
The Senior Relationship Manager position is located in Defence Housing Australia's
(DHA's) Sales and Portfolio Management Division. The Division is responsible for poftfolio
operations & investment propefty sales.

In this role you will actively promote DHA's propefty investment product to prospective
investors via the telephone, email and in face-to-face meetings, seminar presenting with
a view to sell propefty. In doing so, you will help to ensure Corporate Plan sales targets
are achieved,

You will persuade and influence prospective investors through sound communication and
interpersonal skills, a strong customer service focus and be a committed team player.
You will have the ability to represent DHA in a professional capacity and develop
effective business relationships. Your presenting style in a seminar forum will engage
and convince the most discerning clients.

It is expected you will pursue professional development within the real estate industry.
Your dedication to self development and business improvement will significantly
contribute to the achievement of corporate objectives.

This is a full-time position. DHA's core business hours are between 8.30am and 5.00pm
Monday to Friday. DHA operates under flexible working hours and staff may be required
to work outside core business hours at times,

DHA operates throughout all Australian states and territories, and there may be a
requirement for the successful applicant to travel to other DHA offices as directed by
management.

DEFENCE HOUSING AUSTRALIA

DUTY STATEMENT / SELECTION CRITERIA

: Senior Relationship Manager

: DHA Level 6

: TBA

CLASSIFTCATION

POSITION NO

LOCATION

RESPONSIBLE TO

TITLE

: Parramatta HMC, Sydney

: National Sales Manager

THE ROLE

OPERATING ENVIRONMENT
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DHA VALUES

All DHA staff are required to display the following values. You do not need to address
these characterístics specifically but should keep them in mind when responding to the
selection criteria below.

. Respect

. Excellence

. Integrity
o Enthusiasm
o Innovation
. Team work

MAIN DUTIES

1

2

3

Present the DHA investment seminar program across the country. work in
consultation with sales management on key deliverables such as content,
registrations, attenciance ancj return on investment.

Manage a database of clients and actively engage clients as required to explain
DHA processes and decisions, resolve issues and sell properties; ensuring high
levels of customer service at all times. Manage escalated issues as theyãrisã as
well as providing support and guidance to internal and external sales consultants.

Actively promote DHA's Sale and Leaseback product to an allocated database of
prospective investors. Leverage off existing contacts, promoting DHA as an
investment product of choice for sMSF's. In doing so you will aim to meet or
exceed an individual sales target, contributing to the achievement of Corporate
Plan sales targets.

4. Use DHA's web-based sales Customer Relationship Management (CRM) system to
maintain the accuracy of client records, record interactions and develop targeted,
infl uential communication.

5' Assist Sales Management and the broader sales team in its activities as required.
This may include, but is not limited to, assisting with general lead qualification
and performing data integrity against DHA's other systems,

6' Maintain a well-developed understanding of the Australian residential property
market, including but not limited to, supply and demand drivers, and the factual
presentation of price, rent and growth predictions.

7. Establish and maintain effective and productive working relationships with DHA
staff, stakeholders, contractors and third party agencies.

8' At times provide guidance and support to a small team of Sales Consultants.

9. Other duties as directed by senior management.

Specific goals against key result areas are outlined in each individual staff member,s
performance development agreement each year.
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SELECTION CRITERIA

Essential:

1

2

3

4.

5

6

Proven sales management experience, with the ability to achieve individual and
organisational sales targets through sound judgement, intelligence and common
sense.

Extensive and well polished communication, consultation, negotiation and
presentation skills, The ability to present a sales proposal via a one on one phone
call or a forum of over 100.

Proven ability to work independently, and as a member of team, to cultivate and
maintain productive internal and external working relationships with a commitment
to team work.

Knowledge of the finance sector with a key focus on superannuation. Understand
the full workings of SMSF's with the ability to persuade those High Net Worth
clients.

Proven experience in using sales management technologies, including customer
relationship management systems and related databases.

Highly Desirable:

Knowledge and understanding of DHA's core business, pafticularly its Sale and
Leaseback product, stakeholders and customers,



DEFENCE HOUSING AUSTRALIA

DUTY STATEMENT / SELECTION CRITERIA

TITLE

CLASSIFICATION

POSITION NO

LOCATION

RESPONSIBLE TO

: Relationship Manager

: DHA Level 6

: TBA

: Head Office, Canberra

: National Sales Mana er

THE ROLE

The Reiationship Manager position is located in Defence Housing Australia's (DHA,s)
Sales, Marketing and Portfolío Management Division. The Division is responsible foi
pottfolio operations, investment property sales, product marketing, lessor relations,
marketing communicatíon and performance measurement.

In this role you will actively promote DHA's property investment product to prospective
investors via the telephone, email and in face-to-face meetings, with a view to sell
propefty' In doing so, you will help to ensure Corporate Plan sales targets are achieved.

You will persuade and influence prospective investors through sound communication and
interpersonal skills, a strong customer service focus and be a committed team player.
You will have the ability to represent DHA in a professional capacity and develop
effective busi ness relationshi ps.

It is expected you will pursue professional development within the real estate industry.
Your dedication to self development and business improvement will significanUy
contribute to the achievement of corporate objectives.

OPERATING ENVIRONMENT

This is a full-time position. DHA's core business hours are between 8.3Oam and S,OOpm
Monday to Friday. DHA operates under flexible working hours and staff may be required
to work outside core business hours at times,

DHA operates throughout all Australian states and territories, and there may be a
requirement for the successful applicant to travel to other DHA offices as directed by
management.
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DHA VALUES

All DHA staff are required to display the following values. You do not need to address
these characteristics specifically but should keep them in mind when responding to the
selection criteria below.

. Respect

. Excellence
o Integ rity
o Enthusiasm
. Innovation
o Team work

MAIN DUTIES

1

2

3

Actively promote DHA's Sale and Leaseback product to an allocated database of
prospective investors via the telephone, email and in face-to-face meetings, with a
view to sell property. In doing so you will aim to meet or exceed an individual sales
target, contributing to the achievement of Corporate Plan sales targets.

Manage a database of clients and actively engage clients as required to explain DHA
processes and decisions, resolve issues and sell properties; ensuring high levels of
customer service at all times. Manage escalated issues as they arise as well as
providing support and guidance to Sales Consultants.

Use DHA's web-based sales Customer Relationship Management (CRM) system to
maintain the accuracy of client records, record interactions and develop targeted,
infl uential communication.

4. Assist Sales Management and the broader sales team in its activities as required.
This may include, but is not limited to, managing client databases on behalf of
another consultant during periods of absence, assisting with general lead
qualification and performing data integrity against DHA's other systems.

5. Maintain a well-developed understanding of the Australian residential propefty
market, including but not limited to, supply and demand drivers, and the factual
presentation of price, rent and growth predictions.

6. Establish and maintain effective and productive working relationships with DHA
staff, stakeholders, contractors and third pafty agencies.

7. At times provide guidance and support to a small team of Sales Consultants.

B. Other duties as directed by senior management.

Specific aoals against key result areas are outlined in each individual staff member's
performance development agreement each year.



SELECTION CRITERIA

Essential:

1. Qualifications in real estate (i.e. Certificate of Real Estate or License) with proven
ability to deliver outcomes while maintaining integrity and confidentíality.

2. Proven sales management experience, with the ability to support and guide a team
to achieve individual and organisational sales targets through sound judgement,
intelligence and common sense.

3' Well developed communication, consultation, negotiation and presentation skills,
including a good phone manner and the ability to present a saies proposal via
telephone or in person.

4. Proven ability to work independently, and as a member of team, to cultivate and
maintain productive internal and external working relationships with a commitment
to team work.

5' Proven experience in using sales management technologies, including customer
relationship management systems and related databases.

Highly Desirable:

Knowledge and understanding of DHA's core business, pafticularly its sale and
Leaseback product, stakeholders and customers.

6



DEFENCE HOUSING AUSTRALIA

DUTY STATEMENT / SELECTTON CRTTERTA

: Senior Relationship Manager

: DHA Level 6

:3949

: Brisbane HMC, Sydney

: National Sales Manager

TITLE

CLASSIFICATION

POSITION NO

TOCATION

RESPONSIBLE TO

THE ROLE

The Senior Relationship Manager position is located in Defence Housing Australia's
(DHA's) Sales and Portfolio Management Division. The Division is responsible for poftfolio
operations & investment propefty sales.

In this role you will actively promote DHA's propefty investment product to prospective
investors via the telephone, email and in face-to-face meetings, seminar presenting with
a view to sell propefty. In doing so, you will help to ensure Corporate Plan sales targets
are achieved.

You will persuade and influence prospective investors through sound communication and
interpersonal skills, a strong customer service focus and be a committed team player.
You will have the ability to represent DHA in a professional capacity and develop
effective business relationships. Your presenting style in a seminar forum will engage
and convince the most discerning clients.

It is expected you will pursue professional development within the real estate industry.
Your dedication to self development and business improvement will significantly
contribute to the achievement of corporate objectives,

This is a full-time position. DHA's core business hours are between 8.30am and 5.00pm
Monday to Friday, DHA operates under flexible working hours and staff may be required
to work outside core business hours at times.

DHA operates throughout all Australian states and territories, and there may be a
requirement for the successful applicant to travel to other DHA offices as directed by
management.

OPERATING ENVIRONMENT
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DHA VALUES

All DHA staff are required to display the following values. You do not need to address
these characterístics specifically but should keep them in mind when responding to the
selection criteria below.

. Respect

. Excellence

. Integ rity
¡ Enthusiasm
. Innovation
. Team work

MAIN DUTIES

1

2

Present the DHA investment seminar program across the country. work in
consultation with sales management on key deliverables such as content,
r-egistrations, attenciance ancj return on investment.

Manage a database of clients and actively engage clients as required to explain
DHA processes and decisions, resolve issues and sell properties; ensuring high
levels of customer service at all times. Manage escalated issues as theyãrisè as
well as providing support and guidance to internal and external sales consultants.

3' Actively promote DHA's Sale and Leaseback product to an allocated database of
prospective investors. Leverage off existing contacts, promoting DHA as an
investment product of choice for sMSF's. In doing so you will aim to meet or
exceed an individual sales target, contributing to the achievement of Corporate
Plan sales targets.

use DHA's web-based sales customer Relationship Management (cRM) system to
maintain the accuracy of client records, record interactions and develop targeted,
i nfluential communication.

5' Assist Sales Management and the broader sales team in its activities as required
This may include, but is not limited to, assisting with general lead qualification
and performing data integrity against DHA's other systems.

6. Maintain a well-developed understanding of the Australian residential property
market, including but not limited to, supply and demand drivers, and the factual
presentation of price, rent and growth predictions.

7. Establish and maintain effective and productive working relationships with DHA
staff, stakeholders, contractors and third pafty agencies.

I' At times provide guidance and support to a small team of Sales Consultants.

9. Other duties as directed by senior management.

4

Specific Aoals against key result areas are outlined in each individual staff member,s
performance development agreement each year.



SELECTION CRITERIA

Essential:

1

2

3

4

Proven sales management experience, with the ability to achieve individual and
organisational sales targets through sound judgement, intelligence and common
sense.

Extensive and well polished communication, consultation, negotiation and
presentation skills. The ability to present a sales proposal via a one on one phone
call or a forum of over 100.

Proven ability to work independently, and as a member of team, to cultivate and
maintain productive internal and external working relationships with a commitment
to team work.

Understand the full workings of SMSF's with the ability to persuade those High Net
Worth clients into making DHA the investment option of choice.

Proven experience in using sales management technologies, including customer
relationship management systems and related databases.

Highly Desirable:

Knowledge and understanding of DHA's core business, particularly its Sale and
Leaseback product, stakeholders and customers.

5

6



From:
Sent;
to:
SubJect:

Pothan, Lesley

Monday, 16 June 2014 4:LB pM

Lefevrg Beth
FW: Approval Required

FYA

From: Howman/ Peter
Sent: Monday, L6 June 2074 4:06 pM

To: Pothan, lesley
SubJect; Re; Approvaf Required

Approved

Pfease vlslt
La¡-.,/r.......,. --^-r, - - - ì t t
| | ( ( rr./ ¿,w w w. cc us I ee IJU u t. o rg, a u/ ceos/ q cJ- ceoqlÞ (

r|\n'D
Regards,

Peter Howman
Managlng DÍrector I Defence Housing Australia

26 Brlsbane Avenue Barton ACT2600
Tel:Q262t78509 | Fax;02 6ZL78462
Dete i, howm a n (Ðd ha.sov.au I www.d ha.sgY,.a Lr

Sent from my lPad

On L6 Jun 20L4, at 2:56 pm, "pothan, [esley,' <leslev,pothan@ > wrote;

HlPeter

For your conslderatlon and approval,

Denlca

Saunders

Addltio¡ral lnfo;
:+             

     

           
            

            
              

      
:â Pleasê fÍnd attached the REM form, Duty Statement and Buslness Case with further background

lnformation,
:Ð COO approvalvla email is also attached.

I

¡

!

I

j

I

Ìt

1

.N"mg'., Classlficàtlon
''.r :.r: ::: . irr:1.]t-.,:: ._.

'i:-.. i." :':-...1

LIA Contact
Centre

Contact Centre
Operator

DHA Level 4  
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Business Case¡

+ A review of the position level has been conducted and it ís withín FTE/budget,

=+ Thls is an existing position that commenced on L September 20L3 when the llA Contâct Centre went tíve
            

:+ This role is criticalto the day to day operations of the LIA Contact centre and meeting our contracted
agreement with Defence to manage LIA contributions to our KPls. ]t is intended thÍs position will be
advertised as part of the LIA Contâct Centre recru¡tment strategy, however there are concerns that thts
strategy will not be finalised by contract cease date. To allow for this, the recommendation is tr

  

+ There are currently no suitable alternatives as      
     The relevant skills are not easíty acquired and to train

another staff member at this time would impact on the ability to manage LIA contributíons.

Jason

Netting

Addítionallnfo:
+ Approval is requested for the       ro the positlol

of Senior Relationship Manager, ín Sales & Marketing.
:+                

         
          

:+ Please find attached the REM form, DutyStatement and Business Case with further background
ínformation. Please note that although the total package listed on the REM form will remain the same,
the break-down will be different as an IFA witl be incorporated to keep the base salary with the range of
the a DHA Level 6.

:+ COO approvalvia email is also attached.

BusÍness Case:

+ A review o[the position level has been conducted, The current position is DHA Level 6 and lt wllt remain
at thls level.

:+ This is an existíng position,          the
recommendatÍon is to engage      of Relationship
Manager.

=à 
         

         
:+ Th€ internal sales team would be greatfy boosted by the skllls and expertise of lf thls posítion was

not filled, the targets for the 2A1'4/2015 FY would struggle to be met for the saJe and leaseback program.
:+ Engaging       would be the most suitable outcome to fillthis

posltion.

I

Kínd Regards

Lesfey

2

Sales &
Marketing

Seníor

Relationship
Manager

DHA Level 6
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Lesley pothan

Delence Houslng Australia

Tel; 02 6217 B{Sg[Fax 02 6zt7 8432
Mobíle:   
E-mail: lesley,poIhan'iô¿il¡a,aov,au

3
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from:
Sent;
To:
SubJect:

Guthrie, Scott
Monday, 26 MaY 2O74 9:39 AM

Brandon, Jenna

FW;Approval Required

Kind Regards,

From¡ Pothan, LesleY
Sent: Frlday, 23 May 2oI4 9:38 PM

To; Guthrie, Scott; Rankln, Jenna
SubJectr Fwd; Approval Requlred

FYA

Sent fiom my íPhone

Begin forwarded message'

From: "Hownan, Peter" <Pqter'Howrq4n(Adha

Date: 23May 2014 6:09236 pm AEST
To: t'Pothan, Lesley" <leslev.ÞoJl l@
Subjeet: Re: Äpprovnl Required

Approved

Regalds,
Peter Hownan
[Sent f,'onr my mobile phone]

On23 May 2014, at I :1 I pm, "Pothan, Lesley" <lesþy'ppthan@clha, l¡vrote:

Hi Peter

For your consideration and approval

lv-em, ,+B;q'intrs ':f;1¿fioo, ctr*rlrication rype ' . 
,';ä:îTl,l.Orfu*æ¡rioo

 Hil!"''"" ffiffif', DHALever, 

Rrquesfed
By
George
Altemiou

Additional Info:
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This role will manage a portfolio of seivice lesidences within the Melborune area including the
tenancy, maintenance antl ptesentation of properties to Defence members and their farnilies,
Please firrcl attached the REM form, businèss óar" with further background jnformation,

Busincss Case;

A review of this position has occuuecl within the confir,mecl staffing establishment.

lhg.property inanager role is sritical to the HMC and requires .trg*t fillitrg,
If this role is not fillecl, the impact to the business woul,il be eno*rou, as we woulcl not have
gnough staff to meet the clernands of provicling housing to our stakeholders,
No other alteruative could provide a suitable outcome.

