same commitment
and ideals of trust, respect and understanding of
our customers’ needs and objectives.”

IS THERE A GENERAL RULE OF THUMB
ONTHE TYPE OF PRODUCT THAT BEST
SUITS FIRST HOMEBUYERS, INVESTORS,
RETIREES ETC?

“| suppose you could categorise these areas:

"“First homebuyers are usually characterised by
inexperience at lending. They may not have a
long standing track record of savings, so their
credit rating or asset position is not very strong.

“The type of product for them is obviously going
to be something highly geared - maybe a 90%
to 95% lend. These buyers are usually very price
conscious so they want something inexpensive
and straightforward - make payments at the
cheapest possible rate and establish a lending
history and equity.

“So they may not need things like offsets and
redraws. A ‘no frills’ product is usually the way
to go, some lenders offer honeymoon rates or
special discounts for the first 12 months or the
first three years or so.”

WOULD THEY NEED MORTGAGE
INSURANCE?

“With a 95% mortgage, they will definitely
need mortgage insurance and that brings us
back to a savings pattern. Normally you need
to have saved 5% of the purchase price over
the last three to six months at least.

“Parents will often help but parent payments
do not show a savings pattern. Gifts and
bequests are not a savings pattern, so we
have to come up with alternatives. If they are
renting, and they keep an accurate record of
their rental payments, some lenders will use
that as a de facto evidence of savings, and a
demonstation of ability to perform.

“Owner/Occupiers should always want
principle and interest repayments and make
payments fortnightly, it usually matches their
cashflow better with their income and pays

the loan off a little quicker, and that is a sound
strategy as well. These loans work well with
redraw or offset accounts, especially if they are
on a good income.
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“The ideal loan for investors is one on which
they can borrow the full purchase price plus
costs. However, they cannot do that with just
a single property; they need to bring a second
one into the mix. This could be their own
home where they have paid out a substantial
portion of their debt, and we can then allocate
some of that equity to the equation.

"“So the ideal investment loan really does not
need to be flash, you will want interest only
payments (which are tax deductible) where you
can use the cashflow coming in from the rental
stream to help with the payments.”

‘Whilst redraw and offsets accounts are usually
available, the typical investor does not require
these features, preferring instead to purchase
another investment property with any surplus
income.

“With people heading into retirement you have
to place a lot more emphasis on understanding
their needs. We want to know how long
before they retire? The banks are becoming
wary of providing 30 year loans to applicants

in their mid 50s. In some cases you will need
to demonstrate how you can pay off a loan

in the time you have remaining in full time
employment.

"“So the message here is clear to anyone in
their mid 50s, you need to come and see your
broker to work out how you can satisfy the
Bank that you can continue to repay your loans
into retirement.

“If you have reached 60 years of age and you
say 'l am going to retire in five years and |
need to restructure my finances’, you might
find the Bank will not be able to oblige, so we
may need to look at that some years earlier.
An option whilst still employed is to accelerate
repayments and reduce your loan to a more
manageable level upon retirement..”
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“A line of credit might be useful to help
manage some of the cashflow issues in
retirement.

“For those that do not have investment
properties - they just want to pay off their
debts but still have a funding ‘buffer’ - we can
replace the housing loan with a line of credit.

“Lines of credit are always very useful,
particularly in retirement because when you
are retired you cannot borrow any money or it
becomes extremely difficult, so you need to
have put your lending in place before you retire
and through good conduct the bank will let you
keep it - that's definitely the way to go.”

WHAT SORT OF INFORMATION SHOULD
YOU SUPPLY TO A BROKER WHEN YOU
COME LOOKING FOR A LOAN OR ADVICE?
“The short answer is everything. We want to
know everything about you. There is a needs
analysis exercise we undertake that was
mentioned earlier, it can also be called a 'fact
find". To us, it's a Client Profile - we just need to
know all about you!

“We need to know your objectives, not just
what the loan is for, but why do you want

to acquire the asset. We also need to know

a bit about your history. Have you had any
difficulties with loans before? Do you have any
arrears or any late payments, and not just in
loans? Do you anticipate any changes to your
situation in the next five years that may impact
on your ability to repay your loan?

