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The Imperative of Maintaining
a Unified Regulatory Framework

he Malaysian Institute of Property

and Facility Managers (MIPFM) was

established in 2011 with a clear and
FULWLFDO REMHFWLYH WR SUt ; j:
of property management professionals and the '
broader industry. This formation was a direct
response to a perceived threat of fragmentation,
VSHFL;,FDOO\ WKH SRWHQWLDO
into separate domains of property management
and building management. The historical roots
of property management practice in Malaysia
can be traced back to the British colonial era,
where Chartered Surveyors from the UK held key
administrative and professional roles. This legacy
subsequently led to the training of local graduates
in estate management, often in the United
Kingdom, providing the bedrock for the profession
as it exists today. Consequently, professionals in
real estate and estate management are trained
across various disciplines, including property
management, estate agency, and valuation,
W\SLFDOO\ RfHULQJ WKHLU VHU
RI SURSHUW\ FRQVXOWDQF\ ¢(¢UP

The recent resurgence of the proposal to establish
a Board of Building Managers has brought this
foundational concern back to the forefront. This
issue gained momentum following a call from
the Ministry of Housing and Local Government
(MHLG) for a Public Engagement Session on 12th
September 2024 aimed at exploring avenues to
accommodate the proposed new Board (was later
postponed to 23rd September 2024).
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Prior to this crucial engagement, the industry discourse
was further shaped by an article penned by Foo Chee
Hung, titled “Property Manager vs building manager
— Are they the same?”, published in EdgeProp on 20th
September 2024. This article sparked a series of rebuttals
from the academia including Dr Tham Kuen Wei in The
Star and Dr Abdul Jalil Omar in EdgeProp, both published
on 25th September 2024 . During the Public Engagement
session with  MHLG on 23rd September 2024, a

(NGOs) collectively voiced their strong opposition to
the establishment of a Board of Building Managers, a
move that would fragment the property management
industry in Malaysia. The detailed reasons for these
objections were subsequently made public through an
open letter addressed to the Minister of Housing and
Local Government, published in EdgeProp on 27th
September 2024. This sequence of events underscores
the deep-seated concerns within the established
property management profession regarding the potential
UDPL,{FDWLRQV RI
building managers.

The primary objection to the proposed Board of Building
Managers stems from the fact that a comprehensive
DQG HFfHFWLYH UHJXODWRU\
management already exists under the purview of the
Board of Valuers, Appraisers, Estate Agents and Property
Managers (BOVAEP). This board, operating under the
Ministry of Finance since 1981 through the Valuers,
Appraisers, Estate Agents, and Property Managers Act
1981 (Act 242) and its subsequent 1986 Regulations, has
diligently governed the profession for over four decades.
This extensive history indicates a wealth of institutional
knowledge and established practice that a newly formed
board would inherently lack. The creation of a parallel
regulatory body would not only be redundant but could
also introduce unnecessary complexities and potential
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BOVAEP has demonstrated its

commitment to inclusivity and its
capacity to adapt to the evolving needs
of the industry. A notable example is the
2018 initiative where BOVAEP opened
a 12-month registration window for
experienced building managers who may
not have possessed formal academic

TXDOL,{FDWLRQV

about the potential exclusion of skilled
professionals and showcased BOVAEP’s
responsiveness to industry feedback.
Furthermore, the existence of numerous
ORFDO XQLYHUVLWLHYV

courses in property management, including
building and facility management, has

SURGXFHG D VXEVWDQWLDO S

graduates. Over 30,000 individuals

KDYH JUDGXDWHG

Degree holders subsequently undergone
rigorous testing to become Registered
Property Managers under BOVAEP. This
established

educational infrastructure

| U D RithérRddpyortd Rhd exBh& Fegulhtdry

framework and ensures a continuous
supply of competent property management
professionals.

Establishing a new Board of Building
ODQDJHUV ZRXOG
expenditure of public funds, resources

WKDW FRXOG EH PRUH HfHFW

towards enhancing the current system
BOVAEP. BOVAEP’s
successful regulation of the profession for

under Given

over 43 years, the creation of a new board

7KLV SURDI
VLIQL{FDQW FRDOLWLRQ RI VL[ QRQ #ReYtly aGr&s5eQ M @nR alskDi20LD W L R Q

IURP WKHYV
FUHDWLQJ D VHSDliglonwa Hand Higgke® Dovegrants. ETReS¢ | R U

HQWDLO

IRU FRQALFWLQJ JXLGHOLQHV OHDGIM FROQR LIERHQUIKGLRYQ PDRRQWR |
and the LUUHVSRQVLEOH GXSOLFDWLRC(
role of Registered Property Managers in the

professionals, strata management bodies,
Commissioner of Buildings (COB).
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PDQDIJHPHQW RI VWUDWL¢FE

has also been explicitly recognized by the
Prime Minister in the Mid-Term Review of
the 12th Malaysia Plan, underscoring the
government’'s own acknowledgement of

WKH H[LVWLQJ IUDPHZRUNT\ =

A long-standing and productive
collaboration exists between
Registered Property Managers and the
Commissioners of Buildings (COB).
Rather than introducing a potentially

GLVUXSWLYH QHZ UHJXOD

should be focused on strengthening this
existing partnership to further enhance
the oversight and management of strata
properties across Malaysia. Concerns
have also been raised regarding potential
FRQALFWV RI LQWHUHVW

the Building Management Association of
Malaysia (BMAM), which represents a
VLIQL,FDQW QXPEHU RI

advocating for a new board under the
purview of MHLG. Developers often
KDYH GLUHFW ¢(QDQFLDO
management, and placing regulatory
FRQWURO XQGHU D ERG\
could potentially lead to regulations that
prioritize their interests over those of
property owners and the broader public.

The assertion that the current framework
represents a monopoly by valuers or
valuer-property managers is inaccurate.
Property management services are
delivered by Registered Property
Managers through registered property

SO

P DiMd i/ BOYAEP HIkREDS diMes building managers who
have successfully registered with BOVAEP, ensuring a
degree of accountability and adherence to professional

L QWWHDGIZIMYGVQ ) R UREKHWWRUH D VLIQL¢FCL
received by both BOVAEP and the Commissioner of

L QB\uIdih g Fodr@&inE \toWikréRtered property managers
and instances of misuse of power by Joint Management
Committees. These are issues that a new board focused
solely on building managers would likely not resolve
and could potentially exacerbate by creating further
fragmentation and confusion in the industry.

%29%(3 VHUYHV DV WKH R"FLDO UHJXQOQ
wide spectrum of real estate professionals in Malaysia,
established with the mandate to maintain high
standards of professionalism and ethics. Its functions

PDQDJHPHQW ¢(UPV QRW GL drH EahpreéhensiveD idckubing\Vthe maintenance of the

although registered valuers are permitted
to practice as property managers. It is also
important to note that the existing system

register of property managers, the approval of registration
applications, the conduction of disciplinary proceedings,
and the regulation of professional conduct and ethics.
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The Board also enforces a stringent Code of Conduct
DQG (WKLFV WKDW HPSKDVL]HV
fairness in all professional dealings, along with the
necessity of professionalindemnity insurance to protect
clients. Moreover, BOVAEP mandates Continuous
Professional Development (CPD) for registered
property managers, ensuring they remain current with
industry best practices and regulatory changes. While

criticisms have been raised regarding the perceived

- —-'.- ‘4-, anl

shortage of registered property managers in relation ._’- i m r_‘?
to the number of strata schemes in Malaysia, this | y -- - JI'- " N .! ﬁ}ﬁ, =
LVVXH PD\ UHAHFW FKDOOHQUJHYV it :_-G'v G af r:—ﬂj“fﬂ:

the relatively recent inclusion of property managers
under BOVAEP in 2018, rather than a fundamental
inadequacy of the regulatory framework itself.
$GGUHVVLQJ WKLV PLJKW UHTXL
encouraging registration and ensuring compliance '
with existing regulations.

The distinction between property management
and building management does not necessitate
the creation of a separate regulatory board.
Building management, which primarily involves the
coordination of maintenance and upkeep of buildings,
is fundamentally a subset of the broader discipline of
property management. Property managers have a

administrative oversight, tactical management, and
strategic planning to ensure the long-term viability and
appreciation of property values.

_,,-*‘
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Introducing a separate Board for building

Editor's Note 07 [

The debate, as summarized above, has taken

PDQDJHUV ULVNV FUHDWLQJ DQ [ab\WhexpEdidd Quib Quith Sk WeaH Qovw & Baal\

detrimental division within a naturally integrated
profession. Such a division could lead to
LQFUHDVHG FRVWV LQHFLHQFL
to overlapping jurisdictions and the potential for
inconsistent regulations. Furthermore, registered
property managers operate under a framework of
OHJDO DFFRXQWDELOLW\ PDQDJ
resources and ensuring compliance with various
regulations, a level of formal training and legal
obligation that is not consistently required of
building managers who are not registered under
BOVAEP.