Nnme 'Business
unif

Sales &
Marfcetiug

Additional fnfo:

Position 
claqsificatiqn Type

Seniol 
Relationship DHA Leveld
Manager 

Lengtli qf i' i , ,Requested
Contract/Extension By

i  Ëmma
Law

Statcrnont and
total package I

the range of trre a DFIA Lever 6. 
an IFA will be

COO approval via erriail is also attachecl.

Business Case:

d. The cost woulcl bp allscated against selling
buclget. The overall cost woulcl be less than other

Thls is ä new uuå,foot" 
and not com''issriïManager 

is cdtical
to the success semfur the SMSF et?os.oe
ancl sales and ld MC

2

I

l

i

I
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Businem Unit Position Title Cfnssifiqatip-n lyp€
I.pngthof ' ,,
Cor¡tractif N.o.,Þ-

ongomg

12 months

ß'cgugs.(e{
BJ"

. Consultant and

r',iåÏ.iiL"r,",[;ff,];äJ"'u

Additional Infor

DIIA3 &
DHA4

Non-
ongoing

Howald
Fatrll<s

Request fot apptoval fol the reol'uitmenf services of the identifiecl positiorrs on a non-ongoing
basis via DHA's Panel of Preferred Providers:

3 x CSS Consultants DHA3
2 x CSS Complex Taslc Consultants DHA4

Please fitd attachecl business case ancl duty statement with fliither backgrouncl information.

Business Cnse:

A leview offhe level for this has been conducted * theso ale new positions as paú oftlre
establishnent of the Corpol'ate Shated Serices (CSS) Group whicli was endorsed at an
Executive Meetlng on 18 Felruary2014.
The Consultant role within CSS will be reqtrilecl to process Tier 1 level transactions ancl
the Complex Tasl< Constrltant lrrle is the initial escalation point after Tier 1.
The leqtúrement fbr tlús numbel of Consultants and Cornplex Taslc Consr¡ltants was
identified <luring the Shared Services ploject and ís seetr as a req[rirenrent to the
successftil establishnent ancl operation of CSS,
Following the ttansfer of stafffiom existing functions, the internal BOI plocess and a
review of the Redeploymen! Regíster it has been identifiecl that an adclitional nurnber of
vacancies exist fot Consultants and Complex Task Consultants.
The fiJling of these positious are inrpoftant to the success of CSS.

Thank you
Lesfey

Lesley Pothan
General Manager
Corporate Aflaí¡s
Defence Housing AustralÍa

feq 0Z 6217 84591f-ãx 02 ß217 8432
Molrlle:  
E-mall: leslev.Dothan(ôclha.oov.ãrJ

3
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Netti , Jason

From:
Se¡¡t:

To:
Cc:

Subjectr

Sydrych, Kristie

Monday, 16 June 2OI410:24 AM
HR; Rankin, Jenna
Netting, Jason
FW: Relationship Manager - 

Good morning

Please find coo approval ancl paperwork attached for  .
!:- ìi

M

Kind regards
Kristie

Kyiclia Crr¡lrrr¡lr r Ei,^Ã,,r¡.,^ Á^ár^!^*!v.¡ | Ê^v!u!rvç ñÞÞtÞ(oilt
Detence Housing Australja

26 BrÍsbane Avenue Barton ACT 2600
T€f: 02 6270 6002
krtstie.svdrych@dha.qov.au I www.dha.qov.au

From: Netting, Jason
Sent: Friday, 13 June 2014 9;37 AM
To: Sydrych, Kristie
Ccr Bechelli, Elvio; Carton, Daniel
Subject: Relationship Manager -  

HiKristie,

Please find attached the relevant documentation for Madetine's approval. Elvio has approved based on the below
information.

Let me know lf you require anything further.

Kind Regards,

Jason Netting I National Sales Manager
Sales & Portfolio Management I Defence Housing AusLralia
26 Brisbane Avenue Barton ACT 2600
Tel: 02 6270 6072 | Fax: OZ 6222 2269 | Mobile:  
jason.netting@dha.qov.au I www.dha.qov.au

1
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Ëü ËËru
From: Bechelli, Elvio
Sent: Thursday, 72 June 2014 4:58 PM
To: Nettlng, Jason
Subject: RE: Relationship Manager - 

Jason,

Approved subject to the following:

ls there a salary difference between what  was paid and what  will be paid. lf there is, it would be helpfuf to
highlisht            

Rgds

EIvio

From: Netting, Jason
Sent: Thursday, T2 June 2014 4:50 PM
To: Bechelli, Elvio
Subject: Relationship Manager -  

HîElvio,

Further to our conversation this morníng on the replacement of      

I am seeking your formal email approval prior to sending on to Madeline.

Kind Regards,

Jason Nettlng I National Sales Manager
Sales & PorLfolio Management I Delence Housing Australia
26 Brisbane Avenue Barton ACT 2600
Tel: 02 6270 6072 | Fax: 02 6222 2269 | Moblle:   
iason. nettl ng(õdha,oov. au I www. d ha. gqv, a u.

2
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Defence Housíng Australia

Purpose

This document is an attachment to the Remuneration (REN4) Form to support therecommended recruitment process or extension request as a result of theinterim recruitment arrangements.

BusÍness Case
Remuneration (REM) Form Attachment

Key Issues / Justification

o confirm that a review of the level of the position has occurred.o The current position is a Level 6 and will remain at this level.

a outline.why the position is critical, For example, what would the
impact be to the business if the position is not fiUe¿eo The internal sales team would be greatly boosted by the skills

and expertise of  . Tárgets for the 2oLA/2015 Fy
would struggle to be met for the salè & leaseback prógram.

Is the position new or existing? If existing, how long has the position
been vacant?

o Existing

If extending a non-ongoing contract, why is the non-ongoing staff
member required in the posítion (and not adveftising to potãntially
dispfaced staff).

o N/A

Are there any alternatives that could provide a suitable outcome?o N/A

a

a

a

Consultation

In consultation with Daniel Carton (Head of Sales & portfolio Management).
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DIIA
Recruitrnent ActÍvity Req uest Form Defence Housing Austntia

As per Madeline Dermatossian's, Chief Operating Officers (COO) request, effective
11 September 2013 requests to engage staff in either of the below listed following
categories are to be submitted to the COO for review and approval:

o contract (temp staff who are engaged through a recruitment agency)
r frorì-orìgoing or,
. ongoing staff.

Please complete the below and submit to the COO prior to forwardlng to HR Services

Please ensure to attach the most recent Duty Statem€nt, contact HR Services
should you require the most recent version.

^â5iR

Date requested submitted L2/06/2014

Requested by Jason Netting

Recruitment type Non-ongoing

Position Title Senior Relationship Manager

Classification Level DHA Level 6

Classification Salary Range DHA Level 6 $76,247 - $87,668

Proposed Base Salary
(include IFA remuneration if applicable)

Is this withln your salary/FTE budget
(If no utilise the space below to present a business
case to support your request).

Yes

Page 1 of 1
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DEFENCE HOUSING AUSTRALIA

DUTY STATEMENT / SELECTION CRTTERIA

TITLE

CLASSIFICATION

POSITION NO

LOCATION

RESPONSIBLE TO

: Senior Relationship Manager

: DHA Level 6

: 3949

: Brisbane HMC, Sydney

: National Sales Ma

The Senior Relationship Manager position is located in Defence Housing Australia's
(DHA's) Sales and Portfolio Management Divislon, The Division is responsible for portfolio
operations & investment property sales.

In this role you will actively promote DHA's property ínvestment product to prospective
investors via the telephone, email and in face-to-face meetings, seminar presenting with
a view to sell property. In dolng so, you wíll help to ensure Corporate Plan sales targets
are achieved.

You will persuade and influence prospective investors through sound communication and
ìnterpersonal skills, a strong customer service focus and be a committed team ptayer,
You will have the ability to represent DHA in a professional capacity and devetop
effective business relationshíps. Your presenting style in a seminar forum will engage
and convince the most discerning clients.

It is expected you will pursue professional development within the real estate industry,
Your dedication to self development and business improvement will signlflcantly
contribute to the achievement of corporate objecHves.

This is a full-time position. DHA's core business hours are between 8.30am and 5.00pm
Monday to Friday. DHA operates under flexible working hours and staff may be required
to work outside core business hours at times.

DHA operates throughout all Australían states and territories, and there may be a
requirement for the successful applicant to travel to other DHA offices as directed by
management,

.l
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DHA VALUES

All DHA staff are requ¡red to display the following values. You do not need to address
these characteristics speciflcally but should keep them ln mind when responding to the
selection criteria below.

. Respect

. Excellence

. Integrity
¡ Enthusiasm
. Innovatlon
. Team work

1. Present the DHA investment seminar program across the country. work in
consultation with sales management on key deliverables such as content,
reglstrations, attendance and return on investment.

2. Manage a database of clients and actively engage clients as required to explain
ÐHA processes and decisions, resolve issues and sell properties; ensuring high
levels of customer service at all times. Manage escalated issues as they arise as
wefl as providlng support and guidance to internal and external sales consultants.

3. Actively prornote DHA's Sale and Leaseback product to an allocated database of
prospective investors. Leverage off existing contacts, promoting DHA as an
investment product of choice for sMSF's. In doing so you will aim to meet or
exceed an indivÍdual sales target, contributing to the achievement of Corporate
Plan sales targets.

4' Use DHA's web-based sales Customer Relationship ManagemenL (CRM) system to
maintain the accuracy of client records, record lnteracLions and develop targeted,
infl uential communication.

5. Assist Sales Management and the broader sales team in its activities as required.
This may include, but is not limited to, assisting with general lead qualification
and performing data integrity against DHA's other systems.

6. Maintain a wefl-developed understanding of the Australian residential property
market, including but not limited to, supply and demand drivers, and the factual
presentation of price, rent and growth predictions,

7' Establlsh and maintain eflective and productive working relationships with DHA
staff, stakeholders, contractors and third party agencies.

B' At tlmes provide guidance and support to a small team of Sales Consultants.

9. Other duties as directed by seníor management.



Ëssential:

1' Proven sales rnanagement experience, with the abifity to achieve individual andorganisational sales targets through sound ¡udgemeni, intelligence and commonsense.

2' Extensive and well polished communication, consultatíon, negotiation andpresentation skills. The ability to present a sales proposal viã a one on one phonecall or a forum of over 100.

3' Proven abillty. to work independently, and as a member of team, to culuvate andmaintain productive internal and external working relatíonship. w¡ttt a commitmentto team work,

4' understand th.e full workings of sMSF's with the ability to persuade those High Netwo¡-th clients into meking DHA the investment opiiorr oi. choice.

5' Pr9v9n experience in using sales management technologies, including customerrelationship management systems and related databases.

Highly Desirable:

6' Knowledge and. understanding of DHA's core business, particularty its sale andLeaseback product, stakehotders and customers.
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Nettí Jason

From:
Sent¡
lo:
Subject:

Carton, Daniel

Tuesday, 8 July 20L410:15 AM
Netting, Jason

FW: 

Dan Carton I Head of Sales & Portfolio Management
Defence Houslng Austra lia

26 Brlsbane Avenue Barton ACT 2600
Tef ; 02 6270 6039 | Fax: 02 62222269 Í lvlob:  
danlel.carton@dha,qov.au I www,dha.qgv,.au

From: Bechelli, Elvio

Sentr Friday, 2 May 2oI4 7 :48 AM
To: Carton, Daniel
Subject: Fwd: 

Dan

This approvecl subject to confïrrning that this is the only extet'nal lve are leplacing. Also ensule Jon is ok
with this,

Pls confiln

rgds
Elvio

Sent fi'om my iPu¿

Begin fol'lvatded nlessage :

From : "Dermatossian, Macleline" <madel ine,del'tn
Date¡ 1 Ma¡' 2014 9:14:34 pm AEST
To: "8echelli, Elvio" <elvio,beclielli@dh
Subject: Re: 

approved. is this the only one that we at'e replacing?

Regards
Macleline

Madeline Dermatossian
Chief Operating Officer I Defence Honsing Australia
26 Blisbane.Avenue Barton ACT 2600
Tel:02 6217 8509 | wrw!',.c1ha.gor'.au

On t May 2014, at 4t24 pnt, "Bechelli, Elvio" <elvio,bechelli@dh r,vrote:

Madeline,

1
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This is a canclidate to replace one of our external sales agent. 
       

     
  

           
    

 costsliloulcl be allocatecl against selling expenses but woulcl be
countecl as an FTE in the buclget.     

      

Rgds
Elvio

-----Origìnal Message-----
Flom: Carton, Daniel
Sent: Weclnesday,30 April ZAH 4:47 PM
To:Bechelli, Elvio
Cc:Netting, Jasorr
õ- | ¡ , nrrt 
ùrloJËOt: .r. w:  

Elvio,

As cliscussed today, one of our prospects fol an extemal consultant is 
 (sce cletails on below). We thought he woulcl also fill the role

of a new ace plesentel particularly as we get these SMSF seminars off the
glound. As you can see below,    
that would make hirn a great adclition to the sales team.

           
    

Jason and I rvoulcl suppoú his enrployment      
, He woukl be employed as an APS 6  

         

The selling expense buclget can accommoclate this hile though it r,r'ould
represent an aclclitional FTE, I believe we could secllre snppor.t from Jon B
based on the savings lve r,vill achieve w the neu, 14/15 exteural constrltant
contracts plus the fact that rl.e will have reclncecl at least one extelnal
consultant.

Please advise lr4rether we can proceed with hiring  on this basis

Regatcls
Dan

Dan Carton lHead of Sales & Portfolio Managenrent Defence Housing
Australia
26 Blisbane Avetlue Barton ACT 2600
Tel: 02 6270 6039 | Fax: 02 6222 2269 | Mob:  

2

CLYY
Typewritten Text
s47F

CLYY
Typewritten Text
s47F

CLYY
Typewritten Text

CLYY
Typewritten Text
s47F

CLYY
Typewritten Text
s47F

CLYY
Typewritten Text
s47F

CLYY
Typewritten Text
s47F

CLYY
Typewritten Text

CLYY
Typewritten Text



daniel.carton@clha. gov.au I www,dha. qQv.au

-----Oliginal Message-----
From:Netting, Jason
Sent: Wednesclay, 30 April 2014 4:02PM
To: Cafion, Daniel
Subject: 

Hi Dan,

Some baokgrouncl on 

Kind Regards,

Jason Netting
National Sales Manager
Dsfence Housing Australia
02 6270 607

3
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Ailvertising Checklist

Posltlon fnformatlon

Items Received

fnternal Advertlslng

External Advertlslng

JIRA Case Number HaÃA _ tlqo

Duty Statement

New or ELIIZ? - LP approval

V Created ln JIRA

Posltlon tltle Rt\cl'.l
Posltlon number TbA \J

Posltf on classlff catlon slAr
Employment type Ongolng Norfonlolng Contract duratlon

Name of Contact Offlcer Jcrso., Èeffthq
Contact Offlcer phone töL b
Contact Offlcer emall

,. 
\cls(xr ,nettir.'c'râdhoi' ctcÐ .oLt

Date recelved by HR J \J

Request to Advertlse

Delegate Approval tl

Source of advertlslng Intranet

Length of advertlslng t(""* 2 weeks Other:

Date advertlsed tL- I
Closlng date tq-oq-13

Seek Webslte Newspapers /
Adcorp Gazette

Advertlslng sourclng

DHA Intranet oHn\bslte
Length of advertlslng 2\ek S weeks \ Other:

Date advertlsed

Closlng date

NGA

Date uploaded onto NGA.net

Gazette

Gazette Notlce uploaded

Date draft uploaded

Newspa pers/Print Media

Date Adcorp contacted

Date Adcorp approved and advlsed

JentProcessed by rã!1 Date ll-q-13
Advertlsl ng Conflrmatlon ema i lf€¡f¡1 Date t\' 4-ts
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È\ - I\+"-Nc\-\
Request to Advertise Form

Defence Housing Austratia

lnstructlons:
To arrange recruitment advertising, the following are required to be emailed to the HR Services lnbox
(h u ma nreso u rces(Od h a. qov. a u )

. A completed 'Request to Advertise Form' with delegate approval.