“If we are to genuinely help, the client needs
to be upfront. We will be honest and open
with you. We do not get paid until the loan is
settled, so if we all spend too much time on a
transaction that is not going to go anywhere
everyone’s time is wasted.

“Crystal finance offers solutions and a way
forward in most instances. It might not happen
today, it might be a month or six months away.
[t might be building up a savings history over
the next three months, or clearing a bad debt,
or repaying a pesky credit card or just waiting
until a probation period has passed.

“We ask questions, work out a plan of attack,
and then have to decide what documentation
and verification we will need. We have to be
able to show that we have made thorough
enquiries into each applicant’s financial position

and made every reasonable effort to verify the
information which has been provided to us to
us. Thatis our due diligence.

“The basic documentation we need is your:

Income evidence - payslips, PAYG
summaries, rental statements

Loan documentation — loan statements,
Internet printouts etc.

Evidence of asset ownership — rates
notices, super statements, share
statements

Demonstrated savings pattern — savings
statements, rental payments

Identification — passport, drivers licence
(certified if necessary)

ﬁ‘ TOP TIPS FROM
CRYSTAL FINANCE
Knowing that we could go on for hours
picking Rob’s brain, we decided to cut
to the chase and ask for his top tips

for anyone wanting a loan. Again, we
weren'’t disappointed:

“It all depends on what you want and
where you fit - first homeowner, up-
grader, investor, upcoming retiree or
just where you are at in your life cycle”

First thing, do your homework
when you select your broker.

When you find your broker, ask
questions. Your broker is on your
side, your broker is the person
who is going to stand in your stead
in front of the bank and is going to
plead your case.

Never, ever go directly to the
banks.

Also, be honest and disclose
everything, put your trust in your
broker. They can’t help you if they
don’t have all the facts.

Develop a close relationship with
your broker. The benefit of a broker
is not just at the first deal but
subsequent deals down the track.

ALPHA CONVEYANCING
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SETTLED ONCE AND FOR ALL

Alpha Conveyancing & Settlement Solutions, formerly Marie Tatham Settlements, is
a small but highly experienced conveyancing agency founded by Marie Tatham and

L
( \ j daughter, Nina Caputo.

Located right on the border of Maylands and Bayswater, Alpha Conveyancing offers a
highly professional, personalised level of service backed by Marie's more than 25 years' experience
working at all levels of the industry and complemented by Nina's qualification as a licensed real

estate agent.

Although they are based in Bayswater, Marie has spent many years working as a conveyancer in
Western Australia’s Wheatbelt and still travels there regularly.

Marie and Nina take pride in providing a service that is one step above and every property

settlement is handled with integrity and reliability.

Independent, they are not aligned to any specific agency and depend solely on their extensive
network of satisfied clients for repeat and referral business.

Buying a property is one of the largest
investments you will make and the settlement
agent’s role is to ensure that the property
transaction (sale or purchase) will progress
through smoothly, stress free and on the due
date.

There appears to be some confusion out
there about the correct title (excuse the pun)
that we should use for this important chapter.
However, there is no confusion in the mind
of long term, industry veteran, Marie Tatham
of property settlement specialists, Alpha
Conveyancing.

Both terms — conveyancing and settlement —
mean the same thing and perform the same
function but, nevertheless, according to Marie,
‘conveyancing’ is the term the industry prefer
to use in the future because it more accurately
describes the critical function this stage plays
in the property purchase and disposal process.

Just to make it even clearer, ‘conveyancing’ is
more the legal process that is undertaken and
‘settlement’ is the end result of that process.

This is probably the ideal way to begin our look
into this fascinating but essential element of
the buying and selling process in property. So
our first question would logically be:

EXACTLY WHAT DOES A CONVEYANCING
AGENT DO?
Let us defer to Marie again for the answer:

“Qur role is to take a property that is presently
in an owner’s name and look at that property
to ensure that it is going t