In conclusion, the proposal to establish a separate
Board of Building Managers presents a potential
ULVN WR WKH HVWDEOLVKHG DQ
regulatory landscape of property management in
Malaysia. The existing framework under BOVAEP

has a proven track record, is inclusive, and
possesses the necessary mechanisms to regulate

the entire spectrum of property management
services, including building management.
Rather than pursuing a potentially fragmenting
and redundant initiative, stakeholders should
focus on strengthening the existing collaboration
between BOVAEP and the Commissioner of
Buildings,
property managers under BOVAEP’s purview,
and ensuring stricter adherence to current
UHJXODWLRQVY 8OWLPDWHO\
regulatory framework under BOVAEP is crucial for
ensuring the continued professionalism, integrity,
DQG HfHFWLYHQHVV RI WKH SU
industry in Malaysia.

enhancing training programs for

of Property Managers to be established under
MHLG. This proposal has generated two key
FebuttdlsQ G FRQIXVLRQ GXH

Pro-Board of
Property Managers

Rebuttals against
establishment

of Board of Property
Managers

Foo Chee Hung 4A
(2024) Separate

board of property
managers needed

to address current

Tham Kuen Wei (2024)
Without professional
training, how does
separate board solve
property management

weaknesses issues?

EdgeProp EdgeProp

18th December 2024 31st December 2024
https://www.edgeprop. https://lwww.edgeprop.
my/content/1911370/ my/content/1911445/

reader%E2%80%99s-
letter-without-professional-
training-how-does-separate-
board-solve-property-
management-issues

separate-board-
property-managers-
needed-address-
current-weaknesses

4B | Ishak Ismail (2025)
Property management:
MIPFM refutes call

for separate board to

address ‘weaknesses

EdgeProp

9th January 2025
https://www.edgeprop.
my/content/1911523/
property-management-
mipfm-refutes-call-
separate-board-address-
%E2%80%98weaknesses
%E2%80%99

Note: Please refer to TPM Vol.6 No.3 2024 page 4
for the table listing the earlier rebuttals.

As TPM enters its seventh year, we are excited
to introduce a new layout design starting with this

PDVOX\HD L@ LEXHO IDH YXQWHKHE ZLOO REH!

engaging and refreshed reading experience. m

TToow\ PDQDJHPHQW
Professor PMgr Dr. Ting Kien Hwa
FMIPFM, FRICS, FRISM, MPEPS

Founding Editor & Editor-in-Chief
The Property Manager
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From the

Desk of the =
President

PMgr Sr Ishak Ismail
President, MIPFM
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The Evolving Challenges In
Property Managementand the
Need for Professionalism
Under Act 242

This is why engaging Registered Property
Managers under Act 242 is not just important
but essential. The Act ensures that only
TXDOL,;HG DQG OLFHQVHG SURIF
property management, bringing credibility,
accountability, and adherence to best practices.

he property management landscape
IS becoming increasingly complex,
particularly in the management of

VWUDWL:HG SURSHUWLHV :LwK GBsiopingQys BsssBng Lde¥slopns to

stay updated with evolving regulations and
industry trends. Their role goes beyond facility
PDLQWHQDQFH WKH\ DFW DV ¢(£Q
FRQALFW PHGLDWRUV DQG VWUI
enhance property value and ensure long-term

These professionals undergo rigorous training

the growing number of high-rise developments,
property managers today face multifaceted
challenges that demand not only technical
expertise but also strong regulatory compliance.

One of the key challenges is the increasing sustainability.
expectations from stakeholders - residents,

property owners, and developers - who require fe e elsly Wreves el e

KLJKHU VHUYLFH VWDQGDUGYV Peiessipidipigndards fis griyigaijor property

owners, Joint Management Bodies (JMBS),
and Management Corporations (MCs) to
UHFRJQL]JH WKH LPSRUWDQFH RI F

accountability, and enhanced maintenance of
common areas. Additionally, legal and regulatory
requirements under the Strata Management Act
2013 (Act 757) and the Valuers, Appraisers, Estate Rroperty Managers. A well-regulaied property
Agents and Property Managers Act 1981 (Act management practice will not only safeguard

LPSRVH VWULFWHU JRYHUQ D QH§ eFsie R2aehalfg L alsecontribute

properties should be managed. Non-compliance to a more structured and sustainable urban

FDQ OHDG WR GLVSXWHV ¢QDQFI8eMUBEODIHPHOW

and deteriorating property value. _ i _
g propeny Let us continue to uphold professionalism,

integrity, and compliance in the property
management industry to create better living
spaces for all. m
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ARTICLE 4

Separate Board

of Property
Managers Needed
to Address Current
Weaknesses

Ts DR FOO CHEE HUNG
Principal Researcher, MKH Bhd.

l ' nder the Valuers, Appraisers, Estate
Agents and Property Managers Act 1981,
personnel and/or companies that manage

property and/or buildings, be they residential or

commercial, are property managers (PMs) who
are required to be registered with the Board of

Valuers, Appraisers, Estate Agents and Property

Managers (BOVAEP). Originally set up in 1981

to govern valuers, appraisers and estate agents,

BOVAEP was extended to include PMs in 2018.

However, it is interesting to note that currently,
there is a critical lack of PMs (companies as well
as individuals) registered by BOVAEP. As of
$XIXVW WKHUH ZHUH RQO\
by BOVAEP (as listed on its website) to practise
property management to serve 22,898 strata
schemes (JKPTG (Department of Director General
of Lands and Mines), 2022) in Malaysia, while
there are 1,589,183 strata units (KPKT (Housing
and Local Government Ministry), 2020). For sure,
WKLV LV JURVVO\ LQVX"FLHQW [
UDWLR RI RQH ¢UP IRU HYHU\
2,662 strata units.
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In addition, due to these inequitable
logistics whereby registered property
management companies are unable to
manage the sheer number of properties,
they usually appoint building managers
(BMs) to run the daily operations of the
buildings.

Feature 11 [

As a researcher deeply involved in real estate R&D, my

recently published article on “Property manager vs building
manager — Are they the same?” ZDV EDVHG RQ P\ ¢ Q¢
through surveys with JMBs and MCs.

With regards to the BOVAEP-registered PMs, unfortunately,
| have been told by JMB and MC members that, except on
the day of executing a property management agreement with

6R ZKDW LV WKH GLIHU HikemHhdyHaver sEH Qe Sight of the PMs ever again during

PM and a BM? A BM coordinates the
maintenance and upkeep of buildings
and common properties and these
include both commercial and residential
buildings. A BM is sometimes referred
to as a caretaker, or resident manager
and can be appointed by the developer
or the individual strata owners’
corporation. Thus, the owners, via their
respective joint management bodies
(JMB) or management corporations
(MC), delegate these functions to
their respective appointed BMs for
execution.

2Q WKH RWKHU KDQG D 3¢

hired to help market the residential
or commercial space. They oversee
the upkeep and maintenance and
DUH UHVSRQVLEOH IRU
tenants, collecting rents and arranging
maintenance. The PM acts as a middle
man between the landlord and his
tenant.

However, some quarters, like the
Building Management Association
of Malaysia (BMAM), have opined
that BMs should be separate from
PMs because of the nature of their
functions. Thus, BMAM has proposed
to form a standalone Board of Property
Managers, thus separating from
BOVAEP. Following this, there has

EHHQ D AXUU\ RI SURWHYV

over this matter.

the tenure of the appointment.

| __'._ |

[§
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- Tl
HuwE FEEE

‘m R

oL LI



- 12 Feature Vol. 7 No. 12025  The Property Manager

The PM would deploy a BM/executive to manage
WKH GD\ WR GD\ DfDLUV RI WKH
WKLV %0 LV XVXDOO\ LQH[SHULH
trained. In the cases reported to us, the JMB/
MC members were the ones training the hapless
BM how to do his job as there was virtually zero
supervision by the PM. Naturally, due to the sheer
logistics, one registered PM can’t be in 38 places ey
all at the same time. Em :

One has to seriously ask, why the governing g
ERG\ %29%(3 KDV QRW VX FLHLE.
the licensing of PMs? Maybe this would explain ;
WKH SRRU PDLQWHQDQFH VXiHUSE
of many badly-managed strata properties in
Malaysia.

Our strata properties have consequently been
devalued, thus eroding our economic wealth. We
purchase our homes hoping that it will be a store of
value for our old age and for our children to inherit.
This does not bode well for Malaysia and for the
rakyat as there is an ever-increasing number of
strata properties being constructed every year, all
of which will continue to be badly managed.

