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Welcome to Caine Otley Real Estate 

 
We have created our Tradesperson’s Handbook, not only as a reference guide for Tradespeople 
engaged by our company, but also as an introduction and explanation of the minimum service 
standards that will be expected of those engaged by our company on behalf of our property owner and 
investor clients. 
 
We view our Tradesperson’s Handbook as an important document. It outlines our minimum service 
expectations, our requirements and our commitment to you as an Approved Tradesperson engaged 
by Caine Otley Real Estate. 
 
This document goes hand in hand with the service agreements that we have with our property 
investor/owner clients and the services that we provide to our tenant customers. 
 
This handbook has been broken down into a number of easy to understand sections for quick 
reference and to give a clear understanding of our expectations. 
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Prior to your appointment with our company 
 
We are committed to providing quality service to our property investor and tenant clients. A part of that 
commitment is to ensure that we only engage Tradespeople who are fully licensed for their trade, fully 
insured and who comply with all relevant Work Safety regulations. 
 
Before you are appointed by us you will need to provide our company with the following: 
 

 A completed and signed application form 
 

 Your License 
 
A copy of the current licenses applicable to the trade for which we are engaging your services. 
The copy is to detail your name, the type of license held and  the expiry date of the license. 

 

 Your Insurances 

 
A copy of your paid insurance policies for Workers Compensation (if you engage employees) 
and  public liability/indemnity with a sum insured of not less than $20,000,000. The policy is to 
include the name of the insured person/entity, the commencement and expiry dates of the 
policy, the full sum insured and a confirmation that the premium has been paid and the policy 
is in effect. 

 

 Police Clearance Certificate 
 
As you will be entering our tenanted properties, at times without the tenant present (with their 
prior consent) we require you and each of your team to provide a recognised, current Police 
Certificate. 

 

Work Safety 
 
We expect you to abide by all relevant Work Safety requirements pertaining to your skill and trade.   
 
Whilst engaged by our company we do expect you to wear appropriate trade clothing and foot wear, to 
display relevant warning signs/flags where required, and to create and operate in a safe work 
environment while performing duties in and around the living space of the tenant, their occupants and 
visitors. 
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During the course of your appointment 

 
How we refer jobs to you 
 

The work order 
 

Our work order is our authority for you to commence work at a property under our management, in 
accordance with our signed agreement with the owner. 
 

The work order will outline: 
 
 The date the work order was initiated and emailed/supplied to you 
 The owner’s name ( to be included on the tax invoice) & our company name and contact 

details 
 The work order number to be used for invoicing purposes 
 The property address 
 The nature of the repair 
 The tenants name and contact number 

Unless otherwise stated, you will be required to contact the tenant by phone to organise entry 
to the property.  If the tenant has given permission to enter the property with the office key this 
will be clearly stated on the work order. 

 Our repair authority financial limit 
We have prior approval to authorise work for a certain amount. This will be stated on the work 
order.  If the works are likely to cost more than the amount stated we will require prior 
permission from the owner to go ahead 

 
Important Notes 

 
If prior permission has not been sought from the owner on invoice amounts which exceed our financial 
authority amount, we cannot guarantee payment over the amount stated on the work order. 
 
Only complete the work requested on the work order. If the tenant requests that additional work be 
done approval from our office must be obtained first. If approval is not sought we cannot guarantee 
payment for the extra items. 
 

Upon receiving the work order: 
 
When you receive an email containing a work order the following occurs: 
 

 The tenant is emailed letting them know that the work order has been send and the company 
name and contact phone number. 

 

 We require you to email the property manager as stated on the work order to confirm receipt 
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 We require you to contact the tenant within 24 hours to arrange a date and time to attend the 
property 
 

 If you are unable to attend the job in a reasonable timeframe, please let us know so that we 
can arrange for an alternative supplier to attend. 
Many companies neglect to tell us when they are too busy to carry out works for fear of losing 
future work orders.  You are far more likely to receive ongoing work through an open and 
honest working relationship. 
 