. An approved duty statement and selection criteria emalled ín word format,

Tlmeframes:
. Once the completed form and attachments are recelved by HR Services, there ls a one week

(5 business days) turnaround time for the advertisement to go llve,
. Vou are able to request a future advertisement date on your applicatlon lf you do not want it

listed straight awaY.

=,

Jason NettingRequesting officer's name:

Sales Business ManagerRequestlng offlcer's posltlon tltle:

(02)62706072Requesting offlcer's phone number:

Sales, Marketing and Portfolio ManagementPosltion Buslness Unlt:

Head Office - BartonPositlon location:

Relationship ManagerPosltlon tltle:

TBAPosltlon number/s:

DHA Level 6Classlfication / Level :

Fulltimels the posltlon fulltlme or part time?

tf part tlme please state hours per week:

Non-ongoingType of vacancy:

12 Months (maximum 12 months)
Length of Non-Ongolng contract:

(lf applicable)

Jason NettingGontact offlcer's name:

Sales Buslness ManagerGontact offlcer's posltlon tltle:

(02)62706072Gontact officey's full phone numbsr:

Jason.netting@dha. gov,auGontact officer's emall for queries:

26 Brisbane Avenue, Barton, ACT, 2600
Postal address for aPPllcatlons:

\ ,":ea-kGloslng date for appllcations:

Page 1 of 2
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uest e orm

Type of recrultment actlon lnternal

ls there a particular date you would llke the
advertlsements to go llve lf outslde normal
turnaround tlmes?

Yes 12t0s12012

Gommonwealth Gazette (APSfobs)

(Roquired for ongolng, optional for non-ongolng)
No

Seek webslte No

Other website

(Please list websites)

Press

Please contact HR Services for press if required
No

Ad Text

(Descrlption of role to þe added as short description
(150 characters) lf using seek website)

Please enter any additional comments to
HR Servlces here

Manager's name and tltle Manager's slgnature and date

Jason Netting - Sales Business Manager 05t09t20't3

Delegate's name and tltle Delegate's signature and date

Tony Winterbottom - Chief Marketing Officer

HR Services approval and date , Aetegate's approvat and date (lf
appllcable)

I I I I

Page 2 ol 2
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DEFENCE HOUSING AUSTRALIA

DUTY STATEMENT / SELECTION CRITERIA

TITLE

CLASSIFICATION

POSITION NO

LOCATTON

RESPONSIBLE TO

: Relatlonshlp Manager

: DHA Level 6

: TBA

: Head Office, Canberra

: Sales Buslness Manager

THE ROLE

The Relagonship Manager posltlon ls located ln Defence Houslng Australla's (D.H{'s)

Sales, Marketlng and Pòrtfollo Management Divlsion, The Dlvislon ls responslble for
portfollo operatlons, lnvestment property sales, product marketlng, lessor relatlons,
marketlng communlcatlon and peformance measurement'

In this role you wlll actlvety promote DHA's property lnvestment product to prospectlve

lnvestors vlá the telephone, emalt and ln face'to-face meetlngs, wlth a view to sell
property. In dolng so, you wlll help to ensure Corporate Plan sales targets are achleved'

you wlll persuade and lnfluence prospectlve lnvestors through sound communlcatlon and

lnterperional skllls, a strong customer servlce focus and be a commltted team player.
you wlll have the ablllty to represent DHA ln a professlonal capacity and develop
effectlve buslness relatlonshlps.

It ls expected you wlll pursue professlonal development wlthln the real estate lndustry.
your dedlcagoñ to self development and buslness lmprovement wlll slgnlflcantly
contrlbute to the achlevement of corporate obJectlves,

Thls ls a full-time posltlon, DHA's core buslness hours are between 8,30am and 5.00pm

mJn¿ay to Frlday. DHA operates under flexlble worklng hours and staff may be requlred
to work outslde core buslness hours at tlmes.

DHA operates throughout all Australian states and terrltorles, and there may be a 
.

requlrément for theiuccessfut appllcant to travel to other DHA offlces as dlrected by

managemen!.

OPERATING ENVIRONMENT

CLYY
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DHA VALUES

All DHA staff are requlred to dlsplay the followlng values. You do not need to address
these characterlstlcs speclflcally but should keep them ln mlnd when respondlng to the
selectlon crlterla below.

1 Actlvely promote DHA's Sale and Leasebacl< product to an allocated database of
..r- LL- !-l--L^-- --^-rl --J t- a--^ L- a^-- -.^-!t--- ...!rL -PrqsPët;LtvE 'ltvesLurs 
vtal LilË LetËPiluils, gilldtt dllu ilt tdug-Lu-téçe ilrsruilgÞ¡ wtril ø

view to sell property. In doing so you wlll alm to meet or exceed an lndlvldual sales
target, contrlbutlng to the achlevement of Corporate Plan sales targets.

Manage a database of cllents and actlvely engage cllents as requlred to explaln DHA
processes and declslons, resolve lssues and sell propertles; ensurlng hlgh levels of
customer servlce at all tlmes. Manage escalated lssues as they arlse as well as
provldlng support and guldance to Sales Consultants.

Use DHA's web-based sales Customer Relatlonshlp Management (CRM) system to
malntaln the accuracy of cllent records, record interactlons and develop targeted,
lnfluentlal communlcatlon.

4. Asslst Sales Management and the broader sales team in lts actlvltles as required.
Thls may lnclude, but ls not limlted to, managlng cllent databases on behalf of
another consultant during perlods of absence, asslstlng wlth general lead
quallflcatlon and performlng data lntegrity agalnst DHA's other systems.

5. MalnLaln a well-developed understandlng of the Australlan resldentlal property
market, lncludlng but not limlted to, supply and demand drlvers, and the factual
presentatlon of prlce, rent and growth predlctlons.

EsLabllsh and maintaln effectlve and productlve worklng relatlonshlps wlth DHA
staff, stakeholders, contractors and thlrd party agencles.

7. At tlmes provlde guldance and support to a small team of Sales Consultants

8. Other dutles as dlrected by senlor management.

2

3

6

Specific goals against kcy result areas are outlined itr each i¡rdividual staff member's
perfonnance clevelopment agreenrent each year.



SELECTION CRITERIA

1

2

3

4

5

Essential:

Quallflcatlons ln real estate (1,e, Certlflcate of Real Estate or Llcense) wlth proven
ablllty to dellver outcomes whlle malntalnlng lntegrlty and confldentlallty.

Proven sales management experlence, wlth the ablllty to support and gulde a team
to achleve lndivldual and organlsatlonal sales targets through sound Judgement,
lntelllgence and common sense.

Well developed communlcatlon, consultatlon, negotlation and presentation skllls,
lncludlng a good phone manner and the ablllty to present a sales proposal vla
telephone or ln person.

Proven ablllty to work lndependently, and as a member of team, to cultlvate and
malntaln productive lnternal and external worklng relatlonshlps wlth a commltment
to team work.

Proven experlence ln uslng sales management technologles, lncludlng customer
relatlonship management systems and related databases,

Highly Desirable:

6. Knowledge and understanding of DHA's core buslness, partlcularly lts Sale and
Leaseback prod uct, sta kehold ers a nd custome rs.



Date provlded to GM, Corporate Affalrs for approval: 2L/8113

23/8/L3Requested date of return to HR Servlces by GM:

Requested by: lenna Rankln

Reason New posltion

Comments:

Jason has assessed the posltlons wlthln hls team and slnce one
of the Sales Coordinators has recently moved on thls has glven
hlm the opportunlty to create a new posltlon wlthout addlng any
FTE. New positlon ls a DHA 6 Relatlonship Manager whlch wlll
perform the role of a Senlor Sales Coordlnator and bring a level
of sklll and experience requlred for the role to add value to the
team.

Enna!! attached fronr Jason ltJettlng u¡lth further descrlptlon .ror

the new posltlon,

Delegate Comments:

Nt l',\.t ,* Lt^ á
^(ü,ocrtnh;wDelegate

approval/slg nature

Date:

Page L of 1
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From:
Sent:
To:
SubJect:

Follow Up Flag:
Flag Status:

Netting, Jason

Tuesday, 20 August 2013 3:13 PM

Rankín, Jenna

Relationship Manager DHA Level6

Follow up
Flagged

{

Hi Jenna,

With the recent departure of as a Sales Consultant DHA Level 5, lt has glven me the
opportunlty to bring thls role back to Canberra.

Prior to thls happening I had thoughts of a minl restructure to better sult the demands of our clíents and offering a

better/tiered level of servlce,

I am now seeklng approvalfrom the approprlate HR delegate for the posltion to be known as "Relatlonship
Manage/' DHA Level 6,

lalready have approvalfrom Tony Winterbottom to upgrade this posltion forthe below reasons.

The thought process behlnd this ls that we requlre a hlgher callbre of lndlvldual so we can have tiered approach in
respect to lnternal sales,

Thls lndlvldual wlll have a hlgher levels of skllls around sales management, communlcation, negotiation and
presentatlon.

They wlll be able to be called on for guldance and support from other members of the lnternal Sales team (Where I

am unavailable and or travelling)

Thls will be a non-ongoing posltion for the perlod of 12 months, we will then evaluate lts success and the
requlrements for the future,

Attached ls a copy of the revlsed posltlon descriptlon

Kind Regards,

Jason Nettlng I NaHonal Sales Manager
Sales, Marketlng and Portfollo Management I Defence Houslng Australia

26 Brlsbane Avenue Barton ACT 2600
Tel: O2 6270 6072 | Fay- 02 6222 2269 | Mobl 
fason.nettlng(ôdha,oov,au I www. lnvest,dha,oov,au

B
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Defence Housing Australia

Business Case
Remuneration (REM) Form Attachment

Purpose

This document ls an attachment to the Remuneration (REM) Form to suppoÉ the
recommended recruitment process or extension request as a result of the
interlm recruitment arrangements.

Key fssues / Justification

Confirm that a review of the level of the position has occurred
o New position.

Outline why the positlon ls critlcal. For example, what would the
impact be to the business if the position is not filled?

o Successful and premium delivery of seminar program
o Increased SMSF exposure and sales.
o Ensuring the SLB BAU target and MCA targets are met.

Is the posltion new or existing?'If existing, how long has the position
been vacant?

o New

If extending a non-ongoing contract, why is the non-ongoing staff
member requlred in the position (and not advertising to potentlally
displaced staff).

o N/A

Are there any alternatives that could provlde a sultable outcome?
oNo

Consultation

Consultation with Daniel Carton (Head of Sales & Portfolio Management).

Elvio Bechelli (GM, Portfolio Management, Marketing & Strategic Projects)

Madeline Dermatossian (COO)

Please see email trail attached.

o
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Defence Housing Australia

Business Case
Remuneration (REM) Form Attachment

Purpose

Thls document is an attachment to the Remuneration (REM) Form to support the
recommended recrultment process or extension request as a result of the
lnterim recruitment arrangements.

Key fssues / Justification

Confirm that a revlew of the level of the position has occurred.
-L- -. -^^-:!t t -o tf te uuf reilL pustLtoÍt f5 a Levet o anq wilt remafn aEtnls level.

Outline why the position is critical. For example, what would the
impact be to the business if the position is not filled?

o The internal sales team would be greatly boosted by the skllls
and expertise of  . Targets for the 2Ot412015 Fy
would struggle to be met for the sale & leaseback program.

Is the position new or existing? If existing, how long has the position
been vacant?

o Exlsting

If extending a non-ongoing contract, why is the non-ongoing staff
member requlred in the posltlon (and not advertising to potentially
displaced staff).

o N/A

Are there any alternatives that could provide a suÍtable outcome?
o N/A

Consultation

In consultation with Danlel Carton (Head of Sales & Portfolio Management)

a

a

a
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Netting, Jason

From:
Sentl
Tol
Cc:

Subject:

Carton, Daniel

Friday, L3 June 20t4 9:27 AM
Netting, Jason

Law, Emma

costs

Jason,

For cost comparison purposes with   potent¡ally     

see the following:

Cheers

Dan

Dan Carton I Head of Sales & Portfolio Management
Defence Housing Australia
26 Brisþane Avenue Barton ACT 2600
Tel: 02 6270 6039 | Fax: 02 62222269 | Mob:  
danlel.carton@dha.oov.au I www.dha.oov.au
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SLB REVIEW

INTERIM REPORT

Purpose

The purpose of this report is to detail the findings and opportunities from the SLB Review

Background

The Review

The COO requested a review of the SLB program. Though there was an internal audit of the SLB

program by KPMG in2Ot2, the program has not been extensively reviewed internally in recent
corporate memory.

The Review Process consisted of the following steps in approximate order:

o Questionnaires completed by Sales Consultants
o Questionnaires completed by Sales Coordinators
o lnterviews with Sales & Portfolio Management senior managers
o Senior SLB team workshop
o lnterview with the COO
¡ lnterviews with COO direct reports and other Executive stakeholders including ClO, CFO and

General Manager Finance
o lnterviews with other key stakeholders including Marketing Communications, Lessor

Relations, Leasing, lnvestment Management and the MCA project.

All interviews were conducted by Elvio Bechelli, General Manager Portfolio Management, Marketing
& strategic Projects and Dan carton, Head of Sales & portfolio Management.

The SLB Prosram

The SLB program serves the dual purpose of being the key funding source for DHA through the sale
of DHA properties to investors and also meeting provisioning requirements of Defence through the
simultaneous leaseback of these properties by DHA.

The program also optimises shareholder returns by targeting a net sales margin of 5%. ln
2013/20L4, the budget for revenue from SLB is S38O million from the sale of approx¡mately 74j-
properties.

There are currently almost 1000 properties in the inventory portfolio and around 25OO properties in
the investment property portfolio with total market value of almost $Zbn. On average, properties
are held lor 24 months prior to being sold. This allows for capital growth and maximises benefits to
investors by ensuring depreciation benefits remain available.

L
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EXECUTIVE SUMMARY

Many findings and opportunities have been identified across the process. The headline findings and

opportunities that have emerged are as follows:

o Change the Sales Team Model to reduce cost, reflect skill requirement, reduce referral risk

and drive a "client first" culture
o lmprove efficiency and reporting, and reduce risk with targeted Systems lmprovements

o lmprove Product Liquidity by introducing a supported referral process for mid-lease sales

o Improve levels of Profitable Stock

o lmprove the efficiency of the Listing Process

PROPERTY

SEIECTION &
PRICING

U5ïtN6
PREPARATION

uSfrNG SEITING
SEfflEMENT

MANAGEMEf{T

IMPROVE I.EVÊT5 OF

PROFIfABLT STOCI(

CHAl¡GE SATES IEAM MODEI.
IMPßOVE 5tB PROOUCT

LIQUIDIW

SYSÍEM IMPROVEMENTS
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SLB Report

Findings and opportunities are mapped against the key stages of the SLB process (note headline
findings are in bold):

Finding:

Currently there is no property-by-property profitability on the supply chain particularly within DHA's
developments. The abilityto forecast and identifyfuture profitable properties is limited.

Opportunity:
A cash profit field will be added to both the production model and the price submission template.
Annual SLB Portfolio Planning Day - this is an annual executive level forum to discuss the state of the
SLB portfolio. Already held once, the opportunity may exist to role out an operational national
manager presentation across the business. This will broaden the understanding of the state of the
portfolio and help inform better decision making.

Production Model expansion - this includes capturing supply chain property and financial details on
a property-by-property basis. This will dramatically improve DHA's ability to forecast, identify future
profitable properties, and conduct analysis on the capital side of the business including feasibilities.

Further reporting and analysis to examine provisioning profitability trends - provisioning type, bulk
versus single, levels of impairment, comparisons to recorded market growth.

lmprove level of SLB Feedback reporting to other parts of the business to inform better decision
making. Also see final Finding & Opportunity under Property Selection.

3
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Finding:
Property Provisioning -60% of stock is 4 bedrooms but Defence requirement is only 2Oo/o. PPG

continue to develop 4 bedrooms on the understanding that these achieve a better margin through
SLB.

SLB do have a preference for 4 bedroom stock. However this preference is not a dogmatic 100%

need for4 bedroom stock. SLB is more than open to 3 bedroom stock.

PPG include 4 bedroom stock in project feasibilities as returns are higher. The recent Greenfields

acquisition in Raceview was for all 4 bedroom stock.

Opportunity:
DHA needs to better balance investor demand with defence requirement. DHA needs to do more

analysis and share results to understand what stock should be delivered based on Defence

requirements.

Three bedroom stock are feasible from a margin and saleability perspective if they are built on

appropriate land i.e. 4 bedroom home on a large block will suit more than a 3 bedroom home on a

large block. DHA's developments should reflect this need for more 3 bedroom homes with smaller

lot sizes.

Finding:
PPG advised they would like more feedback from the SLB team in regard to whether properties

acquired were a success or if there were issues with the properties in terms of suitability for SLB

program.