Itis far from the truth that BOVAEP is doing a good

job in churning out competent registered PMs. If

\RX ORRN DW WKH PDQ\ EDGO\ PDQ
condos and shops in your neighbourhood, and if

there is a viable alternative to BOVAEP, | think the
JMB/MC members will eagerly support it. m

The views expressed are the
writer’s and do not necessarily
UHAHFW (GJH3URSTV

Source:

KWWSV ZZZ HGJHSURS P\
content/1911370/separate-board-
property-managers-needed-address-
current-weaknesses
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ARTICLE 4A In a second article titled “Separate
. . Board of Property Managers needed
WlthOUt PrOfeSSIOnaI to address current weaknesses”, Foo
claimed that “valuers-cum-property

Tralnlng, HOW Does managers” lack experience in dealing

with building maintenance regulations

Separate Board Solve and rely heavily on contractors or site

supervisors for routine maintenance.

P rO pe rty M an ag e m e nt However, he never responded to the

education, training and institutional

Issuesr? requirements supporting the valuation

and property management professions,
nor did he address the redundancy of a

ASST. PROF. DR Sr THAM KUEN-WEI new board in which members would be
Tunku Abdul Rahman University of Management and Technology without proper educational frameworks
Registered Property Manager, Valuer and Estate Agent SURIHVVLRQDO LOQVWLWXWLR

Licensed Auctioneer (Perak) (Penang) (Melaka) (Selangor) and regulatory support. He also never

provided proof or facts how a separate
ERDUG ZLWKRXW WKH VNLOOV

arlier, | have responded to Dr Foo Chee Hung's would resolve any issue.
article dated 20th Sept 2024, titled “Property

Manager vs Building Manager — Are they the Professional Training Regulated

same?”, which claimed that a building manager is solely b

. o ) y BOVAEP
responsible for coordinating the maintenance and upkeep of
common areas, while a property manager merely acts as an
intermediary between tenants and landlords. In my rebuttal
article “Stricter regulation in property management needed”,
| explained the professional roles, bodies, education and
training required of a registered property manager.

Let me clarify: valuers and real estate
professionals regulated by the Board
of Valuers, Appraisers, Estate Agents
and Property Managers (BOVAEP)
undergo extensive assessments
of their professional competency.
To even qualify for professional
assessment, one must have a degree
accredited by BOVAEP, where real
estate professionals study everything
UHODWHG WR SURSHUW\2LQF
management, building maintenance,
valuation, agency and property laws.
They must then complete a minimum
of several years of training with a
registered person, keeping logbooks of
their experience, before being eligible
to sit for the demanding professional
interview.
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As mentioned previously, in Malaysia, the property
management industry is well established through
a robust combination of education, practice and
industry standards. Higher education institutions
such as Tunku Abdul Rahman University of
Management and Technology (TAR UMT),
Universiti Malaya (UM), Universiti Teknologi MARA
(UITM), Universiti Teknologi Malaysia (UTM),
Universiti Tun Hussein Onn Malaysia (UTHM),
University of Reading Malaysia, University of
ODOD\D :DOHV HWF
programmes in estate or property management.
Many of these universities collaborate closely
with industry experts and the senior experienced
professionals are appointed as external examiners
as part of the university accreditation framework.

Several professional bodies have also been
established to uphold high standards in the
property management sector, for instance,
the Malaysian Institute of Property and Facility
Managers (MIPFM), Royal Institution of Surveyors
Malaysia (RISM), and the Association of Valuers,
Property Managers, Estate Agents, and Property
Consultants in the Private Sector Malaysia

3(36 :LWK WKH LQFUHDVLQJ
property management, these institutions are
essential in cultivating the expertise necessary to

Vol. 7 No. 12025 The Property Manager

IRZHULQJ 4XDOL¢(¢FDWLRQ LV 1RV

Shortage of Professionals

In the most recent article, Foo claimed there
is a critical shortage of property managers in
WKH FRXQWU\
strata schemes or 2,662 strata units. However,
if we look at the numbers in other sectors, the
issue isn't as simple as Foo suggests. According
to the Malaysian Bar, there are 23,645 lawyers

DQG OHJDO (UPV LQ ODOD\VLI
R¥fHU SURIRWHR@DO GH)DIBIH\VLDQV DQG RQ

every 4,370 Malaysians. Similarly, the Ministry of
Health reports 9,726 specialists in 29 specialties
serving the Ministry’s facilities, translating to one
specialist for every 3,290 Malaysians.

Based on Foo’s logic, we would need a separate
board for conveyancers to allow individuals to
practise conveyancing without a law degree, and
doctors to practise medicine without a medical
degree as there is a dire need of conveyancers
and doctors. It is certainly misguided to portray the
profession in such a way. Does it mean we should
lower the bar for specialists, lawyers, and in this
case, property managers, by establishing a new

G HhBdrdQKat IdsKkd thetddicWibny kill, knowledge,

experience, institutional support by universities,
professional bodies, accreditations, professional

PDQDJH SURSHUWLHV SURIHVYVLRSda&Hents dhdFrégd&ivnOthabrae been in

sustainably, thereby contributing to the nation’s
economic growth.

It is also important to note that various international
organisations recognise Malaysia’'s property
management education standards. For instance,
TAR UMT and UM’s real estate management
degree programmes are both recognised and
accredited by the Royal Institution of Chartered
Surveyors (RICS).

Introducing a new board of property managers
to admit non-professionals without such
rigorous assessment and educational support
is detrimental. It doesn’t address any issues but
instead opens doors to individuals lacking the

place since 19817

Separate Board Could Lead to lllegal
Practices

| have already provided clear examples of why
knowledge of valuation and agency is essential
in property management, particularly when
managing commercial buildings and complex
properties. Creating a separate board for
building managers is a waste of public funds
and time, and it will not improve the status quo.
In fact, it will only contribute to the proliferation
of illegal property managers, leading to issues
such as illegal homestays, corruption, potential
monopolistic practices by interested parties and
poor management.

HGXFDWLRQ FUHGHQWLDOV DQG TXDOL¢(¢FDWLRQV UHTXLUHG

for property management. The only parties

ZKR ZRXOG EHQH¢{;W DUH XQOLFHQVHG SUR¢{W GULYHQ

individuals and cronies of contractors - certainly
not the general public or the real estate profession.

ZLWK D UDWLR RI

R
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What is needed is stricter regulation of property
management in all areas. At the same time,
the Malaysian government should encourage
education in property management in Malaysia
through existing BOVAEP-accredited degree
programmes. There are dozens of universities
RfHULQJ IRUPDO
management. This will increase the number of

TXDOL,HG DQG H[SHULHQFHG SURSHUW\

who can manage not only residential properties
but also commercial and complex properties like

DLUSRUWV KRWHOV DQG R"FH EX(B

BOVAEP Provides for Property

Management Since Inception

Lastly, another factual error by Foo is his claim
that BOVAEP under Act 242 was never intended
to cover property management until 2018. This
is incorrect, as the Act has included provisions
for property management since its inception in
1981, far earlier than 2018. In fact, the Malaysian
BURSHUW\
edition, was published by BOVAEP in 2010. This
shows that Foo lacks the understanding of the
relevant by-laws in property management, which
all registered valuers will certainly be aware of.

| strongly encourage Malaysians, including Foo,
who are not yet licensed with BOVAEP, to pursue
accredited real estate degrees at institutions such
as TAR UMT, UM, UiTM, UTM, UTHM, Reading
University, or any other universities accredited
by BOVAEP. These programmes provide
essential training in property management laws
and regulations, including critical areas such as
valuation and agency laws. This will assist Foo in
clarifying his many factual errors and understanding
the Malaysian Property Management Standards,
which he is not aware of. This initiative will certainly
help to address the shortage of experienced and
professional property managers in the country.

