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The Commercial Property Manager's
KPIl Checklist

Setting relevant, concrete performance metrics gives commercial

property management teams—and executive leadership—a clear

picture of building performance.

But given the abundance of data now available to property teams,
it can be daunting fo decide where to focus. Some property teams
become excited by the possibilities of what they can measure

and end up losing sight of what they should measure—otherwise
known as ‘Analysis Paralysis! Most teams simply don’t have time to
regularly look at 20 different KPIs and make actionable decisions
based on each one. Instead, focus on measuring select core KPlIs.

Basic Guidelines for Setting KPlIs

To determine which KPlIs to track, start by clearly identifying your organization’s corporate goals. Then you can map

these to correlating metrics to help attain these objectives.

Remember: choosing KPIs shouldn’t be a one and done process. An organization’s goals can change every year—

particularly when curveballs like COVID-19 shatter carefully-laid plans.

Whichever KPIs you select, review them at least annually to ensure they still match current company goals. Perhaps
most importantly, all KPIs should be S.M.A.RT.—Specific, Measurable, Attainable, Realistic, and Time-Based.

Let’s start with the obvious: It's important to monitor financial indicators like

Net Operating Income S—
[ ]

maintenance and repair expenses and revenue to keep bottom lines healthy.
[ ]

The most meaningful number for commercial property managers is Net

Operating Income (NOI).

Total Income - Operating Expenses = Net Operating Income

When presenting this information to higher-ups, be prepared to explain notable
variances between actual numbers and the forecast, budget, and benchmark

numbers.

Occupancy and Vacancy Rate

A commercial property manager should know the occupancy and vacancy rate
of their building at any given time. However, monitoring occupancy rates is most
useful if you can compare your numbers with the market average.

Pre-pandemic, office vacancy rates in America hovered somewhere
between 9-10 percent. In 2021, those rates perch at 17 percent. Beating the
market average is a good sign. Leaving it in the dust might indicate your rents

Lease Renewal Rate
Finding a new ftenant can cost up fo three fimes as much as renewing an

are too low.

existing lease. To ensure your building is competitive in the current market,
measure your lease renewal rates relative to prior years. Use this baseline to
monitor building appeal. It's also important to keep an eye on tenant acquisition
costs. If you find this cost is creeping up while tenant turnover time remains
static, consider alternative methods of marketing your space.
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Work Order Efficiency

Measure the average time to work order completion and the percentage of
work orders completed by their due date. To ensure satisfied tenants, your target
baseline should be to complete at least 90 percent of work orders on or before
the due date.

A self-service portal is much more efficient than making tenants call or email
your office to submit work order requests. Measure the ratio of tenant-submitted
work orders on your tenant app versus those scheduled by tenants contacting
your office. Then consider if your team should do more to encourage portal use.

Tenant Satisfaction with Service Delivery

Work orders are perhaps the most frequent direct contact that fenants have with
your property team—so it's important o get them right. Request tenant feedback
on completed work orders to identify service bottlenecks. You can contact
tenants manually or use tech tools that send automated feedback requests, such

as Building Engines’ Prism Work Orders.

Engineer Productivity

Ideally, you should be able to account for the majority of any maintenance team
member's workday. To measure their productivity, track the number of work
orders, inspections, or preventive tasks each team member completes, including

administrative tfime spent recording tasks. If engineers are spending a sizable |

chunk of time on administrative work, consider technology tools such as mobile
enablement that increase engineer productivity.

On-Time Preventive Maintenance Tasks

Your preventive maintenance program won't have the desired effect when tasks
are completed behind schedule. In some cases, completing tasks early can be
just as problematic.

Measuring task completion rate is table-stakes. (Anything over 90 percent is a
solid target.) But to make your maintenance program more effective, track the
amount of preventive maintenance tasks completed on time.

Incidents

Your tenants and team members expect you fo keep them safe. Track and

report the number of incidents that occur on your property year over year. Pay
extra attention to those resulting in financial loss, with the goal of reducing this
number to zero. There is ample evidence that early, detailed information capture
reduces the number of incidents resulting in a loss. (Check out these tips for
writing a detailed incident report.)

If your incidents increase year over year, consider how fo mitigate risk on your
property. It could be by retraining team members, adding signage in potentially
hazardous areas (like a slippery lobby floor during the winter), strengthening
your daily inspections rounds, or reviewing your insurance coverage.

To shield your property from risk, your team needs to track tenant and
vendor Certificates of Insurance (COls). Failure to do so leaves your organization

vulnerable to steep non-compliance insurance penalties and costly claims. Most
risk managers say a compliance rating lower than the high 90s is unacceptable.

Certificate of Insurance Compliance @

A Clear View of Building Performance

The right KPIs will provide an accurate view of your building’s performance, and by reflection, your
performance as a commercial property manager.

Consider how upgrading your tech stack can help you stay on top of your KPIs. A market-leading building
operations platform with robust reporting capabilities like Prism from Building Engines, makes it easy to
monitor portfolio adherence to KPIs. Such a platform also helps you achieve better business outcomes by

automating slow workflows, identifying missed revenue opportunities, and making it easier to deliver a first-

rate tenant experience.

Find out more about what Prism can do for you: Schedule a demo with one of our experts today.

Schedule a Demo
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