Opportunity:
By providing feedback to PPG on issues experienced with properties during the SLB process DHA can

better inform the acquisition process to satisfy SLB requirements in regard to the suitability of
properties for SLB. A regular report will designed to meet this need.

This will also be extended to providing regular feedback to those in the regions providing

recommended pricing i.e. feedback to them on what the final pricing was and the sales & bidding

resu lt.

Regular reporting of regional portfolio profitability to both PPG and the HMC staff will improve

awareness and understanding ofthe business.

4



Finding:
The value of the lease is not considered when determining the price of the SLB property. The DHA
lease is a long term lease with government guaranteed cash flows, better tenants, end of lease
restoration provisions and is therefore, in most market conditions, superiorto other residential
leases.

Opportunity:
The lease should be independently valued. The value should be communicated to investors to
demonstrate the superior characteristics of the product. This value should be used as input when
setting the price ofthe product.

The standard SLB valuation request will be augmented to include the requirement for a valuation
that factors in the lease. This new valuation will be added to the pricing template to inform pricing
decisions.

Finding:
An issue was raised as to whether SLB prices are set high enough. The basis for this concern was
that SLB does not use auctions and a lack of understanding about the pricing process.

Opportunity:
There is an opportunity for better communication to the rest of the business about the pricing
methodology and the ballot process (and its role in informing pricing). A DHA News article will be
drafted to introduce the business to the pricing process.

DHA does not auction SLB properties. The simplicity of a fixed price model aside, the primary
reasons are to minimise impact on DHA tenants and the fall-over rates of sales. Auctions require
sales to unconditionally exchange at the auction. This would necessitate the due diligence by the
prospective buyers "plural" being done pre-auction increasing impact on the tenant i.e. visualise 30
parties wishing to check a house out and complete building and pest inspections pre-SLB auction in
the current market. The current model allows the one successful buyer to do their due diligence
after securing the propefty but before going to exchange.

Whether through an auction or some other means of bidding up prices, there is a risk of fall-over as
people have bid up to secure the property thus widening the gap between the valuation and the
final price.

To ensure optimal pricing, up-to-date bidding activity as well the normal pricing parameters such as
valuation, cost and recent sales activity are used. Pricing must not prioritise shoft term isolated

5



gains ahead of the programs reputation and long term success. DHA does not want to further

compound the perception that properties are over-priced.

Finding:

Opportunity:
Summarise issues and work with Finance to try and improve valuation turnaround times.

ldeally, the complete turnaround time including review and clarification should take five business

days as per stated internal seryice levels.

Finding:

Opportunity:

Whenever PPG handover a property to P&TS, a zero-error Quality Assurance process is required.

Property information at handover includes occupation certificates, floor plans and photographs. This

6
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will prevent delays in listing properties and therefore make the SLB process more efficient. lt will
also reduce the risk that for allocation purposes, incorrect information is being shown to prospective
tenants.

Finding:
The website does not include details of properties that have been sold. The website only displays
properties currently listed and those awaiting listing. This limits the public's visibility at any given
time of the range of propert¡es DHA sells.

Opportunity:
Reinstate properties remaining on the website when they are still at the stage of ,,on hold,,. When
the new website was released in early 20L3 this was removed. This issue has been raised with
BS&T and resolution is anticipated by the end of the financial year.

There is also an opportunity to investigate other property information DHA could make available to
investors such as a history of properties sold and a sales price range. This would enhance the buyer,s
knowledge and improve their decision making process and align DHA's website more closely with
other property websites e.g. Domain.

Finding:
Historically SLB properties have been listed with a professional photo of the front of the house only.
The balance ofthe photos used for listing are those taken by PPG at handover ofthe propeny.
Professional photos of all elements of properties have been taken since August 2013. This was an
outcome of the July 2013 Portfolio operations annual workshop and was an exercise in raising the
standard of DHA SLB sales to be in line with market practice.

Opportunity:
Planning for the tender for a panel of professional photographers is underway. Loading of
accumulated whole-of-house professional photos to date are being loaded onto Homefind by p&TS.

ln parallel with the tender, formal handover procedures will be amended to realise efficiencies and
save PPG from having to allocate resources to take internal photos.
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Finding:
DHA has a separate marketing for each of its major developments. Many of DHA's developments,
from which SLB stock come from, have won awards.

Opportunity:
Project already exists to incorporate these elements into the SLB listing guidelines. This project will
be expedited. Links to development websites will be included immediately.

Background:

Finding:
While the majority of external sales staff have a real estate background, the requirement for this

role is very differentfrom a real estate agent. The sale contractors do not have to source properties,

manage vendor expectations, pricing, market the property, perform open houses or negotiate sales

outcomes. The key skill is customer relationship management and knowledge of the DHA sales

process to manage leads provided and guide the investor through the sales process. This is

evidenced by DHA's highest selling sales agent who had a minimal real estate background and who

previously worked in an administration role in a HMC.

Due to the strong demand for DHA properties across the country and across the property cycle,

there is a strong perception that there is very little "selling" done by the sales team and they are

simply "order taking". ln the current strong market this perception is asserted by the data.

8
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Finding:
There exists both an identified risk and anecdotal evidence of DHA clients being referred to brokers,
solicitors and mid-lease sales.
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Finding:
The liquidity of the SLB product is very low due to DHA not offering a mid-lease (or secondary) sales

service to investors that seek to sell their property before the end of the lease term. The DHA lease

remains "bolted" to the property title untilthe lease expires. This makes selling the property mid-

lease challenging through a local real estate agent. There are approximately 80-100 secondary sales

per annum.

This had lead to the emergence of businesses that appear to represent themselves as DHA in the

market selling DHA properties mid-lease. This creates risk for the DHA and DHA SLB brand as these

businesses may make false representations to ¡nvestors, and may offer a sub- standard of seruice

and communication.

L0
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Opportunity:
DHA can enhance the liquidity of the SLB product by offering to arrange the sale of their property
should they decide to sell during the lease term. DHA has negotiated favourable competitive
commission rates with its panel of disposals real estate agents that will be honoured for DHA clients
referred to them. This initiative would also assist in eliminating businesses that may seek to
represent themselves as being aligned to DHA that currently sell these properties that may lead to
reputational issues to DHA. There is also a benefit to prospective investors seeking to acquire a DHA
property but have been unsuccessful due to strong demand.

DHA would support a successful sale by the real estate agent by a small highly targeted marketing
campaign to the DHA database. This also provides extra work for panel agents further consolidating
DHA's ability to secure market beating commission rates for the Disposals program.

The establishment of this capacity will enable DHA lML, should it choose to use the service, to
efficiently sell down its property funds at the end of the fund life.

Finding:
The material and format of DHA's SLB seminars has not been subject to a major review.

Registrations are robust but in some instances attendance is poor. There were 67 seminars
delivered in 2Ot3 primarily in licensed clubs such as RSL clubs. The average seminar attendance was
59 registrations and 32 attendees (59%).

Audience reach is limited to where we hold the seminars. We do not conduct webinars.

The Focus Series events organised by Marketing recently held in Melbourne and Sydney were poorly
attended despite full registration of available places.

The Seminar program is currently on hold pending the review.

Opportunity:
A comprehensive review is underway of every facet of the seminar program from locations, delivery
channel, presentation format, presenters, timing, duration, partner participation, volume, and
registration process. This review has commenced with an expected completion by May 20j_4 with
seminars commencing again in Junef uly.

lntroduce webinars to expand reach to remote areas.

Development of a pilot SMSF seminar - this has been in development for 6 months with the biggest
challenge proving to be an acceptable partner for the seminar. Discussions are currently underway
with Macquarie Capital to fillth¡s seminar partner role.

1.r
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Aligning DHA with industry experts such as economists or business contacts will increase the level of

interest for these seminars. An example is the Focus Series with   that DHA are

undertaking in Sydney and Melbourne, The venues are leading hotels with a target audience of 100.

lmproving the Focus Series could include live webcasts to extend audience reach.

4.4 BALLOT

Finding:
Excessive demand for DHA properties relative to supply is causing some investor dissatisfaction. The

ballot helps mitigate this dissatisfaction as clients know it is a level playing field. The anecdotal

feedback about this element of the ballot from DHA clients has been very positive.

There are anecdotal reports from the sales consultants that existing lessors feel they should be

exempt from the ballot.

The ballot favours investors who place multiple bids and are flexible on the location of the propefty

This aligns with the DHA strategy to have consultants sell clients into properties outside their home

town/region.

4.5 CLIENT UNDERSTANDING OF WHAT IS INVOLVED

IN BUYING AN INVESTMENT PROPERTY

Finding:
There are concerns that prospective investors do not have adequate knowledge of the DHA sale

process and their responsibilities of having a solicitor and finance in place. They often rely on the

Sales team to provide this advice. This leads to referral risk.

Opportunity:
To better inform investors and manage expectations it would be beneficialto have information

about the ballot process on the website and the sales process in terms of clearly defining the

responsibilities of the investor and DHA in this process. This will make the investor aware of their

obligations to have solicitor and finance in place. This section on the website willessentially be a

"what to expect" for prospective buyers,

Development of the DHA Marketplace to provide investors value for money quality service across

the associated services of their transaction - conveyancing, lending and insurance.

4. Sales

4. Sales
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Finding:
There has been anecdotal evidence of lessors many years after the initial purchase being confused
when an annual rent review sees their rent fall. Lessors sometimes confuse rents "never" falling
with never falling below the starting rent, which is a condition of the DHA lease. There is also
anecdotal evidence that investors sometimes do not clearly understand DHA's maintenance and
make good obligations.

Opportunity:
There would be a benefit from more clearly explaining DHA's make good obligations under the lease.
This should make the sales process more efficient and enable lessors to understand DHA's lease
obligations. This information could be placed on the website and used by the sales team as a script
when dealing with prospective investors.

The seminar presentation and script will be reviewed to ensure they are very clear with respect to
these obligations.

Finding:
DHA does not have a first right of refusal clause in the standard DHA lease agreement to acquire the
property at the end of the lease term. lt is included in the lease for DHA Residential property Fund
No. 1.

Opportunity:
To increase sources of properties available to DHA, where an investor wants to sell their property,
DHA would have first right of refusal. This maybe during the lease term or after the lease expires. A
draft of the lease with this clause included is being prepared.

L3



Finding:
Registrations - 1200 per month, 300 "web-forms" per month. The web-forms are incomplete

registrations where DHA is unable to make contact with the potential client. Of the remaining 900

registrations only LO%-LS% of these have entered a valid phone number. These clients are

contacted within 48 hours. The remainder who do not provide a phone number receive a welcome

email and information. They must contact DHA to progress lead.

Opportunity:
Make phone number mandatory at registration to improve quality and number of leads DHA follow
up. There is an expectation that this change will be implemented by the end of the financialyear.

Finding:
lnternal sales team receive 30 to 50 calls per day of which 50% are not for sales team and require

redirection. Examples include other DHA queues being diverted to sales queues as well as individual

staff.

Opportunity:
Review IVR script for both DHA numbers.

Finding:
Website is difficult to navigate to allow registration. Multiply clicks and multiple pages need to be

navigated by clients seeking to register.

Opportunity:
Redesign website to simplify registration process to increase registrations

L4



Finding:
DHA offer a discount of 52500 to Defence members when they purchase an SLB property. No
discount is available to DHA staff. Staff are required to obtain sign off from their chain of
management to purchase a DHA property. Staff also participate in the ballot like all prospective
investors.

Owners of DHA properties make strong advocates for the product's simplicity and uniqueness in the
market place.

Anecdotally, the externalsales Consultants have a bias towards sellingto existing lessors as it is an
easier sale. Lessors already understand the product and tend to have a great financial means to
secure further properties. Of properties settled WD,25% have been sold to existing lessors.

This logic of the easier sale is the part of reason to grow the pool of SLB advocates. When the
market softens, the greater the prospective base of investors with equity and product knowledge
will strengthen the sustainability and resilience of the program.

Opportunity:
lnvestigate the targeting of weekly releases to new investors only

An alternative would be to property match to new investors with demonstrated bidding history

Develop a staff discount and review the size of the Defence member discount.

Offer property matching for DHA staff outside the ballot process

No findings arose relating to the settlement process,

The SLB settlement methodology is based around a standard 8 week period from sales advice to
settlement. This period is two weeks longer than a normal real estate settlement. The longer period
that was established was to not "rush" the investor and allow time for the final due diligence steps
that have the potential to be delayed due to the unique nature ofthe business e.g. gaining access at
times convenient to both investor/valuer and tenant can be challenging.

5. Settlements
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Finding:
Runway is the CRM system that is used for lead management. Runway is also used to load propefty

information onto the website. This results in duplication as this property information is already in

Homefind but there is no direct link between Homefind and RUNWAY. Runway has limitations in

capturing notes and limited reporting capability. The standard reports available on Runway are not

producing required information and data mining capability is limited. Historically Runway had

stability issues but this was rect¡fied by BS&T three years ago by moving RUNWAY across to an

Oracle-based platform.

Opportunity:
To enhance efficiency, the strategy is to reduce the functionality of Runway and restrict its use to

oppoftunity management. Property information loaded on Runway for the website will be taken

from Homefind eliminating duplicate processes. This is estimated to be a three month project.

Timing to come from BS&T

To enhance reporting functionality, information stored on Runway relating to lead management will

be loaded in Bl that has a stronger repoft¡ng capability.

The functionality relating to the recording and retrieval of notes contained in Runway will remain in

this system but will be reviewed by BS&T to assess if this process can be enhanced.

Finding:
The SLB tracking process is not yet managed through a workflow tool as is the case with disposals

This delay has been due to outstand¡ng issues relating to security, functionality and duplication.

Opportunity:
Pending resolution of security and functionality issues and the linking of Homefind property data to

Runway, the move to Workflow for SLB is essential.

Efficiencies can be gained and risk minimised by eliminating the need for excel spreadsheets,

enhancing authorisation processes and security over access to information, and an improvement in

reporting & audit functionality.

L6



Finding:
A production model is maintained by the Portfolio Management team that downloads information
from production systems into an excel spreadsheet. The Production model is used by SLB for the
purpose of selection of properties for SLB and facilitating the pricing process. lt is also used for
Disposals pricing and overall Portfolio Management.
The production model contains the details of the property, the status of the property, valuation,
historicaland current costs, sales price and profitability information used in the pricing and selection
process.

Historical information on Excel Property spreadsheet is maintained periodically.

Opportunity:
This current excel-based approach is not preferred due to key person risk and lack of robust user-
friendly historicaltracking. To improve efficiency and have common one-source-of-truth reporting
system for DHA portfolio, the Production Model will be built into Bl. This will improve efficiency and
will mean the Production Model is always "live,, and up to date.

The replacement of the production model is underway and is expected to take six months.

This will include the expansion of the production model to capture the ppG supply chain on a

property by property basis.

A full list of systems and their purpose can be found at Appendix 4.
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Finding:
The SLB process takes 1L4 days or 3.7 months. As a benchmark, the sales process for disposals takes

on average 5.L months but has a median of 3.7 months which is comparable to SLB. Listing

preparation process takes 42 days. This process includes valuation and obtaining all necessary

property information to enable listing. lf one compares the components of the process that would

be undertaken by a real estate agent conducting an auction, the listing and selling would take 5

weeks, compared to DHA's listing and selling timeframe of 14 days. RP data for average time listed

for a property is 1-.9 months. DHA SLB timeframes compare favourably.

Opportunity:
The selling process is very competitive ¡n terms of duration and the settlement process has defined

period for specific reasons. There are opportunities to improve the average time it takes to prepare

properties for listing.

It is estimated that the process to list properties could be reduced from 42 days to around 28 days

through the implementation of stronger quality assurance checks by PPG to ensure the property file

is complete and correct at the time of handover and with the possibility of some improvement in

valuation tu rna round times.

The four factors that ¡mpact on the duration it takes to get a property ready for listing are as follows:

¡ Volume of properties being prepared at the time

o Correctness and completeness of the property file
o Awaiting contracts (not alljurisdictions)

o ValuationsTurnaround
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The overall process could be more efficient through the implementation of workflow. This is covered
in the systems recommendations.

More details on the stages of the sLB process are contained at Appendix 1.
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Appendix 1

The SLB process takes on average 114 days from property selection to settlement. The key steps ¡n

the SLB are as follows:

Propertv selection - on a fortnightly basis, a review of DHA inventory /investment short term stock is

conducted to identify properties suitable for SLB. Selection process considers financial hurdles,

saleability of stock, progress towards revenue and profit targets, diversity of stock based on location

and yield, and limiting supply to maintain competitive pressures.