HGXFDWLRQ

ODQDJHPHQW 6W D Q GPIREagenegyissugsyy v

Feature 15 [

At the same time, the Malaysian government

should strongly reject the redundant proposal for

a separate Board of Building Managers, which
ZDVWHV SXEOLF IXQGV WR DFFRPP
individuals. Instead, our hard-earned taxes would

have been better redirected towards scholarships,

enahng Maie PoOng MdlsydidndtoHbursue studies

and become professional property managers. &
PDQDJHUYV

CFHQZJVVH[SUHVVHG LQ WKH DUWLFOH UF
personar opirftons of Assistant Prof Dr Sr Tham

Kuen-Wei and may not necessarily represent

WKH SRVLWLRQV RU SHUVSHFWLYHV RI WKF
7KH RSLQLRQV RUHUHG DUH EDVHG RQ 'U 71
professional experience as a Registered

BURSHUW\ ODQDJHU 9DOXHU DQG (VWDWH {

Source:
KWWSV ZZZ HGJHSURS
my/content/1911445/

reader%E2%80%99s-letter-
without-professional-training-
how-does-separate-board-solve-

cUVW




W 16 Feature

o
.
Property
Management:
MIPFM Refutes Call

for Separate Board to

Address ‘Weaknesses'’

PMgr Sr ISHAK ISMAIL
President

Malaysian Institute of

Property and Facility Managers

r. Foo Chee Hung’s article on 18th December
D 2024 titled “Separate Board of Property Managers

needed to address current weaknesses” raises
concerns about the adequacy of the Board of Valuers,
Appraisers, Estate Agents and Property Managers
(BOVAEP) in managing the growing demands of strata
property management in Malaysia. However, several

SRLQWV LQ WKH DUWLFOH UHTXLUH _Edip @
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ensure a balanced and accurate discourse on this
critical issue.
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1. The Registration of Property Managers
Under BOVAEP

Feature 17 [

areas should be addressed through enforcement
rather than dismantling the existing regulatory

Foo highlights the number of registered property framework.

PDQDJHPHQW ¢(UPV DV LQVX"FLHQW UHODWLYH WR WKH

number of strata schemes and units in Malaysia. 3. Role Distinction Between PMs And BMs

However, this argument overlooks critical Foo suggests that BMs should be regulated

nuances: separately from PMs. This proposition overlooks
key points:

(&) Quality over quantity: The registration of

Property Managers (PMs) under BOVAEP (@) Interdependence of roles: Building

HQVXUHYV WKDW LQGLYLGXDOV DrgaBagetdenMs & tilbsy of\pkapdrityambgewent.

professional standards, safeguarding the The Dbroader expertise of registered PMs

interests of strata owners and occupants. encompasses not only building upkeep but also

([SDQGLQJ WKH SRRO RI UHJLVWHUBG FRPS ZLDNKRIXW, QDQFLDO P

maintaining these standards would risk VWUDWHILF SODQQLQJ2HVVHQWLD
compromising service quality. HIfHFWLYH SURSHUW\ PDQDJHPHQW
(b) Inclusive registration initiatives: BOVAEP (b) Fragmentation risks: Creating a separate

has implemented inclusive measures, such
as the 2018 initiative to allow experienced but
IRUPDOO\ XQTXDOL¢{HG
to register, addressing concerns of inadequate
representation without diluting professional
standards. This demonstrates BOVAEP’s
responsiveness to industry needs.

2. Perceived Absence of Property

Managers
The claim that registered PMs are often absent
from their appointed roles requires contextual
understanding:

(a) Delegation as industry practice:  Delegation
of day-to-day management tasks to BMs is a

% XLOGLDQHOPIQHDQYHLUAN

BMs would result in
increased costs and
%/OKVH

framework under BOVAEP ensures cohesive

governance and reduces the risk of jurisdictional

FRQALFWYV

regulatory body for
fragmented oversight,

4. Criticism of BOVAEP’s Performance
The article’s assertion that BOVAEP has failed to
produce competent PMs is misleading:

(a) Professional standards and continuing

professional development (CPD): BOVAEP
mandates CPD to ensure that PMs remain
competent and up-to-date  with industry
developments. These measures foster

VWDQGDUG DQG H FLHQW L Q G Xwissivnafismpurdvadcsuntability v

remain responsible for oversight, compliance with
regulations, and strategic property management,
while BMs handle operational tasks.

(b) Training and oversight:  Instances of untrained
BMs cited in the article highlight isolated cases
rather than systemic issues. BOVAEP-registered
PMs are mandated to ensure adequate training

(b) Addressing complaints:  Complaints about
poorly managed strata properties often stem
from unregistered or self-managed entities rather
than registered PMs. Strengthening enforcement
against unregistered property managers and
providing clearer guidance to joint management
bodies (JMBs) and management corporations

DQG VXSHUYLVLRQ RI WKHLU VW [MCs)Z@h@ddiRdsEhis isst¥. LQ WKHVH

FXUUHQW XQ
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5. Economic Impact and Public Interest

Foo’s concerns about devalued strata properties
and their impact on economic wealth are valid but
misdirected:

(@) Root causes: Poor maintenance and
mismanagement often result from unregulated
practices by JMBs, MCs, or unregistered managers
rather than failures of registered PMs. The
solution lies in amending the Strata Management
Act (SMA) 2013 to mandate the appointment of
registered PMs.

(b) Public

interest alignment: Maintaining

Vol. 7 No. 12025 The Property Manager

the creation of such a board could potentially serve
the interests of developers at the expense of the
broader public and strata property stakeholders.

8. Ongoing Training and SkKill
Development

Training courses and seminars for property
managers, building managers, and building
executives are continually organised by
professional bodies such as the Malaysian Institute
of Property and Facility Managers (MIPFM);
Association of Valuers, Property Managers,
Estate Agents and Property Consultants in the
Private Sector, Malaysia (PEPS); Royal Institution

%29%$(3 DV WKH XQL¢HG UHJXO DoVRiveyorsRValaydbQRISK)Vand the National

with public interest, ensuring accountability,

Institute of Valuation (INSPEN). These initiatives

SURIHVVLRQDO RYHUVLJKW DQG &R ¥6Wngiove Lihd QKN sets and knowledge of

6. BMAM’s Proposal for a Separate Board
The Building Management Association of Malaysia
(BMAM)’s proposal to establish a standalone
Board of Property Managers risks undermining
the progress achieved under BOVAEP. Such a
move would:

(a) Duplicate regulatory structures:  This would
lead to redundancy, higher administrative costs,
and confusion among stakeholders.

(b) Dilute professional oversight: A separate
board may lack the capacity and expertise to
enforce comprehensive standards across the
broader spectrum of property management
functions.

7. 8RQALFWV RI
Advocacy
It is important to note that Foo is an employee
of MKH Bhd, a property development company,
whose chairman is one of the two main leaders
of BMAM. These two leaders, both developers,
are advocating for the establishment of a Board of
Building Managers under their control. This raises

,(QWHUHVW LQ

industry practitioners, ensuring they are well
equipped to address the evolving challenges in
property management.

Conclusion

While Foo’s article raises important questions
about the challenges in strata property
management, the proposed separation of roles
and regulatory bodies is not a viable solution.

,QVWHDG HIfRUWYV VKRXOG IRFXV R

1. Enhancing enforcement against unregistered
managers

2. Strengthening training and supervision within
the existing BOVAEP framework

3. Amending the SMA 2013 to ensure JMBs and
% MCsafipoint only registered property managers

4. Promoting public awareness about the value
and roles of registered PMs under BOVAEP. m

Source:
KWWSYV Z22Z HGJHSURS P\ FRQWHQW
management-mipfm-refutes-call-separate-board-address-

VLIQL,FDQW FRQFHUQV DERXW FRdro@@sfedodwdknésséobEdwdoH UHV W DV
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d Right away, | realized that pursuing with legal
My H an S'O n action would not only cause unnecessary stress
for the new committee but it will also distract and

Experlence detract our focus away from what mattered the

most - serving the residents.

AS A Com mlttee Fortunately, it was through humble and sincere

approach in communicating with the party/parties,

M e m ber | n we ma;nageo(ljto resolve the matter amicably and
My Neighborhood

CH'NG SUAT LAY
LL.B (Hons) London C.L.P

KHQ , ZzDV ¢UVW DSSURDFKH
W nominated as a committee member, |

hesitated. Juggling the demands of ol
my legal career, along with the thought of taking
on even more responsibilities, felt overwhelming.
Could | really commit to the role fully, if I am
elected? However, the sincerity and passion of
the person who invited me struck a chord, and |
decided to take the plunge.

1. Humble and Sincere Approach in

Dealings
Let me share a little about the neighbourhood |
have had the privilege to serve. It is a modest,
single-block, low-density apartment comprises
RI MXVW XQLWV %HFDXVH RI
UHVRXUFHV ZH PDQDJH LW RX
you can imagine, comes with its fair share of
challenges.

Not long into my tenure, we encountered the
possibility of a legal suit due to an unintentional
HUURU E\ RQH RI RXU YHQGRUV?
completely beyond our control.

e

-
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2. Rules vs. Compassion

As a legal practitioner, my belief has been that strict
adherence to rules and regulations are essential
in strata management as it ensures the smooth
running of the strata community. After all, isn’t that
what keeps everything in order? Otherwise, things
could easily descend into chaos without the strict
adherence.

Managing a self-run community has its unique
challenges. To better navigate these, | sought
advice from our predecessor, Ms. Cindy, whose
wealth of experience was invaluable. Her practical,
people-focused approach and wise discernment
has inspired me.

