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Tenant Portal Case Study with Sage Timberline Office

Abstract

In its simplest form, a Tenant Portal is a self-care website that allows tenants to access
information and services related to their lease. Reduction of costs and improved customer service
are core benefits of a Tenant Portal. In January of 2009, eTenantCare became a Sage Timberline
Development Partner. The integration was completed in March of 2009.

Introduction

In a changing economic climate that is affecting energy costs, labor/material costs and
vacancies rates, recent technology trends, in an effort to combat these issues, include the
implementation of the Tenant Portal. This study’s focus is on the deployment and
operation of a Tenant Portal at a Sage Timberline Office customer.

Subject Customer

The subject customer develops and manages commercial properties in the mid-west. The
Tenant Portal represents a single physical property consisting of approximately 120
tenants. The Tenant Portal was deployed in May of 2009. This study details the findings
from the deployment and operation of the Tenant Portal and it’s interaction with Sage
Timberline Office.

Tenant Portal Options Deployed

The following modules are in use in the subject deployment:

1. Online web based work order system — allows tenants to create, update and check statuses of
work orders online.
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2. Online Payments — allows tenants to pay rent online using credit cards/debit cards or PayPal.
Users are charged a 3.1% convenience fee.

Cumpany Hams Tesantd Proguerey N Suiw
e [EEEEEET fenenng TEEEETET
Gowis Amwumi  TemamiPagmeens  PapmearFee  Mist Inwme Arunt Callerked  Fagment Dawe
w1015 15 R o 54300 IAST005 7 35EEFM) BISIEI I
L iE L] (] e L] A0 B ITIAAM SR
T 14034 0 i WA LMI000 1 344TPRL A0 KEDRI 343240
Company Telah
[ 1eR1L o o B ]
Cusmpany Hasme Tenaar Froperrty B Suie
EEELLELEEL T B 1111 TT QN T LHEEH T TEEEEHET
Gress Ameumi  TrmaiPaymess  PuymeasFee  Mis lnoeme Awrunt Callered  Pagment Dae Prymenti
dema AT s ol LT RS EORSMM THHI AV
015 603 R $o S43042 SO | 1M SVIEHEEINES
s i fu L o SN0 § LT TTAITTR T
1018 1] i) o 0.0 1LAII007 1077 30AM SMIAR0ZIIT14
6013 e ] 104 oo G006 S-S O TS U I
M1 3 R $o 04 1205000 630 SIFMIMES | KBTS
s i fua $15e L] RS V9 I TMLT R
015 won T [ w00 ML) B ATFN TSNS
Company Teiah
A BT e L W
Eepant Tonals
Totl Ores TendPuymeats ot Fons Tooud Misc [acome.  Total Calected
FALESRAY SG0Gl42T  §1EM0EG 00 600 S60.703. 87

3. Online Invoices and Statements — allows tenant to view and print invoices/statements online
with up to 12 months of historical invoices/statement.
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4. Online News and Announcements — allows tenants to access and view property news and
announcements online and thru email.

5. Online Documents and Forms — allows tenants to access property specific and unit/suite
specific documents online.
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6. Online reservations of common facilities and resources — allows tenants to reserve common
facilities and resources online.
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Study Parameters
This study looks at four parameters to calculate benefits. They are:

= Material and labor savings through the elimination of the traditional method of
distributing paper memos and handouts. Savings figure is based upon an
industry average of .50 per handout which includes labor and material costs.

. Labor savings through the use of an automated web based service request
system. Savings based upon an industry average of $1.50 per call which
includes labor and material costs.

= Material and labor savings thought the use of online payments and
invoice/statement display. Includes elimination of postage, paper, ink, and labor
to stuff envelopes. Savings is based upon .75 per tenant.

= Staffing labor savings through the general use of “Self Service” functions that
normally require staff interaction. Savings is based upon a reduction in staffing
at a rate of 20%. Staffing hourly rate of $12.00 per hour for a full-time
employee is used to calculate total staffing labor savings.

Documented Study Results
A total bottom line average savings of $540.00 a month was achieved. This equates to an

annual cost reduction of $6,480.00 for a single property. The following averages were
documented.

Item Average Monthly Documented
Savings/Revenue

Savings from elimination of Tenant handouts. (3 $120.00

announcements on average a month)
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Savings with the introduction of automated service $30.00
request system. (On average 1 new work order each
business day

Savings with the deployment of online invoices and $90
payment options

Staff labor savings (based upon 20% staff reduction) | $300.00

TOTAL Monthly Average Revenue Savings $540.00

Integration Benefits

The benefits of the integration with Sage Timberline Office include:

1. Initial and subsequent bulk loading of Timberline data into the Tenant Portal —
Maintaining the data in the Tenant Portal can be simplified by bulk loading tenant
data as needed to keep the two systems in synchronization.

2. Invoice and Statement loading — Loading invoices and statements into the Tenant
Portal is a 5 minute process from start to finish (Tenant Invoice/Statement ready
notification)

3. Payment and Charge Posting — Online Payments and Miscellaneous Charges are
bulk imported into Timberline Office eliminating the need to manually post
payments and enter charges.

4. Although the subject does not use Service Management, eTenantCare has
integrated the online Work Order system with Service Management.
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