Pricing - is set via recommendations by the Sales Portfolio Manager and approved by COO. Nine

sources of information are considered when setting price including independent market valuations,

recent sales history, investor sentiment and recommendations from HMC managers and the

National Sales Manager.

Listing Preparation - prior to listing a property, property information is obtained including floor
plans, building occupancy certificates, contracts in some jurisdictions, depreciation schedules and

photos. This information is loaded into Runway to enable the Sales team to manage leads to enable

access by investors.

Listing - After all property information is reviewed and quality checked twice for accuracy, the
property is listed on the DHA website. Properties are "pre-released" for viewing on a Friday,

becoming available for sale at midday the following Thursday.

Selline - Properties are sold through a ballot process, utilising an algorithm that progressively

allocates properties to investors on a random basis starting with properties with the lowest number

of bids and progressively working through up to properties with the highest number of bids.

lnvestors with multiple bids are eliminated once the algorithm allocates them a property. The

process favours investors that submit multiple bids across the portfolio properties listed, particularly

properties receiving lower numbers of bids. Where investors demonstrate that they have been

unsuccessful through the ballot process on a number of occasions and they have submitted a

multiple bids on each occasion, Sales Team management will offer a property to these investors

outside of the ballot process.

Settlement Manaeement- once the investor is committed to proceeding, the property goes from

being on hold to at "Sales Advice". This is when instructions are issued to solicitors. This is issued

with a standard 8 week settlement period. This allows investors time to complete their due

diligence which for example, could include a pest & building inspection and valuations for finance

pu rposes.
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Appendix 2 - Benchmarking Duration

stB and YTD

Pr¡cing is deñned as price requested through lo pr¡ce approved

Pr¡c¡ng is a subset ofthe Preparing for tisting datâ

Prepar¡ng for t¡st¡ng ís deñned as pr¡ce requested through to eual¡ty Checked

Sell¡ngis defi ned âs Qual¡tyChecked lhroughto Sales Advice

Settlement ìs deiñìed âs Sales Âdv¡ce th¡ough to settlement.

SLB (davs) 18 31 18 42 98
Disposals (davs) NA 24 25 47 111
External (davs) NA NA 57 NA NA

Preparing for TOTALSettle me ntSel ling
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Appendix4-SLBSystems

Current systems and their purpose used for SLB are as follows:

o Excel (tracking and planning)

. Runway (listing on the website and CRM)
o HSM (property & maintenance information)
o Homefind (photos & floor plans)

o CLM (lessor information)
o PMS (property information)
o JIRA (property information)
o Workflow - currently used only for Disposals
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Sent:
¡o:
Cc:
Subjectl

Netti , Jason

From: Bechelli, Elvio

Thursday, 3 April 2014 L0:35 AM
Carton, Daniel

Netting, Jason

RE: Sales Team Update

Have discussed with Madeline. Based on  sales results and other ratings, f am ok    

I am not convinced that         
         

on this basis, I only approve that   

Rgds

Elvio

Frorn: Cafton, Daniel
Sentr Tuesday,25 March 2014 4:37 PM

To: Bechelli, Elvio; Netting, Jason
Cc: Law, Emma
Subject: RE: Sales Team Update

EIvio,

See sales consultant ratings,.. the  contractors identified in red are those identified not to be offered a

contract.

Avaílable funding for new contractors,.. $180k left for this year based on estimated retainer 

through to the end ofthe year.

Regards
Dan

Dan Carton I Head of Sales & Portfolio Management
Defence Housing Austra lia
26 BrÍsbane Avenue Barton ACï 2600
Tei: O26270 6039 | Fax: O2 62222269 I Mob:  
daniel.carton@d ha.gov.a u I www,_dha.qov.au

<< File: Sales Consultant Ratlng,xlsx >>

From: Carton, Daniel
Sent: Frlday, 21 March 2014 3:55 PM

To: Bechelli, Elvio; Netting, Jason
Cc: Law, Emma (Emma,Law@dha,gov.au)
Subject: RE: Sales Team Update

Dan

1

Elvio,
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Re: the  consultants that have been identified for non-contract renewal.., I will organise for the consultant
assessment that was done in January (with descriptions for each assessrnent category) to be sent through to you

I will also put the budget position together Monday re; capacity to afford   starting in May.

Thanks
Dan

Dan Carton I Head of Sales & Portfollo Management
Defence Housing Australia
26 Brlsbane Avenue Barton ACT 2600
Tel; 02 62'706039 | Fax: 02 62222269 [ Mob:  
daniel,carton@dha.gov.aU I www.dha.oov,au

From: Bechelfi, Elvio
Sent: Friday, 21 March 2014 2:56 pM
Ta. hlalfin¡ lr¡nnI vr r rvlll ty, JqJva I

Cc: Cafton, Daniel
Subject; RE: SalesTeam Update

Thanks Jason.

I will need to discuss thls with MadelÌne. To do so I need reasons why we are not renewing these contracts,

ln regard to sales staff coming on board I need confirmation that their costs will be withln budget.

Rgds

Elvio

From: Netting, Jason
Sentr Friday, 21 March 2014 1:36 pM

To: Bechelll, Elvio
Cc: Carton, Daniel
Subject: Sales Team Update

Hi Elvio,

Thank you our díscussions yesterday and the clarity you have províder us with.

It is now our understanding that DHA do not wish to quickly change the current sales model. Any material changes
to the sales model would be contingent on the demonstrated sales success of the internal sales team.
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This would not be an added cost, rather a bring forward of payments that would have been paid over the next 3
months,

Kind Regards,

Jason Netting I National Sales Manager
Sales & Portfolio Management I Defence Housing Austrafia
26 Brisbane Avenue Barton ACT 2600
Tel: 02 6270 6072 | Fax: OZ 6222 2269 I Mobile:   
iason.nettlng(ôdha.gov.au I www.dha.gov.au
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Nettinq, Jason

From:
Sent:
To:
Subject:

Carton, Daniel

Thursda¡ L9 December 20L3 3:32 PM

Robinson, Rachelle; Netting, Jason; Law, Emma; Mollo¡ Michael
FW: Draft SLB Review PIan

FYI- nicel

Dan Carton I Head of Sales & Portfollo Managemen!
Defence Houstng Australla
26 Brisbane Avenue Barton ACT 2600
Tel: 02 6270 6Q39 | Fax: 02 62222269 | Mob:  
daniel.carton(ôdha.oov,au I www.dha.qov,au

From: Bechelli, Elvio
Sent: Thursday, 19 December 2013 3:ZB PM
To¡ Ca*on, Dan¡el
Subjectl RE: Draft SLB Review Plan

Dan,

This is a good approach. I have following suggestions:

7. We should also interview Madeline to get any suggestions on improving the process
2. The scope of the review should include assessing the effectiveness of the sales team and optíons for

improvement/alternate models.
3. Review bidding process and assess fairness of algorithm process. Key concern is managing people that are

unsuccessful,
4. Adequacy of reporting systems for effective decision making - what cr¡ticâl info are we missing
5. Efficiency - what processes can we automate/streamline
6. What do we need from other teams to operate more efficiently

Review your tÎmetable to ensure that interview/surveys can be completed within timeframe as key people
may be on leave in January.

Rgds

Elvio

From; Carton, Danief
Sent: Thursday, 19 December 2013 11:06 Att4

To: Bechelli, Elvio
Subject: Draft SLB Review Plan

Elvio,

See below.., some food for thought over the Christmas break.

Happy to discuss and refine as required.

I
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Regards

Dan

Dan Carton I Head of Sales & Portfolio Management
Defence Housing Australia
26 Brlsbâne Avenue Barton ACT 2600
Tel: 02 6270 6039 | Fax: 0262222269 I Mob: 
danlel.carton@dha.gov,au I w.WW.dha.gov.au

Draft SLB Revíew Plan

Proposed Project Manager-Jaime Shields (Portfolio Business Manager-currently on leave)

THE REVIEW TOGISTÍCS

The review will consist of the following:

1 lnterviews to be conducted by Elvio and Ðan with:
o Senior Sales & Portfolio Manage staff including the following

o Emma Law

o MíchaelMolloy
o Jason Netting
o Rachelle Robinson

. Key Senior Managers from across DHA including the folfowing:
o A sampfe of HMC Managers e,g. Bob Haylett (Townsville) and Bryan Slattery (Sydney)

o National HMC Managers - Michae[ Kelly and Kelly Hunter
o DanielJones & Jon Brocklehurst (Finance)

o Brett Jorgensen (Property & Tenancy)

o Michael Griffiths (Lessor Relations)

o John Dietz (PPG)

o Paulina Manenica (Leasing)

o Rob Lafreniere (MCA)

o Shane Nielsen & Mike Hehir (BS&T i.e. lT)

o Natalie Cooper & Sarah Tyrrell (Marketing Communications)

2 Short surveys/questionnaires to the following recipíentsl
r Panel solicitors
r Sales Consultants (lnternal and external)
o Sample of sales coordinators

SUBJECT MATTER

lnterview questions/structure and surveys,/questionnaires will be customised to each interviewee & recípient based

around the followlng topics:
. SLB Product (lease terms, management fees etc)
o Cllent Management
r lnformationManagement
r Reporting
. Property Selectlon & Prlcing
o Ballot
¡ SettlementManagement
o Tenant lmpacts
r ListingAdminlstration

2

PROPOSED TIMING
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. fnterv¡ews and surveys complete by end of January 2014
o Draft report complete by mld-February 2014
o Presented to the EPC in late February 2014.
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Netting, Jason

From;
Sent:
To:
Cc¡

Bechel[i, Elvio

Thursday, 17 April 201411:35 AM
Carton, Daniel
Netting, Jason

RE: Contract ScheduleSubject:

Dan,

Approved in principle      and also debriefing/assessing on how negotiations go with
first two sales contractors.

Rgds

Elvio

From: Carton, Daníel
Sent: Thursday, 17 April 2014 11:22 AM

To: Bechelli, Elvio
Gc: Netting, Jason
Subject: ContracE Schedule

Elvio,

As discussed, please approve the following in principle:

Regards
Dan

Dan Carton I Head of Sales & Portfolio Management
Defence Housing Australla
26 Brlsbane Avenue Barton ACT 2600
Tel: 02 62706039 | Fax: 02 62222269 | Mob: 
daniel.carton@dha.gov.au I www,dha.qov.au

L

CLYY
Typewritten Text
27

CLYY
Typewritten Text
s47F

CJXW
Typewritten Text

CJXW
Typewritten Text

CJXW
Typewritten Text

CJXW
Typewritten Text
47E

CJXW
Typewritten Text
47E

CJXW
Typewritten Text

CJXW
Typewritten Text
s

CJXW
Typewritten Text
(c)

CJXW
Typewritten Text
s

CJXW
Typewritten Text
(c)



Memorandum -â-gR
AU STRATIA
Defence Housing

To: Jon Brocklehurst
Chlef Flnanclal Offlcer

Cc:

From Madeline Derrnatossian
r Chief Operating Officer

Ðate: 21 November 2013

Subject: Additional FTE to support restructur¡ng of the Sales Team

Purpose

To seek approval for fourteen additional FTE to support the restructure of the Sales &
Leaseback (SLB) Sales Tearn.

Background

DHA has a Sales Team consisting of 11 external sates contractors and 4 internal staff.

The current model has created some cultural lssues and some areas of risk for DHA:o Excessive focus on contractor equity and rewards rather than a focus on the
clíent.

o Misuse of client details - exampf es in the past of misuse in pursuit of extra
personal financial reward by the contrac[ors.r Referral risk - both solicited and unsolicited clients referred to brokers or solicitors
with risk of "kick-backs"r Contractors are also working from home (or remotely) therefore a divide has
developed between internal and external stakehofders.

Objectives

The hígh level objectives of this restructure are as follows;

o To develop a "Client First" cuJture in the Sales team. Reduce Costs
o Recruit surplus DHA staff from the consolidaLion of the housing allocatÌon

functions.
o Be prepared and resourced to cover any increases in the SLB revenue target.

PIan Overview

r Converting external contractors lnto lnternal FTE wlll reduce costs and removing
the commission structure to allow the client to become the primary focusI Target the best six contractors to transition lnto DHA employees. Those six would
be known as Relationship Managers (DHA6). There is one exlsting lnternal
Relationship Manager,

. Six Sales Officers (DHA4/5) to support each individual Relationship Manager.r Tv/o Support Officers (DHA3/4) to manage the cold database, all admin tasks, and
the National Sales queue,
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Memorandum

See Attachment I for Current v Proposed Team Structures
See Attachment 4 for SLB Sales Team Proposed Roles

Cost Savings

See Attachment 2 for detailed current costs
See Attachment 3 for detalled proposed costs

fmplementation

-â.9R Defence Housing

a

a

AUSTR AtIA

Recrult a Presenter who would present the seminar program and also provide
suppor[ to the program as Re]atlonship Manager/Sales Officer.
Recrult a Quality Manager who would manage all Sales and Support Officers as
well as implement training program.
Upgrade current lnternal Relationship Manager DHA6 to Senior Relationshlp
Manager EL1 who would manage all the Relatlonshlp Managers,

(t

External TL 2,O73,429

lnternal 4 470,875 18 2,M3,875

Total 15 2,544,304 1B 2,043,875

113,549Cost per person L69,620

Recruit Sales Officers
Recruit Support Officers
Surplus staff from the consolidation of houslng
allocation functions will be priorities of this
Ínternal recruitment drive

I Mid-Feb
2014

2 Mid-March
2014

Recruit Presenter
Recruit Oualitv Manaqer

Mid-lvlarch
2AL4

Upgrade Internal Relatlonshlp Manager
role to Senior Relationship Manager.
Thls role will manage the team of Sales and
Support Officers and be responsible for
traininq.

3

April 2014 Approach the identified contractors to be
retained and offer them a job with DHA as a
Relationship Manager
Notify remalning contractors that their
contracts will not be renewed

4

5 April2Ot4 Sales and Support Offlcers commencê
Traininq beqins

6 May 2OL4 Recrult to flll Relationship Manager
posltions not accepted bv current contractors

30 June
2014

Remaining contracts lapse7



Memorandum
,h-flR Defence Housing

AUSTR A TIA

The Program

The timing of this implementation will ensure disruption to the SLB program and the
achievement of the 20!3/L3 SLB is minimal - the program is ahead of [argãf and market
conditions are relatively strong.

The primary levers Ín drivÌng sates in weaker market conditions have proven to be pricing
an! a strong product marketing program. These, ln concert with well-trained
Relatfonshlp Managers, will ensure a robust safes program across the property cycle,

Clients

Staff

Lead Management

The new Sales Ofticer role will be the first contact with the client. They will ,'qualify', all
new.leads. All prospects and "hot" feads will be allocated to a Relationinip NãÀ"ger with
the balance of leads managed by the Sales & Support officers,
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Memorandum
-rÀ-æi7Ë Defence Housing

AUSTRA L! A

Attachment I Current v Proposed Sales Team Structures

Current Structure

Proposed Structure

Sales Mãnäger

Sales Manager



Memorandurn ^*\...æ Defence Housing
AU STBA LI A
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Memorandum

Attachment 3 SLB Sales Team Proposed Costs

-t^\
æ Defence Housing

AU STRALIA

National Sales Manager ELl 120,000 36,000 15,000 171,000

Snr Relationship Mgr EL1 105,000 31,500 13,125 149,625

Quality Manager ELI 1 00,000 30,000 12,500 142,600

Relatíonshlp Mgr 1 o 90,000 27,000 11,250 128,260

Relationship Mgr 2 o 90,000 27,000 11,250 128,260

Relationship Mgr 3 6 90,000 27,000 11,250 128,26ø

RelationshÍp Mgr 4 6 90,000 27,000 11,250 128,250

Relationship Mgr 5 6 90,000 27,000 11,250 128,250

Relationship Mgr 6 6 90,000 27,000 11,250 128,260

5,250 96,250Sales Officer'RM 1 415 70,000 21,000

4t5 70,000 96,260Sales OffÌcer - RM 2 21,000 5,250

65,000 19,500 89,375Safes Officer - RM 3 415 4,875

19,500 4,875 89,375Sales Officer - RM 4 4t5 65,000

415 19,500 4,875 89,3?5Sales Officer - RM 5 65,000

Sales Ofücer - RM 6 415 65,000 19,500 4,875 89,375

Support Officer 3t4 50,000 15,000 3,750 68,750

50,000 15,000 3,750 68,760Support Officer sl4

6 90,000 27,000 6,750 123,750Presenter



Memorandum

Attachment 4 SLB Sales Team proposed Rotes

Madeline Dermatossian
Chief Operating Officer

Approved / Not approved

Jon Brocklehurst
Chief FÍnancial Officer

âUR Defence Housing
AUSTRA LIA

*Man Cold Database
*Manage National Sales phone Queue
*Funnel rejuvenated cold leads to Relationship Managers

all new leads

warm and hot to Relationshi
:*

+F¡rst nt of contact for all new leads
*Outbound Call 1500-2000 new leads month
*Work in tandem with s

*Most im role in Sales Team
*Convert hot & into settlements

& Malntain Re with all active clients

1800 Clients (1700 & 100*Ma

*Sell 725

in Austral*Based scattered
*"Client first" culture

afl Sales & ort Officers*Ma

+lmplernent Traîning program for Sales & Support Officers
*Works wit
efficiency

h Senior Relationshlp Mgr to ensure speed and

*Ensure data

*Manage all Relationship Managers
*lmplement Training program for Relationship Managers

escalated client
*Decrease off-hold and withdrawl rates
*Decrease lead to settlement
+Present Nâtional Seminar
*Enhance content and
*Source and venues

Client Ta

+Lift attendance and conversion rates



Netti Jason

From:
Sent:
To:
Subject:

Netting, Jason

Monday, L8 November 2013 8:41 AM
Carton, Daniel
Sheets for proposal

Hi Dan,

Attached are the sheets forthe proposal.