As Ms. Cindy wisely put it:
“Dealing with people isnt rocket science. It just

takes a kind heart, a level head, empathy, and
the ability to discern the best way forward.

Sympathize with them, empathize, and help them
ZKHWKH UW

¢ QG D ZD\ WR UHSD\
time or working out an installment plan.”

Her words struck a chord with me. A
compassionate, human-centered approach not
only gets things done but also builds lasting
relationships.

For overdue maintenance fees and other
arrears, we still perform our obligations in issuing
reminders and/or notices. But at the same time,
we also engaged and invite owner to come
forward to discuss an installment repayment plan.
This approach helps in clearing up the outstanding

Feature 21 [

Although the Strata Management Act 2013 (Act
757) and associate regulations allows us to
penalize defaulters by publishing their names,
we prefer to focus on open dialogue over punitive
actions, fostering goodwill within the community.

3. Loyalty and Building Business
Relationship

When a service provider is not delivering or their
OHYHO RI
instinct is not to terminate their service or contract.
Instead, we try to identify any underlying issues and
uncover the root of the problem. Are they facing
internal challenges? Is something preventing
them from delivering their usual quality?

By doing that, we believe in their ability to improve
and we have been able to foster loyalty. Vendors
appreciate the opportunity given by us to make
things right, and it strengthens our working
relationship with them.

4. Listening in Addressing Residents’
OYD ) wKkHP .
en it comeés to handling complaints from
UHVLGHQWYV ZH
By genuinely understanding their concerns, we

DUH DEOH WR ¢(¢QG VROXWLRQV WK

individual and the wider community.

5. Tackling Inter-Floor Leakage:
Diagnosing the Real Problem

,QWHU ARRU OHDNDJH FDQ EH D QL

if the leakage recurring. To avoid wasting time
and causing frustration, | dig deep into the history
of the issue to make sure we address the real
problem.

For one patrticularly persistent case, we brought

HfHFWLYHO\ ZLWK KDYLQJ QR Eib@n Gd#uEN ExperiXwhd/ EgddiblizésWin inter-

also promotes rapport with residents.

It is only after the above approach is not
successful, i.e. the arrears still remains unpaid,
that we take stricter measures, such as denying
vehicle entry access to property compound.

ARRU OHDNDJH
specialized equipment, diagnose the root cause
of the recurring leakage and provided a clear
recommendation for resolution (at the time of
writing, the issue is still ongoing, but we’re making
solid progress).

VHUYLFH H[SHFWDWLRQ

IROORZ D VLPSOFG

6 XFK H[SHUWV DU
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To ensure fair and resolution between 8. Collaborating with Government Authorities:
WKH DfHFWHG SDUFHO XQLWVPatZeIﬁcd_;Q]d'BthéglyG WKH
Commissioner of Building as a mediator. ~ Working with government bodies, like the Penang
This allowed both parties to express their ~ Housing Board on our apartment repainting project,
perspectives and work towards a mutually  requires clear communication and strategic thinking.
DJUHHG VROXWLRQ WKDW VD ¥élodckd GreH nEVigaoReQ ut  with patience and
persistence, | have found that we can still move forward.
6. Relaunching the Waste

Segregation for Recycling My legal background has been invaluable in this regard,
Campaign by Penang State Local helping me navigate complex projects methodically,
Authorities ensuring they reach completion despite obstacles.

In compliance with the state government'’s

HIRUW RI ZDVWH VHJUHJDWILR\@ raise&sqemrcergsHpgouizpeon feeding near our
engage a recycling vendor to assess our compound, as it poses health risks to the community

facilities. by increasing the likelihood of disease transmission to
humans. Addressing this issue has presented several
By observing the recycling collection challenges, necessitating diligent follow-up and patience

SURFHVV (UVW KDQG , zZzDV EwHeWRI authartepipke angrppriate action.
LW IRU RXU UHVLGHQWY VXFK DV ADWWHQLQJ
cardboard boxes, rinsing out cans, and Final Thoughts
removing bottle caps prior to disposal. Through these experiences, I've learned that open
7KHVH VPDOO VWHSV PDGH DonEupic@iont Hanpaghy, Hand teamwork are the
HQVXULQJ RXU UHF\FOLQJ Hbaskbone\wf suecessful _anigbnity service.
H"FLHQW DQG HfHFWLYH

When you serve with genuine passion, the journey
Not only did this help make our community EHFRPHV QRW RQO\ UHZDUGLQJ EXW W/
greener, but it also raised environmental
awareness, especially among the younger ,QWHJULW\ LV QRQ QHJRWLDEOH 6HOA
JHQHUDWLRQ :KLOH WKH ¢(QEX®&EDBOVHRWXKQWVNMNURPQ TXLFENO\ XQGH
recycling are modest, they contribute to our
management fund and help foster a culture The impact you can have on your community and the
of sustainability. people around you bring lasting joy and satisfaction.

Happy serving! m
7. 2YHUFRPLQJ 'L¥FHUHQFHV ZLWK

Team Members: Staying the
Course

| would be lying if | said it was always

smooth sailing. There were times when
my approach didn’t align with my fellow “Volunteering is the best job in the world. Unlike paid job,

committee members, and being in the the rewards of volunteering extend far beyond a paycheck.
minority can make you question whether it's The rewards of volunteering are felt in the heart — knowing
worth continuing. WKDW \RXU WLPH DQG HURUW KDYH PD(

LQ RWKHUVY OLIH ,PDJLQH WKH IXO¢ O
But what has kept me going is my contributing to a cause you care deeply about, without

commitment to the community and the  €xpecting anything in return.”

long-term vision we all share. The trust the - Ch’ng Suat Lay
residents have placed in me is something

| take seriously, and | am determined to

serve with integrity until my term ends.
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INDUCTION COURSE ' ‘

PMIC

2025

MALAYSIAN INSTITUTE OF
PROPERTY AND FACILITY MANAGERS

e STRATA MANAGEMENT ACT 2013 (ACT 757)
& REGULATIONS

SUMMARY OF ACTS & REGULATIONS

MANAGEMENT PERIOD, AGM/EGM & PROXY
FIRST/SECOND/THIRD SCHEDULE

PROCUREMENT METHODS, OTHERS RELATED GUIDELINES
& SOPS

INTERFLOOR LEAKAGE PROCEDURE

MAINTENANCE CHARGE -
SEIZED/AUCTION/TRIBUNAL/COURT CLAIMS

OFFENSES UNDER THE ACT

« HANDING OVER
» PRE-TAKING OVER & DURING TAKING OVER
* CHECKLIST ON TAKING OVER
» POST-TAKING OVER FOLLOW-UP MISSING/ INCOMPLETE
ITEMS

¢ BUILDING MANAGEMENT
SUPERVISION ON SERVICE PROVIDERS & CONTRACTORS

2 DAYS I N D U CTI O N gg?AF\I’I\EIIT\I%RQVL\Jlg'?Eig;\IFg TABULATE & ANALYSIS
¢ CARRY OUT PROCEDURES ON REPAIRS AND MAINTENANCE
COURSE PROGRAMME

/ PURCHASING/ PROCUREMENT PROCEDURE
.-.-..-.

CALCULATION & COLLECTION OF SERVICE CHARGE AND

19 & 20 February 2025

21 & 22 May 2025

23 & 24 July 2025

12 & 13 November 2025

8.30AM- 4.30PM

* FINANCIAL MANAGEMENT

CHECK DAILY CREDITS/ PAYMENTS, IDENTIFY PAYEES &
STEPS TO IDENTIFY PAYEES

ASSIST IN PREPARATION OF MONTHLY, ANNUAL
ACCOUNTS & ANNUAL BUDGET

¢ HANDLE DEFAULTERS & SMA PROCEDURES

¢ PROCESS & PROCEDURES OF STRATA MANAGEMENT
TRIBUNAL

+ ADMINISTRATIVE MANAGEMENT

¢ RENEWAL OF LICENSES, PERMITS, STATUTORY PAYMENTS,
UTILITY & OUTGOINGS EXPENSES.

e CUSTOMER RELATION MANAGEMENT - HANDLING
COMPLAINTS, DISPUTES, TROUBLESHOOTING & PROBLEM-
SOLVING.

¢ FACILITATE COMMITTEE MEETINGS, AGENDA & MINUTES
OF THE MEETING.