I would rather keep the  in, I think it ls lmportant considerlng      

 
l don't think lt should be a blg lssue, consldering the overall benefits,

Kind Regards,

Jason Netting I National Sales Manager
Sales, Marketing and Porlfolio Management Dlvision I Defence Housing Australia
26 Brisbane Avenue Barton ACT 2600
Tel: 02 6270 6072 | Fax: 02 6222 2269 | Mobile:   
iason. netting@dha,gov.au I www.dha,qov.au

,T:-;ì\fi
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Presenter 6 $9o,ooo.oo $27,ooo.oo $11,2s0.00 s 250,00

Title Lvl Salary/Comm Other Costs Standard Bonus Total
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Cost Cost

$2,o72,429.oo $0.00

$zgg,azs,oo $1,g47,soo.oo

$2,373,s04.00 S1,g47,50o,oo

$+z,goo.g6

$525,804.00

Current Proposed

External

lnternal

Total

Saving Per Head

TotalSaving
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Netting, Jason

From:
Sent:
To:
Cc¡

SubJect:

Carton, Daniel

Wednesday, L8 December 2013 3:52 PM

Bechel[i, Elvio

Netting, Jason

RE: Sales Team

Elvio,

Further to the below, I am stÍll compiling some informal benchmarking from a sample of the re agents on our panel

around what they pay their "middle of the bell cuwe" agents... I got some init¡al stuff back but not happy wîth it so I

need to go backto the respondents.

Cheers
Dan

From: Cafton, Daniel
Sent: Wednesday, 1B December 2073 2116 PM

To:'Bechelti, Elvlo'
Cc: 'Netting, Jason'
SubJect: RE: Sales Team

Elvio,

See below - happy to discuss.

Cheers

Dan

Dan Carton I Head of Sales & Portfolio l"lanagement
Defence Housing Australia
26 Brisbane Avenue Barton ACT 2600
Tel: 02 62706039 | Fax: 02 62222269 [ Mob:  
daniel.eerþx@dh!,gov,a! | www,dha.oov.a u

<< OLË Object: Picture (Oevice lndependent Bítmap) >>

<< OLE Object: P¡cture (Device Independent Bitmap) >>

Frorn: Bechelli, Elvio
Sent: Wednesday, 18 December 2013 B:13 AM

To: CaÉon, Daniel
SubJect: Sales Team

Dan,

Could you please provide detalls for each consultant:

1
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L
2,

3,

4,

Commlsslon earned year to date to 30 Nov 2013
Settlements year to date to 30 Nov 2013
Forecast commisslon fullyear to 30 June 2014
Forecast settlements full year to 30 June 2014

Do you have any lnformation on commlssion structure of reat estate agents as a benchmark le they normally
charge between 13% ta 2% (confirml but how much commission would they pay their sales team,

Rgds

Elvío

2



Netting, Jason

Sent:
To;
Cc:

From:

That's fine

Bechelli, Elvio

Thursday, 12 June 2014 9:06 AM
Carton, Daniel

Netting, Jason

RE: Sales Team planningSubjectr

From: Cafton, Daniel
Sent: Thursday, t2 June 2014 B:40 AM
Tol Bechelll, Elvio
Cc: Netting, Jason
Subject: RE: Sales Team planning

Elvio,

As would be replacing a lost internal we will be restoring the current status quo balance,

We are notionally at 4 now (   ) with the below proposing to restore us to 4 (

   

Jason will call you to explain a bit better

Cheers

Dan

From¡ Bechelli, Elvio
Sentr Thursday,12 June 2014 B:18 AM

To; CaÈon, Daniel
SubJectr Re: Sales Team planning

Dan

I woulcl bring on    as rve clo not want to cltauge balance too tnuch yet given 

Where is  wolking fi'otn

rgds
Elvio
Sent fiom rny iPacl

Ott72 Jun 2014, at7:37 am, "Carton, Daniel" <clalriel.cafton@dha. lvlote:

Elvio,

The 6rand PIan in response to the loss of the two internal sales staff;

 position (APS 6) -Jason working on     
      

1
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 positlon (APS 4) - upgracle to same conditions as  role and  role
- suggest to           

 t
Additional external sales agent - 

To pull this off would be an íncredible achievement and create a very powerful experienced and
multi-talented internal sales team.

Jason is also speaking wíth a local recruitment firm to see who is out there that may suít the internal
role,

Let me know your thoughts

Cheers

Dan

Dan Carton I Head of Safes & portfolio Management
Þefence Hous¡ng Australia
26 Brisbane Avenue Barton ACT 2600

bi 

2
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Nettinq, Jason

From:
Sent:
lo:
Subject:

Carton, Daniel
Thursda¡ 14 November 2013 9:30 AM
Netting, Jason
Sales Team Restructure

See below...

Þan Carton I National Manager, Portfollo operatíons & Partnershlps
Sales, Marketing and Portfollo Management I Defence Houslng Australia

26 Brlsbane Avenue Barton ACT 2600
Tel: 02 6270 6039 | Fax O262222269 | Mob: 
daniel.carton@dha.aov.au I www,dha.qov,aq

Purpose

To seek approval to proceed with a restructure of the SLB Sales team.

Background

DHA has an SLB sales team consisting of L1 external sales contractors and 3 ínternal staff

Restructure

INSERT TABLE w Current v Proposed

Cost Savings
With the changes above, we belíeve the saving per Sales person is around $XXX w¡th an est¡mated overall saving of

$xxx.

The aim of the proposed change ls make the process client focused, not distracted by the focus on the back-pocket

of the consultant.
The current remuneration structure us potentially so lucrative that the pursuit of the commission dlstracts from
customer service and conducting busíness transparently.

1

Existing Contractors
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New Sales Team members

With the changes occurring across the business, we believe that these positions could be filled by surplus DHA staff
Many of the surplus staff will be staff with a strong recorcl of customer servîce. This provides the ideal pool of
people to fill these roles,
Speclfic sales training will be provided to staff.

Roll-out

Stage 1 - Recruit targeted external contractors as staff
stage 2 - Terminate contracts of identlfied poor-performÌng consultants
Stage 3 - Recruit internally to fill positions
Stage 4 - Rernaining safes contractors contracts lapse at 30 June

This willensure disruption to the sales program is minimized
It is seen at the optimal tlme to make this restructure while the program is ahead of target and market conditions in
some locations (particularfy Sydney) are strong.

2
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Netting, Jason

trom:
Sent:
lo:

Carton, Daniel

Monday,l-7 February 2014 4:57 PM

Netting, Jason

RE: Changes in Sales StructureSubject:

Well then we have to fight for 3
Ask for 5?

From: Netting, Jason
Sent: Monday, t7 February 20L4 4:56 PM

To: Carton, Daniel
Subject: RE: Changes in Sales Structure

lf its only 2    is one of them

Jason Netting I National Sales Manager
Sales & Portfolio Management I Defence Housing Australia
26 Brisbane Avenue Barton ACT 2600
Tel: 02 6270 6072 | Fax: 02 6222 2269 | Mobile:   
iason. netting@dha.qqv.aq I www.dha.qo.y.aq

From: Caton, Daniel
Sent: Monday, 17 February2074 4:55 PM

To: Netting, Jason
Subject: RE: Changes in Sales Structure

Obviously following my discussion w Elvlo this afternoon the below could be permanently or temporarily on the

back burner,..

Do we realisticalty set our goals at an initial cull of the non-performers and an in principal agreement to reduce and

replace?
I think we should chase an additional 2 internal offset by a reduction ín   

From: Netting, Jason
Sent: Monday, L7 February 20L4 12:45 Pltl
To: Carton, Daniel
Subjectl Changes ln Sales Structure

Dot points more than anything

Hi Everyone,

As you are aware we have recently conducted a review of the Sale & Leaseback program

Out of this review a new Sales team structure will commence as at 01 July 2014.

The current number of external consultants wíll be reduced from ten to fíve or six

L
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There are lots of reasons behind ihis move to a new structure, mostly to ensure DHA's flexibility.

Also out of this there will be major changes to any new contracts and the subsequent commission structure.

The new contract will have a reduced retalner and each settlement will have ä set dollar figure not a % of the sale
price.

lf anyone would like to entertain terminating their contract prior to 30th June can you please contact me personally
so we can see if DHA can offer you anything.
As you are all aware any contract lapsing or terminated does not have settlements paicl out beyond that date.

For any further information, could you please call be so we could specifically talk about you and not in general
terms.

Kind Regards,

Jason Netting I Natíonal Sales Manager
Sales & Portfolio Management I Defence Housing Australia
26 Brisbane Avenue Barton ACT 2600
Tel: 02 6270 6072 I Fax: 0262222269 | Mobile:  
jaso n, netti n gtod ha. gov. au I www, d h a. g gv_. au
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Nettins, Jason

From:
Sent:
To:
Cc:

Subject:

Carton, Daniel

Friday, 2LMa¡ch 2014 3:55 PM

Bechelli, Elvio; Netting, Jason
Law, Emma

RE: Sales Team Update

Elvio,

Re: the  consultants that have been identified for non-contract renewal.., I will organise for the consuitant
assessment that was done in January {with descriptions for each assessment category) to be sent through to you.

I will also put the budget positlon together Monday re: capacíty to afford  starting in May.

Thanks
Dan

Dan Carton I Head of Sales & Portfolio Management
Defence Housing Australia
26 Brisbane Avenue Barton ACf 2600
Tel: 02 62706039 I Fax: 02 62222269 | Mobr 
dônlel,carton@dha,oov,aq I WWw.dha.gov.au

From: Bechelll, Elvio
Sent: Friday, 21 March 2014 2:56 PM
To: Netting, Jason
Cc: Carton, Daniel
Subject: RE: SalesTeam Update

Thanks Jason.

I will need to discuss this with Madeline. To do so I need reasons why we are not renewing these contracts

ln regard to sales staff coming on board I need confirmation that their costs will be within budget.

Rgds

Elvio

From: Netting, Jason
Sent: Friday, 21 March 2014 1:36 PM

To: Bechelli, Elvio
Gcr Cafton, Daníel
Subject: Sales Team Update

I
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Hi Eivio,

Thank you our discussions yesterday and the clarity you have provider us with.

It is now our understanding that DHA do not wish to quickly change the current sales model. Any rnaterial changes
to the sales model would be contingent on the demonstrated sales success of the internal sales team,

                

      

            

                 
 

This would not be an added cost, rather a bring forward of payments that would have been paid over the next 3
months.

Kind Regards,

.Iason Nettlng I Natíonal Sales Manager
Sales & Portfolio Management I Defence Housing Austratia
26 Brisbane Avenue Barton ACT 2600
Tel: 02 6270 6072 | Fax: 02 6222 2269 I Mobite:    

iason,nettinq(ôdha,gov.au. I www,dha,gov.au

2
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Nett Jason

From:
Sent:
To:
Subject:

Hi,

A quick note to let you all know that we have enough sales orders now to deliver the 20Lg/L4 revenue target of
$380m, Thls is very impressíve as we are not only on track to achieve a record level of revenue but we are now on
schedule to coast home.

Thanks to you all for your contribution and hard work. All these achievements are as a result of you and your
cumulative efforts every day and every week,

No rest though @,,. tne target grows again ln zOt4/LSto over S+eOml

We will request that sales advices are submitted with July settlement dates shortly,,, but notÌeÌ.,. keen to build a
buffer to accommodate any off-holds and withdrawaÌs.

Regards

Dan

Dan Carton I Head of Sales & portfolio Management
Defence Housing Australia
26 Brisbane Avenue Barton ACT 2600

b:  

Carton, Daniel
Tuesday, L5 April 2014 10:37 AM
Sales and Portfolio Management
13/1.4 SLB Target Progress
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Netti , Jason

Carton, Daniel
Tuesday, 1. July 20141-0:55 AM
Sales and Portfolio Managemen! Sales Consultanis

Bechelli, ËlvÌo

L3114 Resultsl

I am pleased to announce that for 13/14 Sales & Portfolio Management met all the SLB and Disposals Targets -
revenue and margín. ln fact, we did so very comfortably in the end.

Congratulations on a great yearl Sîncerest thanks for all your hard work on a daily basis.

20L3/14 has been a momentous year for the team:
o First DHA Managed Fund
r Change Executive Management with the arrivalof new COO Madeline Dermatossian and new GM Elvio

Bechelli
o The SLB Review - more come on this at the workshop
o Êxpanded team with the addition of the Sales Teâm
o Trevor & Carfa's great ongoing and rapidly growing work in the Sales Development & Partnerships space

o lntroduction of a mid-lease referral seruice
o Establishment of new legal panels

o Establishment of new Disposals and Mid-Lease Sales panel

Another year begins, a bîgger target, new initiatives, new staff... much fun awaits!

Keep up the great workl

Cheers
Dan

Dan Carton I Head of Sales & PortFolio Management
Defence Housing Austraf ia

26 Br¡sbane Avenue Barton ACT 2600
Tel: 02 6270 6039 | Faxr 02 62222269 J Mob:   
danlel.car.tol@dha,gov. au I www.d ha--ggv. au.

Hi,

L
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Nettinq, Jason

From:
Sent:
lo:
Subject:

Netting, Jason

Monday, L7 March 201-4 3:42 PM
Sales Consultants
Lessors moved to myself

Hi Everyone,

Just so you are now aware, these below lessors are now allocated to me (sorry  you were hit hardest)

These are lessors who own 6 or more properties who are now going to be managed internally.

There will be more to follow once allof the data is combined correctly.

lf you have any questions, just give me a call.

Jason Netting I National Sales Manager
Sales & Portfolio Management I Defence Housing Australia
26 Brisbane Avenue Barton ACT 2600
Tel: 02 6270 6072 | Fax: OZ 6222 2269 | Mobile:   
jeson.netting@d.ha,gov.au I www.dha.gov.au

1
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Netting, Jason

From:
Sent:
to:
Subject:

Netting, Jason

Friday, 6 September 2073 70:26 AM
Sales Consultants Only

Qualifying of Leads

Importance: High

Good Mornlng All,

With changes to the website happening in the near future, I would just lÍke to remind you about the qualifying ot
Leads.

Contact is to be made within 48 hours, íf a phone number ís present then that client is to be called, No exceptions.

I will be taking the stance that if it isn't in Runway- it dldn't happen.

I don't want anyone to be moved off unqualified if actual contact has not been made.. They can only be moved off
unqualÍfied if;

1. Call answered with notes added corresponding to that call (at thís point preferences should be added)

2. Call returned with notes added corresponding to that calt {at this point preferences should be added)

3. Email returned with notes correspondíng to that email (this does not include a "response")

The failing of thÍs will result in leads being taken off the offending consultant and given to a consultant who will
action them.

It has taken a fot of effort in the background to ensure we could get more phone numbers, now we need to prove its

worth.

Please note, this refers to internalsales consultants as well as externalsales consultants.

lfanyone has any questions, more than happy to have a chat.

Kind Regards,

Jason Netting I National sales Manager
Sales, Marketlng and Portfolio Management I Defence Housing Australia

26 Brlsbane Avenue Barton AcT 2600
Tel: 02 6270 6072 | Fax: 02 6222 2269 | Mobr  
i ason,neÈtinq@d ha,oov.au I wu,,rv,¡ nvest,dhg,gov.au-

1
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Netting, Jason

From:
Sent:
To:
Subjectl

Thanks

As discussed, please allocate clients with a 1,2 and 3 score to frozen and lets work on a customised campaign for
them desígned to illicit a response,.. maybe 3 monthly

What will the strategy be for the remaining colds?