* ETHICS AND CODE OF CONDUCT

- MALAYSIAN PROPERTY MANAGEMENT STANDARDS
HOTEL OLYMPIC MALAYSIA, . gm/lcss),, INTEGRITY & ACCOUNTABILITY
WISMA OCM, JALAN HANG JEBAT, « INTEGRITY IN PROCUREMENT
CITY CENTRE, 50150 KUALA LUMPUR * INSURANCE MANAGEMENT

e TYPES OF INSURANCE & THE INSURANCE COVERAGE
OBTAIN INSURANCE COVER QUOTATIONS

SOP POST-INCIDENTS

SOP FOR INSURANCE CLAIMS SUBMISSION

SUM INSURED / VALUE OF THE PROPERTY

SPECIAL PROGRAM DESIGNED FOR
THE IMPACT ON MC/JMB IF NOT GETTING INSURANCE

BUILDING MANAGERS (BM) & THE MPACT ON M.
CONCEPT OF MAINTENANCE MANAGEMENT UNDER THE
356 NYO @ | 30 N 8°C~)§_@N° MAINTENANCE.

BUILDI NG EXECUTIVES (BE) ¢ SOP TO APPOINT THE COMPANY'S INSURANCE
BOVEAP PM STANDARD
LIST OF ITEMS UNDER MAINTENANCE.

¢« MAINTENANCE MANAGEMENT
RM 700 FOR 2 DAYS
MANAGEMENT TOOLS AND METHODS USED IN
INTRODUCTION TO SOFTWARES USED IN MAINTENANCE.

 HEALTH, SAFETY & EMERGENCY MANAGEMENT

FILING AND MONITOR RENEWAL OF ALL ANNUAL
CERTIFICATES & PERMITS A

ENFORCING FIRE SAFETY RULES & THE EXPIRY OF FIRE
EXTINGUISHERS

REPORTING PEST INCIDENTS & PEST PREVENTION

ASSESSMENT

FOR FURTHER INQUIRY, KINDLY CONTACT US AT 019-6008022/03-79601261 OR EMAIL SECRETARIAT@MIPFM.ORG.MY
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INDUCTION COURSE
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PROGRAMME
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¢ DAY 1
8.30am - 9.00am

9.00am - 10.00am

10.00am - 10.15am

10.15am - 11.15pm

11.15pm - 12.15pm

12.15pm - 1.15pm

1.15pm - 2.15pm

2.15pm - 3.15pm

3.15pm - 3.30pm

3.30pm - 4.30pm

o DAY 2
8.30am - 9.00am

9.00am - 10.30am

10.30am - 10.45am

10.45am - 11.45am

11.45am - 12.45pm

12.45pm - 1.45pm

1.45pm - 2.00pm

2.00pm - 3.00pm

Registration

Financial Management by PMgr Sr Nageswaran Muniandy,
Director of Knight Frank Malaysia

Break

Maintenance Management by PMgr Sr Matthias Loui, Henry
Butcher Malaysia Property Management (Sel) Sdn Bhd

Health, S afety & Emergency (HSE) management by PMgr Sr
Matthias  Loui, Henry Butcher Malaysia Property
Management (Sel) Sdn Bhd

Lunch

Building Management by PMgr Sr Low Han Hoe,
Independent Property Consultant

Insurance Management by PMgr Sr Ishak Ismail, Director of
IM Global Property Consultant Sdn Bhd

Break

Ethics and Code of Conduct by PMgr Sr Ishak Ismail,
Director of IM Global Property Consultant Sdn Bhd

Registration

SMA 2013 (Act 757) & Regulations by PMgr Sr Che Adzhan
bin Che Adnan, Assistant Director Commissioner of
Buildings (COBKL)

Break

Administrative Management by PMgr Sr Ahmad Ishak Bin
Ahmad Tajul Ariffin, IQZ Property Surveyors Sdn Bhd

Lunch

Handing O ver by PMgr Rozaini Nizar, Organising Chairman
for MIPFM CPD Seminar

Break

Assessment by Prof PMgr Dr. Ting Kien Hwa

MALAYSIAN INSTITUTE OF
PROPERTY AND FACILITY MANAGERS

To meet the expectations of all
stakeholders and to improve the
image of the property management
industry and profession as a whole,
an entry level certification course is
necessary.

(@) To prepare all new entrants into property
management industry with adequate practical
knowledge and skills to be empowerment ready.

(b) To upgrade practical knowledge and skills of
existing frontline personnel in

Property = Management industry to  meet
expectations from all stakeholders.

(c) To be employment ready with the ability to
undertake day to day property
management activities.

(d) To be inculcated with professionalism, ethical
values, integrity and accountability.

(a) To be able to carry out property management
activities that meet the law and regulatory
requirements i.e. Act 242, Act 757, Malaysian
Property Management Standards etc.

(b) To have a comprehensive understanding on
the management aspects of property management
e.g., supervision, compliance, safety, budgeting,
etc.

(c) To have skills in problem solving, complaints
handling and customer relationship management.

(d) To have adequate operational knowledge of the
building services and its related processes for
smooth operation and meeting OHSA requirements.

*Subject to change disclaimer. Please note that all speakers and
topics were accurate at the time of printing. However, MIPFM
reserves the right to modify any part of the program, or substitute
speakers for reasons outside of its control.

FOR FURTHER INQUIRY, KINDLY CONTACT US AT 019-6008022/03-79601261 OR EMAIL SECRETARIAT@MIPFM.ORG.MY
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Walkability and
Its Nexuswith
Real Estate Value

TING KIEN HWA

Abstract

This article explores the concept of walkability,
GH¢;¢QHG DV WKH HDVH RI
non-vehicular modes, and its impact on real estate.
It examines the historical context of walkability,
its resurgence in modern urban planning, and
the metrics used to quantify it. Furthermore, it
discusses the established correlation between
walkability and property values, highlighting the
EHQH,; WV DQG OLPLWDWLRQV
tools. While the provided text does not focus
VSHFL¢{FDOO\ RQ .XDOD
discussed are broadly applicable to urban
environments, including the Malaysian capital.

Keywords: Walkability, Accessibility, Urban
Planning, Real Estate, Property Value, Walk Score

Knowledge Corner 25

Introduction

Walkability, in the context of urban planning, refers
to the degree to which an area facilitates access
to amenities and services by foot. This concept
moves beyond the traditional focus on vehicular
WUD"F ARZ HPSKDVL]LQJ WKH FUF
spaces that cater to diverse transportation modes
and reduce reliance on automobiles. The core idea
is to foster urban environments that are not merely
transit corridors but rather complete communities
supporting a variety of uses and users.

Evolution of the Walkability Concept

D F F HRridrLiQthe bhéskl Qradietiod gf atlomobiles and

bicycles, walking served as the primary mode of
transportation for the majority of human history.
The rise of the automobile in the post-World
War Il era, fueled by economic growth and
DfRUGDELOLW\ OHG WR D VKLIW L
urban design prioritizing vehicular movement.

R IHdwW¥V@) tHeddhc@pid @ WadKkaliliB Hexp&vienced
a resurgence, notably with Jane Jacobs’s seminal

[ XP S X Work WKl D&th Lad- Lite H @reat American

Cities” (1961). Jacobs introduced related ideas

such as “social capital,” “mixed primary uses,” and

SH\HV RQ WKH VWUHHW ~ ZKLFK VLJ{
subsequent research in urban design, sociology

and urban planning.

- Street Walking Preferences Index
- Micro-Scale Index

/ Accessibility

- Macro-Scale Index

Feasibility

Figure 1 : The walkability needs system (Xiaoran et al. 2024)
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2. Calculating Amenity Scores:

,Q UHFHQW \HDUV ZDONDELOLW VDiglantes]) @¢ Qariv@rtadL idiQ Lantedit) Beores”

traction due to its recognized health, economic,
and environmental advantages (refer Figure 1).
It is now considered a fundamental principle of
sustainable urban design. Factors that contribute
to walkability include the presence and quality of
pedestrian infrastructure (footpaths, sidewalks),

WUD"F FRQGLWLRQV ODQG XVH SDWWHUQV
)DFWRUV ,QAXHQFLQJ WKH 6FRUH

development), building accessibility, and overall
VDIHW\
walkability in cities, challenges remain, as
evidenced by the rising average commute times
in some urban areas.

Measuring Walkability

Various tools have been developed to quantify
walkability. One prominent example is Walk Score,
a widely used index that assigns a numerical
score to an address based on its proximity to
amenities.

Walk Score has also introduced tools to locate
KRXVLQJ EDVHG RQ FRPPXWH
transportation modes.

Walk Score

A Walk Score, a number from 1 to 100, measures
the walkability of a location by assessing the
distance to nearby amenities and factors like
population density and block length.

Steps to calculate Walk Score:

1. Identifying Amenities:

Walk Score analyzes hundreds of walking routes
to nearby amenities, including grocery stores,
restaurants, general shops, cafes, banks, parks,
schools, bookstores, and entertainment venues.

The distance to the nearest destination is
considered for most categories, with exceptions
for restaurants (where ten are considered),
FDIHV WZR DUH FRQVLGHUHG
considered) to account for the synergies of co-
located businesses.

'"HVSLWH LQFUHDVLQJ

using a polynomial distance decay function, where
closer amenities receive higher scores.

Amenity scores are weighted based on published

HYLGHQFH DQG WKHQ VXPPHG WR D

on a 0-100 scale.
PL[HG XVH

@) Rdiance toVARenite: KTbeQdtosler amenities
are, the higher the Walk Score.

(b) Population Density: Higher population density
generally leads to a higher Walk Score because
there are more people and businesses to support
walking.

(c) Block Length: Shorter block lengths are
generally associated with higher Walk Scores

because they make it easier to walk to destinations.

(d) Intersection Density: A higher density of

W Limeadsgctions cannegatively impagiwalkability, as

it may increase travel time and safety concerns.

(e) Interpretation of Score: The distance between
an address and its amenities determines a
walkability score. A distance of 0.4 km (5 minutes)
or less is most desirable, with further distances
considerably less desirable as they get longer.
Amenities further than a 30-minute walk don't
count toward a walkability score.

Table 1. Walkability standard measure

Walkability | Description

Score

90-100 Activities do not require a vehicle
70-89 Activities are carried out on foot
50-69 Several facilities can be reached

on foot
25-49 Limited facilities to reach on foot
0-24 Activities require a vehicle
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Subjective Measurement
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Objective Measurement
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Figure 2 : Research framework and calculation for a Walkability Composite Index

An example of the derivation of a more
comprehensive Walkability Index is shown
in Figure 2.

Limitations of Walkability Metrics

While tools like Walk Score provide valuable
insights, they are not without limitations.
Criticisms include their failure to account
for factors such as the presence and

; LDRUDQ HW DO

Walkability and Real Estate

Research has indicated a positive correlation between
higher Walk Scores and increased property values, as
well as lower mortgage default risk.

The correlation between walkability and real estate
value suggests that potential homebuyers and renters
increasingly prioritize access to nearby amenities and
the ability to navigate their neighborhoods without

TXDOLW\ RI VLGHZDONV WK kely@¢ solelt Un Rdrs. W hidDpreference can drive up

lanes to cross, crime rates, and weather
conditions. Furthermore, these metrics may

demand and consequently the price of properties in
highly walkable areas. This trend is likely applicable to

QRW GLfHUHQWLDWH EHW ZH HiQancKrierg ke Ruaky LuRpur, Wh& ¢ convenience

of amenities, such as a large supermarket
versus a small convenience store.

and accessibility are key considerations for residents.
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With an extending network of LRT and MRT,
new stations are being built in in new locations
in the Klang Valley. The impact of these
stations on property value and rental values are O = R
VLIQL,;FDQWO\ UHODWHG WR Wil e | e 2
neighbourhood to these stations. Walkability is 20 = Y, BRI crorcery s Facuir uavancns )
a micro level measure on accessibility to these i J ' - i

mass rapid transit stations.

e(abraff'fng;

31 March 2025 ¢

Conclusion

Walkability has emerged as a critical aspect of urban
SODQQLQJ LQAXHQFLQJ QRW RQO\ V
residents but also the dynamics of the real estate
PDUNHW :KLOH PHWULFV OLNH :DON
gquantitative measure of walkability, it is important

to acknowledge their limitations. The increasing
emphasis on creating walkable and accessible

urban environments underscores a shift towards

more sustainable and livable cities, a trend that is

likely to continue shaping the real estate landscape

in metropolitan areas worldwide, including Kuala
Lumpur. =

MR

'

|
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Unlocking Value
Through Active
Management:

An Examination
of Operational
Real Estate as an
Asset Class

TING KIEN HWA

Abstract

This article examines the burgeoning role of
operational real estate within investment portfolios.
It contrasts this asset class with traditional
commercial real estate, highlighting the distinct
characteristics and complexities associated with
its active management and service-oriented
income generation. The analysis underscores the

Vol. 7 No. 12025 The Property Manager

assets, which necessitate active management and

WKH SURYLVLRQ RI VHUYLFHV DUF

traction. This article delineates the fundamental
attributes of operational real estate, elucidates

LWV SRWHQWLDO DGYDQWDJHV Z

investment strategy, and outlines the critical
competencies required for successful participation
in this dynamic sector.

'H¢QLQJ 2SHUDWLRQDO 5HDO (V)

Operational real estate distinguishes itself from
traditional direct real estate through its intrinsic link
to an active business operating on the premises.
Unlike conventional real estate, where income
is primarily derived from lease agreements for
the physical space, operational assets generate
revenue through a combination of leasing and the
provision of services. This category encompasses
a diverse range of property types, including hotels,
senior housing facilities, student accommodation,
co-working spaces, and self-storage units, with the
spectrum expanding in tandem with the growth of
the experience-driven economy. The management
of these assets necessitates a proactive and
responsive approach to market dynamics, with
returns directly correlated to the performance of
the embedded business rather than solely reliant
RQ ¢[HG OHDVH SD\PHQWYV

SRWHQWLDO IRU HQKDQFHG UHWXUQV LQADWLRQ UHVLOLHQFH
UHYHQXH GLYHUVL¢{FDWLRQ D Q @aDmWeLiVHNAODOXiHg BUdidiwialR Q

inherent in operational real estate, while also
addressing the requisite expertise and analytical
rigor necessary for successful engagement.

Keywords: Operational Real Estate, Investment
Strategy, Asset Management, Yield Enhancement,
,QADWLRQ 5HVLOLHQFH
Active Value Creation

Introduction

The landscape of real estate investment is
undergoing a notable evolution with the increasing
prominence of operational real estate. While
traditional commercial real estate, characterized
by passive leasing structures, has long been a
cornerstone of investment portfolios, operational

Real Estate into Investment Portfolios

Enhanced Yield Potential
2SHUDWLRQDO UHDO HVWDWH

SURVSHFW RI VLIQL,FDQWO\ KLJKH

more passive asset classes. Properties integrating

S HY H Qnéahhgedl ¥elvidaé Loy FpkeMvilrk @menities can

achieve elevated income per square foot. The
strategic incorporation of value-added services
capitalizes on consumer demand for convenience
and unique experiences, thereby augmenting
investment returns. Furthermore, the specialized
knowledge and management capabilities required
for operational real estate can create substantial
EDUULHUV WR HQWU\
investors a competitive advantage.

DfRUGLQ.
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,QADWLRQ 5HVLOLHQFH

The prevalence of short-duration income streams
in operational real estate provides inherent
DGYDQWDJHV QRWDEO\
capacity to adjust pricing frequently, even on a
daily or monthly basis, renders these assets more
adept at delivering robust real returns during
LQADWLRQDU\ SHULRGV
the preservation of income levels in response to
rising costs, a feature less readily available in
traditional long-term lease structures.

Knowledge Corner 31 [

Alignment with Evolving Consumer Demands
Contemporary consumer preferences
LQFUHDVLQJO\

as co-living spaces, senior housing communities,
and build-to-rent developments, are strategically

IDYRXU H[SHULHQF
LQ S U kenvéigncA @pertlomalrdél estatéadsets, such

SRVLWLRQHG WR FDWHU WR WKHYV

7KLV DdpppSunitizE oD sustain@&dOygtbRtA throkyb) the

provision of high-quality services and experience-
driven amenities.

Essential Competencies for Success in

'LYHUVL,(FDWLRQ RI 5HYHQXH 6WuhHBiRNal Real Estate
2SHUDWLRQDO UHDO HVWDWH Raésihy inopdrationtl YedlLestate Yekddsdates

of revenue sources beyond conventional rental
income. The combination of lease income and
revenue generated from value-added services
mitigates concentration risk and reduces the
reliance on singular demand and supply dynamics
for space, contributing to a more stable income
SUR¢OH

Active Value Creation and Control

Operational real estate empowers investors
to actively pursue value creation through the
optimization of services, enhancement of
RSHUDWLRQDO HFLHQF\
customer experience. This level of control, often
absent in traditional real estate, allows for a
proactive approach to maximizing Net Operating
Income, potentially aligning with investor

objectives such as ESG commitments and impact
investing goals.

a distinct set of skills compared to traditional
asset classes. It requires active engagement in
the management of the associated business,
demanding operational expertise and business
acumen. Whether employing management
contracts, franchises, or hybrid models, the
ability to assess, nurture, and synergize with
operator skills is paramount. Successful investors

PXVW DOVR SRVVHVV SUR¢GFLHQF

partnerships that align incentives and exhibit
the foresight and adaptability to respond to
market shifts. Furthermore, accurate valuation

DQG LdP 5gdiBtioihPihv@stthe® opMdituhities requires

VRSKLVWLFDWHG (QDQFLDO

PRG

LQFOXGLQJ JUDQXODU DQDO\VLV R

and comprehensive incorporation of business
risks and scenario analysis.