Cheers

Dan

From: Netting, Jason
Sentr Monday, 17 February 2014 ZßZpvl
To: Cafton, Danlel
Subject: MailChimp Mark Ii

Hi Dan,

We have this too, its only new

Kind Regards,

Jason Netting I National Sales Manager
Sales & Portfolio Management I Defence Houslng Australla
26 Brisbane Avenue Barton ACT 2600
Tel: 02 6270 6072 | Fax: 0Z 6222 2269 | Mobile;   
jason.netting@dha.gov.au I www,dha,gov,au

<< File: Campaign Stats 17-O2,2014.x1s >>

Carton, Danief

Monday, 1.7 February 2Q14 4:52 pM

Netting, Jason
RE: MailChimp Mark II

1
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Netti Jason

From:
Sent:
To:

Netting, Jason

Thursday, 5 December 2013 3:43 PM

    

     

   

Removal of Colds
Cc:

SubJect:

Importance:

Good Afternoon Everyone,

To allow you to spend more time on unqualified/warm/hot/prospect clients, effective immediately all "colds" will

now be managed internally,
This change has come about as we recognise the time constraints you are all under in managing such large

databases,

This means that external consultants and Sarah will no longer at any point have "colds" in their allotted DHA

database:

ff an unqualifíed has not provided email proof of preferences after a reasonabf e time frame (no longer than

2 weeks)they must be moved from unqualîfied to told" and re-allocated to internalsales.

lf by way of internal communication a "cold" who progresses through the funnel to "warm" or "hot" (has

providecl preferences and or financlal pre-approval), they will automatically be returned to the consultant

they originated with.
"Warrn" clients who have not the met the "warm" criteria with preferences on file by the 19th December will
be automatically moved to "cold" and re-alfocated to internalsales.

lf for any specific reason you need a client re-allocated back to you, please contact me directly.

Kind Regards,

Jason Netting I National Sales Manager
Sales & Portfolio Management I Defence Housing Australia
26 Brlsbane Avenue Barton ACT 2600
Tel: 02 6270 6072 | Fax: 02 6222 2269 | Mobiler  
jason.netting(ôdha.gov.au I www.dha.ggv,au

Hish

a

a

I
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Nettinq, Jason

From:
Sent¡
to:
Cc¡

Subject:

Netting, Jason

Wednesday, 5 February 20L412:14 pM

Bechelli, EIvio

Carton, Ðaniel
Change to National Lead Allocation Model

Hi Elvio,

Below is a quick outline of analysis ln respect to the change in the allocation model.
Considerations were taken on board ln respect to how this would impact the buslness prior to implementation.

Strengths
o Wíll give DHA the ability to performance measure consultants based on even playing field of leads.
¡ Will give DHA the ability to Workforce and Abilíty plan based on the results over a specific time frame,
c Promotes a great culture within the internal team ín respect to acceptance as well confidence in their own

ability.
o Will become cost effect for DHA as internal consultants start to piek rrp properties,
r 11 consuftants out of the 13 âre extremely happy with the new model, this will promote positive all round

culture,

Weakness
c A possible small percentage of clients will only want to deal with clients ln their own state. (We have yet to

service a complaint in respect to this)
lncreases work load of internal team.a

Opportuníty
e Each individual consultant will get greater exposure to dealing with clients outside of theÍr own state.c Gives consultants based ín underperforming lead generation states to shine under the new model.
o Gives consultants based in better performing lead generation states to prove that are still good no matter

the lead allocation model,
. Up skills the internalteam.

Threat
Two consultants out of 13 are marginally unhappy wíth the new model (these are the agents that currently
receive leads from the premium states), they may not portray this Ìn a positive light.
Possible further discontent from an external consultant point of view as internals start to pick up more
properties.

General Comments
o The exlsting model has already proven that the new National Lead Allocation model will work, as 

    

      Not once has a client raised concerns about the
consultants localíty they are dealing with.

I Any client wishing to deal w¡th someone localwill automatlcalty be transferred to that local consultant even
under the new model.

Kind Regards,

Jason Netting I National Sales Manager
Sales & Portfolio Management J Defence Housing Australia
26 Brisbane Avenue Barton ACT 2600
Tel: 02 6270 6072 | Fax: OZ 6222 2269 | MobÍle:  

I
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SLB læad Marragenrent Policy - DIIA Sales and Marketirrg - DIIA In... https://intranet.clha.gov.arr/displayiDHASMK/SlB+Læad+Managerff

@DHA
DeËnce Housíng Âttstmtia

ÐllA sales et4MêÍteling ¡f Sales. hlarketino s0! Polfol¡o þlanagement

,/ Prodgçl Llarketino

SLB Lead Management Policy Elp¡ nao"o by Dal€v. Aex last edited by þgiag,¡sÊon on Jun 30, 2014 08:56

OveMew

The pollqf relâtJng to thê managemenl of Defence Houslng AJstral¡a's (Dll¡fs) dalabese of leads (contacls) r'/ho hâvê reglstered Inl,erest ln lhe Sale ånd Leâseback (SLB)

progranl-

The pol¡sy has been dêveloped lo:

. ¡nvlenrcnl a sáles funnêl 6pproach to lead nEnagêfìent,

. lff4l€rrPnt consislent qual¡lk€llon of le¿ds {corìlacts},

. inFrove customer ôeMce,

. eliminate r'/asted enêr0y tn lh ê sales cycle, and

. reinforce selling behavÍours €nd activilies thât move sâles fo^lard,

ThÊ pol¡cy appties to ænlracted sâles consultants aod slafF employed by Dl-l,Ato dkeçlty nìanage leåds (conlacls) and/or those lnvolved fn the markeÜng and operâllon¿l

¡'rianag€meôl of tle StB program.

Lead Management (SOP)

Tho Lead Hanagemént SOP describes the process lnvotved managíng a fead usíng DHA'S Custorer Relalionship I'lânagement system (CRl'l) - Rum'¡ây.

Cl¡ck here [o vtety the Lead l\,lanagernent SOP,

Related Documenls

Click here to víer.J tìe Product Policy ând lnfomralion and SLB OPeratÌon Policy and SOPS,

DFn SLB pfoperües aro sold trilh a lease €greefiÌent ln placg. You should be fanúliar t'/ith the follôwÌng:

. OHA L€âse Agrcêmen! - t-ease fer¿'ls tvtth DHA Property Câre - EdlUon 68-- lllarketing Velsfo/t (verslon supplìed t'Jhen negoÜâling SLB leases),

and

. DHA Lease AgÍèemènl - Leôs€ IoÍÌrs rvl¡h DHA Propeily Care - Êdillon 69 - Legal Vors/o¡, (Dl-lAsolìcitor use onty lor SLB lease$)'

fârn¡llårisè yoürself Mth thenr

Alfocation of DHA Gontacts

Funnel Managem€nt

DllA appl¡ðs a fuônel approach lo the má0âgerflent of leadst lhat is, côôlåcls ârê grouped Þased on slnllåritles ln behaviour and ûelr slage in lhe sales cycle.

Alocat¡on ot contacts tâkes lnlo consideråt¡on factors lncludlng, but nol llnfted to:

' hot'/ tley Ì/ere sourc€d/generated,

. lhe slatus€ppl¡êd follo$dng qual¡fìcation, aôd

. lhe typeaPPl¡ed folloldng quâlincåüo¡1.

Alocal¡on ìs d€temjôed by thô Nallonal Sales Mênager. triÌh a vler., to mzjdn{se energy of lhe sal€s leam to the "polnty'end of lhe funnel; thâl is, côñtâcls $ho have

lndìcaled Intefêsl to purchasô tvithin a 'l 2 nþnth tlmô frárìe and ere maneged by salos consultants and íntêmal s€les. Ths remainÎng group ôf contâcts ls managed by lhê

lnlemal sales and nErkeljng leem.

New côntacts

Ne\,/conlactsâreêllocåtedforlnlùalquâliñcåtlonbasedonaNaüonalloundroblnbasis(referloTablè'1) TheNalíonal Salesl,lanagêrdêteminestheallftionof neì'r

contacts.

Exdmple

No ÍEtter vrhere a contact ís lûcâtêd, lhey vrill be allocaled lo lhe sales leam menùer \vho is neld ln line vla lhe rouod robÌn model. Once lhô round robfn has run full cyclô,

thls proce$s lyitl be fepealed conl¡nüalV âs lðads srê reglsteled.

Eicepl¡ons lo conlact aìlocation, butalé nol linÉted to;

. selfgenêrated¡eads,

. reterfal from odsling contaclô,

. reguesl by confacls (o be allocáled lo a sp€cifc aalês consullanl, and

. NâUonal Salesl,lanagerdeLerÍilnatÌonto€lloËtec¡ntaclsloaspec¡ficænsültantorlntemal 5ålBs.

DHA Lessors

V\ihefêvêr possible, DHA lessols sto alloc¿ted lo he rales consullant/ìnte¡ñal sates lhat tacililated lhelr purchase. Exceptiôns [o lh]s lndude, but are nôl lifüled to:

Home About DtlA Stalf Documenlatlon Administrat¡on Tasks TopÎcs Tools Brov.sè Vlew Edit Nêw
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. r.Jherê a chango of ôales consullanl ls aêquesled by lh6 lessor

. lf lhe sa'es consollanl ls no longer contracled by Dl{A âôd/or

. reallocation al the discr€tÌon of thê Nafotal Sales Llanager

No tiûle ljnit l$ applied to thls ruljng; ho!./ever pefsónal conlâct ûrust be deÍìonslrated at regolar intervals thlough noies ln Run|ay,

S€les Team. Tlìe lotemal Salês Team tvill bo able l,o confirm ¡f a L€ssor h¿s a arrê01.lease to ensure that thêy c€n rÞíntaîn Lossór slåtus.

Cüíenl Lessors do nol require ûnáncrâl pre approval to be lncluded rvithÍn lhe bâllot.

-Ih€re 
ste threo types ofox'slÌog lessors - Lêssor, Mp Lessor & pfat¡num L€s5or,

lessor - Vvould o?n l-2 DHAproperues - VìP Lessôr = \4brjld or,ñ ]5 DHA prope(lê$, Platìnum Legsor = \¡úould oÄ.n 6+ DHAprop€rt¡es

lncJude but ls not lidled to sales consullants and ínl€mâl sâl€s.

Solf Generat€d Leads

There are defined as cóntâcts lhât have beeî generaled pu¡sly by lhe indMdoål âctjons ol thê salos consullan! or staflû¡ember, not marketing acfvity paid for by Dl-lA oa
feferrâl from a contacl, supptier or olher thkd párty.

Adding a Nevr Conlact Record

Al Polenlial Inveslors v/ho enquire €boul Dl-tA's sLB program mjsl have theirdolails added âs â conlâct récord ln Runr/€y, Aloc€t¡on ând quatmcâûon c¿nnot occur until a
baslc cortact recold has been cleâted,

Status of Unquaìlßed \víll aolomåtically be âpplied.

F â ñÁ.êÂñ .Àdló¡¡ô ñU¿ hr, -ñr, âlh^' ^

role ln Runr'/ay . lhe Status r?íll detaull lo Unquâlllled \,.hen a nerÍ conlacl record ¡s crealed.

Nole; datã you seêrch fof ls populated ¡n Runtgây e)€clly âs enlered; thêrê is currénlty no aulo fornìattlßg. plesse ensure dala ls enlered or cofiected lo be ln TiÍe cese
ì'¿tìerever possibfe- Caps may be us€d for Cityisuburb lnforfilat¡on.

Runì'Jây r€quÌ¡es ,¡tåndetory tnlorñauon that rnist be souræd ffom the conlact to establish a våì¡d recôrd,

a. Contact Inlomtatlon (in Ptlntery Detalls)

Þ. Sou/cê delatls (aþova Co/]ilblned Protile)

This intoßnäliôn ls used by the rnarketing team lo nÉâsure the âfectiven6ss ofmed¡a and other cha0nels, Accllfâlê dåta enlry ì.¡ll assist to €ñsure ßârkeung spend
gênerates the bæt qual¡ly leads \rhich reflecl ho/'v ths conlact heard aboul. Dl-LA's propêrtylnvestnênt progranl

enrâ¡|, lt is typically sent lo all contacts !/ith a val¡d eÍfláil address, sô ân 'all ot nolhlng'approach must be âppl¡ed.

Qualification of DHA Contacts

DHA has adopled a funnêl 6pProach to leads nÌanagenìent, rrhereby cô¡rlâcls are grouped þased on síftilarlUos ln behâviöúr €nd thelr stago in lhe sales cycle. Thls ls
achieved through lhe appli€úon of a Stalus and Type to each con(âct upon quâlifcal¡on.

The lead îs then allGled to â sâles c,onsultanl or intemal sales follôryíog lhê rórr[d fobln model or P¡oduct l¡arketiÕg Mnfn Lo ênsure effclenôy ln lhe saleg cycle. The
alloc¿lion Òfleads is älv/åys at the d¡scret¡on oilhe NaUonâl Sstes Manaoer

Qualiffltrg by Status

A descdption of each posslble Status thal can bë applied to â DHAcontâc¡ ls outÌined befor,¿ A no(e nit¡ automåüælly be added ln Runr,ray rvhen a contactj Slatos ls
chânged

ÊvenlRoglstration: Ailoêâtiort Sares Consultana (presenaei

. Conlactregîslered toåttend a OHAhosled evçnl

. A,ñocatedtopresenl¡6gsalesconsultentunless€nossl.ingcontac(recorde>jsts

. Recelvê evenl conlimation upùì fêgístering (system geneÉled)

. R€cêive enEil mnnìünlcåtion from product mârkélir¡g if opted ln

. Rêcêivè collâtêrâl ât Dl l.Ahosted event

. Lead lo progr€ss lhroughfunnel l¡rough re-qual¡fcâlion posl evgnt

. Reporting esläbl¡shed (ó monilotre-qualillcatîon ìyithln h,/oÌJeeks.

Unqual¡liod: Aìlocalion rírêfrtål Sares/Sâlos Consullant

. Ner,/ cónlact gefi€lâted from ftlârketing act¡\4ly (i.e, \yebsítefnbound æll)

. Aloc€ted lo sales consullsntfnternal salos

. Reæive aclno\.dedgernen( of feglsttation or tTelcôrflê enrall upon reglsterfng

. Contâct must be madê wlthln ¡10 hours lo quälify;

. lF a phone number ¡s provided, thåt cJÍenl nilst bo calfed tvlthln 24 hours

. To be rnoved lo cold and te-allo€têd lo lntemal sales ¡l no preferences have been recêived sftet 2 teeeks

. l.lay only bo nìoved (o r./arm if preferences have been noled
r fi|ayonlybsnÐved(ohotifpfefetences.RnancÉpre-approvaland¿ddrêsshâsbeennoted
. l lay l€c€ive ¡nfomtätion pack post qual¡ficátion
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Unqualfnod: Allocation rrrtelrtâ, Sares/Sa/os Cons u laana

. ConlâcL lo progress thro{gh funnol follot'/ing fe-qo€lifcatíon

. Reporting establlshêd to nìonÎtor r€-qu€tificåtion (ìveekly bâsls)

. Conlacls lhat rematn unquaf¡fi€d for nþfê thon 2 days ìì,Íll be re alfocal€d at lhe disclêlion on lhe National Salos l'|anager.

Lêssóf: árlo¿âlton: Inaetnat Salos (Type = lessor,
Sares Consurfdr¡l (fype = Lossor)

. Contäct ls a Lessor

. Purciaslng llmo framo may be uoknovrn

. Allocåted to lnþmal sales or sales con6ultant

. Rece¡va enìá¡l corttnunlcrüon frominternal salgsand sâles cônsullanls

. Lead l¡kely to progress lhtough funnel as a resull oF orvn acÜon

. Salôs c,onsultanl lo persoftally conlâct every 6 months.

HoL A¡¡ocaIIon! rnfer¿â, sa/es/satøs Consuitant

. Gontact is ínlending lo buy wlthtn 3 monlhÊ

. l¡lust have flnance pro.approval on file

. þJfmled lo salÊs consultanl orÎntenal sâles

. EÍphaslsonöalescônsullanl/¡nlernalsÉl6sínle¡aclion(i,e.caflôandenìails)lorratctdemand\ritlsupply

. Reæfue errìâll cafipalgns from producl nErkelino íf opted ln

. Recoivê ema¡l êoûünúnlcâüofl or regular contâct ff ofl sales consül tântlnlernal sales

. contact to progress through funnel rrhen dernand and supply are nìatch€d

. Repod¡ng eslablished (o flEnâge re-qualincåüon (monlhv Þasls).

. Arrnimumpersonalconlactfeqúlrement,atleasllporsoÍ¡älconlâctrequ¡redovery2r'¡eeksincludinglphonêcållêverymonlh.
r All lequîred runwäy flêlds need to bo €ompleted

Êo tt ls vilal that infomat¡on is caplur€d cofiêctly-

Bidding: Âllocaúío n: lnlernal saras/Salos Consultãnl

. contâcl instructed sales Rop to allempt to Plâca a proporty {or propellos) on hold

. Flnanco pr€.approval ls on lìle

. AllMtêd lo sâles ænsullanl or lnternal sales

. Enphâslsonsâlesc4nsullant¡nternalsaleslnteracüon(l.e.c.állsandênrails)tonÉtchdeßlår¡dl'¿thsupply

. conlacl to progress throuqh funnel $Jhên pf ôpêrty ¡ s sec.ured

. Conlacltofnrnedlatelypro!ressback{hroughthefunnel¡fpropertyisnolsecured(l.e-re-qual¡fiedvihaSla(usofHotorWarm)

. Reporting eslabli6hed to nìanage æ-qualific¿Uon (\'/eekv basís)'

. Pleâsenotê-BldssultmlftodatanyllmeonblddlngcllenlEvrlll þoremovotlilincontplete

Al contacls !¿ho lnslruct you to plaæ a propedy 'on hóld' lor them (1.e. elther process oulllned above) should have a Slatus ol Blddlng and should bê nônìinated fn lhê

r,,/eekly bld p/oc4ss. This ls needed lor repórt¡ng purposes. Th!6 lunctloilal¡|y ¡s automa|ic vhen Propeily B[ús and a PtoPerly is selècaed'

Contacts that are succ€ssful ln secxrino a pfoperty arc lhen r+qual¡fed lo hôve a Slatus of Purchaslng. All other conlacts should Úlen be reguâlified (1.e. to a Stalus ol Hot

lf ¡,r¡shíng (o buy r,,ithín 3 months or warm if not fooklng to buy for 3 to l2 months)-

Opt Out: Arrocafion Phl Adn ln ft r¡l€ss a Lessor ol SO Lsadj

e Conlôôt hâ3 requesled to Opt Out ol colfrTrtnlc€tlo0 from DHA

. Conlact ls non.responslv€ 0irnalintl lo be set)

. Rêporl¡ng establlshed lo Í€nage arcìiviog (t¡me lin¡t to be sel)

Coldt Allocallont lnlønal Sales ot PM Adil¡n (Type = Load ot SG Lead)

. Contact ls not lo(erdjng lo buy ln l2 months

. .Allocä[ed to intemal sâleg or Productluarketing ,qdmín

. Upon fuiher qualmcáüon, côld leads \'rÍll be ellffited back lo a sales consullant

(noto: lhey rviln need to be al a stalus of lvarm end corìÜnuo to nþet lhe cr¡lerìâ fór s rYarm lead).

Unlesg qual¡llcäl¡on has been progresslng via inlemal Ëales.

. RecÆive enEil câfipâlgns ûom Product Marketlng lf opled in

. Rêcöfue 6nM¡l conrrrunicat¡oî fronl inlemaf sâles

. Contacl to pfogrêss lhrough funnel as a result of lntemal sales of ol'Jn aclíon

Wa,ñt Al I o c allon: lnlernat Salesr$ales Consullalt

. Conlact ls lnlendtng to buy wlthÎn I 2 !¡tonlhs

. llust have pfsferencgs noted

. Llay have fnance pte.approval on filô

. ê¡loc¿ted to sales consultârltor lñternal sales

. Ëûphaslsonsâlesconsultant/lnlernal$alêsÍnlèr¿clion(l.e.calls,seÍfnars,F2FrFetings)toÍlatôhdeûìândlvilhfuturesupply

. Rec€ive emáil cåtrpalgns lror'n product markotlr¡g tf opled ln

. Receivê enþil comÍxjnicatjon ot fegula¡ conlâôt ftom sales consullanl,/¡nternal sâles

r Contaclloprogressthrouqhfunnôlssaresultolsalesconsuftant/inlemal$åleslnteracl¡onoror'fiactlon
. Reporling estsblished lo mênage fe-qual¡fcatlon.

¡ Anfnirw¡mpersonalcontactlêquken'ìent;atleaslonepersonålconldctfeq!¡redoverytvronÞnlhs,includingonephonecâllêvery6monlhs
. All requlred runwây fiolds nsod lo bè completed-
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Opt Out: r4¡rocafron ptrl Admln fürress a Lesso. or SG LoadJ

r lfTypeolLessor,VlPLessororplalinumLsssorcoofac(recordisahvaysfilslnlâÌned
. It Typo olher than L€sror, Vlp Lossor or plailnum Lgsso¡ tñe conlact rewd fmy be årchlved (liÍìe llffft to be set),

Oua[ry¡rq by Type

A dessiplion ofeaci poss¡ble Type that c€n be applied to â oHA conlacl Is oull¡ned belor?. A nole r,/ill autoßnucaÌly be added in Runtyay r.Jhen a contact,s Type ls changed

Leaü Alloca,íon InleÍnèt Sales/$a/es Consullan! or Fßl Ad¡ntn
. Contact reglstered lnleresl ln thô SLB program as a r6sull of Ol-tA marketing activily
. TherôlsnoeüdencôtosuggêôilhâtthoconlacthasbouqhlapropervfromDHA(ie, lsnotaDltAfessor)
e The conlactls no(a Supplio¡.

Lossor: Afrodorton lnaernal Satos/Sar€s Consufta nt or pM Admtn
. Conlact fegistered interest ín lhe SLB program as a resull of Dl1A mârkel¡îg åctívity

' ElidencesupPortsthstthecontâclhssboughlandc{rrentlystillovnsl-2propedleslromDl.lA(lo. lsaDHAlossor)
. The conl6ct ls not a Suppller,

VIP Lôssor: A|Iocafion Intênal Sares/Sares Consultant or phl Adn tn
. Conlacl reg¡stêled interest ln lie SLB plogräm as a result ot DFIA ÍÌärftel¡ng ac{ivity

' EvlTence supporls thâl lhe conlact has boughl and corrently slill oì'ms 3.5 properl¡es lrom Dl-l,A (¡.e. is a DH.A lessor)
. Thê c¿ôtact ¡s nôl a Supplier.

Plallnum Lossor: Altocaaîon Nailonat Saløs Manager

.'cànLa"r"siriu,"i inrr*rrin r'¡'" éi" prosrå,,,", à r'ruìr oióH¡,**"ung *tiliv
' EvjdêncesupportslhâtlhecÔnlaclhâsboughtaôdcürrentlysüllolvns6orflotepfopedtesfromDHA(le.lsâDl-lAlesso0
; The cotii¿ciis noie $uppíier.

RËÁgenli A,Ioëalíon rÍlertêl Sê¡ês./Sa/ês Corsurfánf

' Conláct reglsl,erêd inlerêst ln the SLB prograrn or ls kncr,m to lhê sales consoll€nt or lntetnal sales
. Contactls a real oslato agent
. Contacl has a Status of Süppllsr-

Flnanco: állocafron Intona! SaIos/Sares Consultant

. conlaclreglsteredinterestinthÊsLBprogramorisknô'mlolhesalesænsilltantorinlemalsales

. Contact ls a Êþrtgago þroker or works for a l¡nancial ¡nst¡tution

. Conlact häs a Status of Supplier.

Lagali Allocatlon Sares Cons.rr¡an ll!ntornal Satos

. conlaclregîsleredinlerestinthesLBprogranrorlskno\.rnlolhe€alesænsultántorinlernålsâles

. Contacl Ìs a coûveyâflce¡. oI solicilûf

. Contâcthás â Stalus oF Suppliet,

VaÍtrer: AIloca t¡oD rnlerrrâÍ Sr/es,/Sales Consu¡lant

. Contacl reolstered hterest ln the SLB

. Contact ls å properly vatuet

. Çonlâct has aStqtus of Supplíor.

pJogram or ls knorm to thg sales consullanl ot ¡nteanal sal€s oficer

Recording lnteractions wilh DHA Contacts

Recording a Note

recorded sutonËüc€lly, you musl ananusfly reærd a note for åny othêr ln-/out boúnd æmnilnlc€tion.

Noto Typss

l/lhen record¡ôg a note yôu nÈst sêlect lhè typê of conÍunic€lion thât ls belng recôrded ln lh6 note.

The folloa'/Íng lablê defines the nole types and provides addil¡onal ínformat¡on ¿bout hol', to côrf€clly lecord lhs note,

Note Types CONTINUED...

I

SG Leed: AllocâliÒn rrtêtns, SÉres/Sâres Coûsürúánt

. Conl€cl regislered hterest lo the SLB program vla a sales

. Thêrè le 1ô evidence lo srrpport thât lhe c¿nlêcl lêäses or

. The conlactls Íot aSuppller.

ønsullant or lnternsl ssles (¡.e. nol. thro{gh pald mârkel¡ng activity)

h¿3 leâsêd I property to Dl lA(1.e. ts not a Ol-tA lessor)
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llail Out

OescrÌptiön

Aletler or pack posted lo tho contacl, Record l¡e date and tlme lhe ¡tem$ras €ent to lhe conlact. Record a suftn¿ry oflhe conlents oflhe plôcó ln thê

subject and body oflhe note.

Remínder You cán set renúnders lor your€ell and for olher Runvray users. The reÍúnders r,rill be sel for lhe petson ln lhe AJthor field.

The due dale for the renindsr ís the dale and Ume oF tìo note,Rofor lo A ddr[g a Romlndot for add¡l.ional lnforfialion,

tnbound

Call

Fax

An fnbound cãll lrom a conþcl,

Àl lnbound or ouìbound fácslr¡Íê trânsâclion.

Record¡ng Ff nance Pre-apgoval

Dl-lA requires rvdll.en l¡nance pre-approval be provîded belore alterpls can be mde (o secùre a properly. Tho only e)(cÆplion to thls ls vihete lho contact hes a Type of

Léssôr, VIP Lessor or Plal¡num Lessor. lt ¡s assur¡æd that DllAlessors heve the nec€ssary nËans to repurcl¡aso.

F,nance pte.epptovål mu$! be tecorded for @ntacts vilh a Slâtús of Hol, BiddÌng or Purchaslng. Flnance pre-âpproval ñlay Þe recorded for contacls t',/ith a Status of

Warn. The only erceplioô to thÌs ls lJhêrè the contâct has a Type of Lessor, VIP Lessot of Plâlinum Le$so¡,

Sendirg ân EfiElf

Runray lndudes a range of emall templatos thst you en send lo your contacts. These tenPlates are rnanaged þy the Nat¡onãl Sales Llanager. Erìsll the Nallona¡ Sales

lhe requ¡red format, dôtails änd disclalmers ln relallon to lhg relovant toplc.

Providing a Property Add.ess

\4hen pr.ovtding a physlc¿l âddrêss lô ä cllent for a properly ló lh6 prê-rêlê€se, €n lntereclion nèêds tô bê cfêâled ln runr,Jay to êhoÄr lhat lhe addroos has been provided,

lhe Nâllonal Saleg I'lanager.

Reporting

Côûtâcl fêporthg can be provided by lhe NaUonal Sales lilanager upo0 request. Al buÌk ernaÎls are senl {tiliãng a L{ã¡lchinp âad reportng regaldÌng lho activíty on

c€npâlons. lf you yJould l¡ke a report on lhe €clMty on a particular cáûpËlgn lhls c€n be fequested by providing lhe nêîre of the cânpaign tôd the dâle ând lisÉ ¡t r,?as senl.

^t(<o))l

Lfte Be úre frsl to lì¡(e lhis No labels

¡daplavÍsl Theme Builder Po|ered by Allasslan Confluence, the Ent€rpr¡se VVlkl I Ne€d help?
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Netting, Jason

From:
Sent:
To:
Subject:

Netting, Jason

Thursday, L9 December 2Ot3 3:33 PM

Carton, Daniel

RE: Draft SLB Review Plan

2 & 3 Disappear when we get what we what

Jason Netting I National Sales Manager
Sales & Portfolio Management I Defence Housing Australia
26 Brisbane Avenue Barton ACT 2600
Tel: 02 6270 6072 | Fax: 02 6222 2269 | Mobile: 
iason,netting@dha.gov,au I www.dha.gov.au

From: CaÊon, Daniel
Sent: Thursday, 19 December 2013 3:32 PM

To: Robinson, Rachelle; Netting, Jason; Law, Emma; Molloy, Michael
Subject: FW: Draft SLB Revíew Plan

FYI - nice!

Dan Carton I Head of Sales & Portfolio Management
Defence Housîng Australia
26 Brisbane Avenue BaÈon ACT 2600
Tel: 02 6270 6039 [ Fax: 02 62222269 | Mob:  
daniel.carton@dha,oov,au I www.dha.qov'au

From: BechellÍ, Elvio
Sent: Thursday, 19 December 2013 3:28 PM

To: Cafton, Daniel
Subjec* RE: Draft SLB Review Plan

Dan,

This is a good approach. I have following suggestions:

i.. We should also interview Madeline to get any suggestlons on improving the process

2. The scope of the review should include assessing the effectiveness of the sales team and options for
improvement/alternate models.

3. Review bídding process and assess fairness of algorithm process, Key concern is managing people that are

unsuccessful,
4. Adequacy of reporting systems for effective decision making - what critical info are we missing

5. Efficiency - what processes can we automate/streamline
6. What do we need from other teams to operate rnore efficíently

Review your timetable to ensure that interview/surveys can be completed withln t¡meframe as key people

may be on leave in January.

Rgds
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Elvio

From: Carton, Daniel
Sent: Thursday, 19 December 2013 11:06 AM
To: Bechelll, Elvio
Subject: Draft SLB Review Plan

Elvio,

See below... some food for thought over the Christmas break,

Happy to discuss and refine as requîred.

Regards

Dan

Dan Carton I Head of Sales & portfotio Management
Defence Housing Australia
26 Brisbane Avenue Barton ACT 2600

|,

Draft SIB Review Plan

Proposed Project Manager - iaime Shields (Portfolio Business Manager - currently on leave)

THE REVIEW I.OGISTICS

The review will consist of the following:

l. lnterviews to be conducted by Elvio and Dan with:
¡ Senior Sales & Portfolio Manage staff including the following

o Emma Law

o MichaelMolloy
o Jason Netting
o Rachelle Robinson

. Key Senior Managers from across DHA including the following;
o A sample of HMC Managers e.g. Bob Haylett (Townsville) ancl Bryan Slattery (Syclney)
o Natlonal HMC Managers - Michael Kelly and Kelly Hunter
o Daniel Jones & Jon Brocklehurst (Finance)
o Brett Jorgensen (Property & Tenancy)
o MichaelGriffiths (LessorRelations)
o John Dietz (PPG)

o Paulina Manenica (Leasing)

o Rob Lafreniere (MCA)

o Shane Nielsen & Mike Hehir (BS&T ¡.e. tT)
o Natalie Cooper & Sarah Tyrrell (Marketing Communications)

2 Short surveys/questionnaires to the following recipients:
r Panel solicitors
o Sales Consultants (internal and external)
c Sample of sales coordinators

2

SUBJECT MATTER
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lnterview questions/structure and surveys/questíonnaires wil[ be customised to each interuiewee & reciplent based

around the followíng topics:
. SLB Product (lease terms, management fees etc)
¡ Client Management
o lnformationManagement
o Reporting
o PropertV Selection & Pricing
¡ Ballot
. SettlementManagement
r Tenant lmpacts
e ListinBAdministration

PROPOSED TIMING
o lnterviews and surueys complete by end of Janua ry 2014
r Draft report complete by mid-February 20t4
o Presented to the EPC in late February 2014,

3



Netting, Jason

From:
Sent:
To:
Cc:

Subject:

Carton, Daniel

Friday, 20 June 20L4 L:30 PM
Sales and Portfolío Managemen| Sales Consultants
Bechelli, Elvio

Sales Team Update

HL

Following on from yesterday's sales Team announcements from Jason, I am very pleased to announce that 

   new rofe as Senior Relationship Manager will significantly strengthen the tnternal sales team

With a year of massive targets ahead,        
      .

Please join me ín welcoming             to
DHA,

Regards

Dan

Dan Carton I Head of Sales & portlolio Management
Defence Housing Australia
26 Brisbane Avenue Bafton ACT 2600

;  
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