Conclusion

While operational real estate may present initial
complexities for investors accustomed to the
relative predictability of long-term leases, the
sustained trend of increasing demand for these
assets, coupled with the attainability of the
requisite capabilities, underscores their compelling
advantages for portfolio performance. Embracing
the opportunities inherent in operational real estate
represents a strategic imperative for investors

VHHNLQJ HQKDQFHG UHWXUQV DQC

an evolving market landscape. ®
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orld Health Organisation stated
that hospital functions as a critical
organisation which provides the

population with complete healthcare services
(acute, complex conditions, emergency services
and inpatient services). The existence of hospital
especially public hospital ensures the public can

Book Review 33 [

SERVQUAL, Kano model and QFD. SERVQUAL,
based on the gap measured by perception minus
expectation, was compared with SERPERF, based
on performance only. The author has selected
6(5948%/ DV WKH
between expectation and perception is important
in this study. The application of SERVQUAL

DftRUG DQG UHFHLYH WKH QHHRMay tifzussedtd Bdopy iK FdD BFM services in

services. Hospital is also an aggregation of
buildings with complex and specialised equipment/
services which requires upkeep. The upkeep
or better known as facilities management (FM)

Singapore’s hospital. As customer satisfaction
is rarely one-dimensional (the notion of the
presence of a criterion will increase customer
satisfaction) and linear in response to quality

DUH FUXFLDO LQ HQVXULQJ DQ aftdtdtEaNthey KANDQ:®deV R R Kiscussed

RSHUDWLRQ
process, place and technology) that supports the
core business of an organisation mainly through
management and management of physical assets
and support services (Kulatunga et al., 2010). As
healthcare related information especially patient-
related or performance-related are often deemed
SULYDWH DQG FRQ/;GHQWLDO
are often heavily scrutinised by the authorities.

)O LV D PXOWL GLMdadgress @elissukl Ole KaddiRo8dDintroduces
DWWUDF

YH PRUH DWWULEXWHYV
GLPHQVLRQDO LQGLTHUHQW
to better understand that quality attributes in
ensuring customer satisfaction. Lastly, the study
also proposed the Quality Function Deployment
(QFD) to translate customers’ demand into
AERIOK &algkty to Riieve RUSHINEY Bafstaction.
QFD’s steps were discussed and its possible

7KLYV ERRN LV GH{QLWHO\ D YD Gppbhdatidiind St icé\sedoQwal &soveéxpldred.
HILVWLQJ ¢HOG DV LW IRFXVHV RQe bhipter b @idDNY BRMQr Riscyssion of
VHUYLFHV LQ 6LQJDSRUHTV KRV $iteVibDBNMdiBsQhat gropbsed\sudtuimidyiation of

insights especially on gaps of the FM services and
the ways of improvement.

Chapter 1 introduces the concept of FM in
general and delved into the purpose of FM which
ultimately is to achieve customer satisfaction.
The chapter then explores the need to identify
and improve customer satisfaction for Hospitals
in Singapore. The main targets of this book are
to evaluate the FM service quality in Singapore’s
hospital and to suggest ways for improvement.
The outline of every chapter is also mentioned at
the end of the chapter.

Chapter 2 covers the concept of facilities

the three methods.

Chapter 4 began by discussing the service gaps
that will be measured using SERVQUAL. The
service attributes and key factors for successful
FM were listed out. They are used together
with QFD to identify the relationship between
the gap score and importance score to better
determine resource allocation for FM managers.
The conceptual framework for the study which
integrated the three methods (SERVQUAL, Kano
and QFD) was discussed to give a better picture
of the direction of the study.

Chapter 5 talks about the research design of this

PDQDJHPHQW LQFOXGLQJ LWV G stwip TN bBjagtives,VEAiSpHng mBta sample
FODVVL¢{FDWLRQV LQ JHQHUDO sizéKdoWectloh meR@IQiRsE kr@nt De3ign, and

explanation of the Singapore’s hospital system
and its facilities management. From the author’s
literature review, the key services coverage and
successful factors were presented in a succinct
and concise manner.

Chapter 3 talks about the service quality theory.
Three methods were suggested to answer
the objectives of this study which are the

data analysis were presented with explanation

LGHQWL¢{FDWLRC

DQC

DQG MXVWL¢{FDWLRQV 7KH VWXG\ X

and snowballing sampling methods particularly to
account for the condition of the respondents which
are mainly hospital patients. The respondents
(patients, general public and FM managers)
from two Singaporean public hospitals were the
sample of this study. Three main questionnaire
surveys were used for data collection with each
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guestionnaire basing on SERVQUAL, Kano, and
QFD respectively. The data analyses consisted
of Cronbach’s alpha, gap analysis, descriptive
analysis, inferential analysis, customer satisfaction
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FROQOVLGHUHG WR EH DWWULEXWHYV

customer satisfactions while attractiveness of
public area landscape was considered important
but did not cause dissatisfaction if prioritised. For

FRH"FLHQWY DQG LPSRUWDQFH \WJFR Wadults, the key factors were discussed in

Chapter 6 presents the results of the study
gathered from the three questionnaire surveys
for SERVQUAL, KANO and QFD. Results from
SERVQUAL started from the demographic
analysis which focused on the age, gender, race,
and education distribution. This was followed
by Cronbach’s alpha test which proved the
consistency and reliability of the result. Finally
the gap score was calculated and those with the
largest gap were focused on quality, choice and
availability of food and drinks provided by the
hospital while the lowest gap was courtesy of FM
VWDt PHPEHUY 6LPLODUO\
with demographic analysis and followed by the
FDOFXODWLRQ RI FXVWRPHU

this chapter. Through the results and discussions
with FM managers, the key factors were based
on “Management of information and knowledge”;
“Selecting and dealing with the outsourcer”;
“Leadership and experience of facilities manager”;
and “Facilities manger’s involvement in hospital
level decision making.”

Chapter 8 presents the validation of the results
and the concluding chapter of this study. The main
objectives were summarised with the presentation

RI WKH ¢QGLQJVY DQG UHFRPPHQGI

improve the FM services of Singapore’s hospital

UHVXBWKN PODRBAH.DTKRHEHQGRQJYVY DQG UHI

were also validated and commented by 2 hospital

V DRM leXpeRts=to/ futher sEaRdtiiem Lithe QaNdity and

ZKLFK IRXQG WKDW WKH UHV SR Qreliab@ity uf Zhe Ustddy. Q @stlyf HitditatQw and

toward the quantity of food and drinks provided
by hospital but found public area landscape to be
an attractive attribute but not a must-have. The
rest of the attributes are considered must-have
or one-dimensional (service quality correlated
linearly with customer satisfaction). Finally, the
results from SERVQUAL and Kano were used to
calculate the importance using QFD and ranked
accordingly.

Chapter 7 presents the discussion of the results
from the survey. As SERVQUAL is based on
the gap of expectation and perception of users,
it was found that the users generally have high
expectation from the FM services they received
and the users did perceive that the FM services
as good but not as high as they expected. Certain
feedbacks for the FM services were discussed by
the author such as placement of curtains, locks
on cabinets, brightness of the lamps and others.
The discussion on SERVQUAL gives an insight
on how hospital users perceived FM services
in Singapore’s hospital. For the Kano survey,
it discussed which FM service attributes that

suggestions for future research were made with
the focus to increase the sample size or include
private hospitals in future studies.

This book is a great read for anyone who is looking
to understand the methods to identify FM service
gaps and also the possible ways to improve FM
services for the hospitals. The scholarly yet easy
to understand write-up has made the materials
digestible for technical or layman alike. One
of the most interesting parts of this book is the
discussion on the integration of the three methods
(SERVQUAL, Kano and QFD) into the study to
identify service gap and at the same time propose
improvements for the FM services in Singapore’s
hospital. However, the book can be improved
with the addition of indexing for readers to quickly
search for the subjects or keywords. While the

DXWKRUfV HfRUWV LQ FRPSUHVVL

commendable, some sections could be further
improved with more discussions especially on the
validation chapter. m

APA CITATION

LQFUHDVH GHFUHDVH RU KDYLQJPHag, V& R\RW. . @UYd).[5&Nitd HiyWV V

on customer satisfactions. For example, courtesy,

for facilities management in hospitals. Springer,

NQRZOHGJH DQG DWWHQWLYHQH SiMgaBoreWKH )0 VWDtV ZHUH
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