 If, within 24-48 hours of receiving the work order, you have been unable to contact the tenant 
for access or the tenant has not returned your calls. We can then assist you in making further 
access arrangements. 
 

Please note: there may be an occasion where we will contact you by phone (for example, in the case 
of an urgent repair) to give you verbal authority to proceed, given the nature of the repair. Following 
this conversation, we will email you a work order to confirm our instructions to you 

 
When you should contact us: 
 

 When the tenant is not returning calls or confirming access 
 

 If the job is likely to be higher than the advised expenditure limit 
 

 If you see anything ‘untoward or out-of-place’ at the property 
 

 If you note any future preventative maintenance works whilst on site 
 

 If the tenant asks you to do something that does not appear on the work order 
 

 If you observe any drug related or suspicious activity at the property or note any misuse or 
abuse of the property 
 

 If in your opinion the maintenance job carried out was due to the tenants mistreatment or 
neglect (in this instance we will require a written report) 
 

Keys and Access 

 
We are required by tenancy legislation to ensure the tenant peaceful enjoyment of the property. This 
extends to not gaining access to the property without the tenant’s consent which obviously includes 
the undertaking of maintenance work. 
 
Unless otherwise stated, please call the tenant directly on the number provided on the work order to 
arrange access. 
 
Once access has been arranged, please email our property manager as a confirmation. 
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Office Key Access 
 
If the tenant has granted access through collection of the office keys, you will need to sign for them, 
and sign them back in when returned within 24 hours of the job completion. 
 
Please do not sign the keys out more than 24 hours prior to starting the job as we may require access 
for other maintenance jobs or property inspections. 
 

 
Contacting Tenants 
 

 Please ensure that you contact the tenant within 24 hours of receipt of the work order. The 
work is to be completed within 2-5 days of the job being referred to you or as soon as the 
tenant allows access to undertake the repair. 
 

 When making initial contact with tenants please confirm that you are a contractor for Caine 
Otley Real Estate and that we have appointed you to arrange the repair 
 

 Please be polite at all times. 
 

Upholding our customer service principals 
 

 Upon contacting the tenant, SMS/email them to confirm the repair appointment time. 
 

 The day before or on the morning of the day the repair is to be undertaken, SMS/phone the 
tenant to re-confirm the repair appointment time. This will also help you in reducing the number 
of no shows. 
 

 Email our property manager to confirm that contact has been made with the tenant and also 
the date and time of the appointment. 

 

 On day of the job SMS/phone the tenant to advise of your revised estimated time of arrival if 
you are running late (or early). 
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At the Property 
 

 At all times remember that you are a representative of our company. 
 

 Introduce yourself to the tenant with your business card for identification purposes. 
 

 Remove your shoes if requested to do so by the tenant. 
 

 Take care that the tenant’s belongings and the property are protected from damage as much 
as possible during the course of the work required. 
 

 If you are sent to a property to fix an item such as a stove or air-conditioner, if in your 
professional opinion it requires replacing and a repair would only be a temporary measure, 
please contact the office immediately for further instructions. 

 Ensure that you clean up your work area including dust, debris and packaging and that all work 
materials are removed from the site once the work is completed. 
 

 Advise the tenant if additional work needs to be carried out or if you need to seek additional 
instructions from our office. 

 

 The tenant is required to sign off on all completed work. 
 

 Take photographs to outline the extent of work carried out. Before, during and after (if 
necessary). 
 

 Email/contact our property manager to inform them that the work has been completed. 
 

 Make a note of the time that you start and finish the work. 
 
 

Upon completion of the works 
 

 Please do not discuss intricate details about the job with the tenant. If the tenant asks about 
the job please let them know that a report will be provided to their property manager. Tenants 
can at times misconstrue information that is provided to them. 
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Tax invoicing 

 

 Only submit your tax invoice once the work that you have been contracted for is fully 
completed, unless agreed otherwise with your property manager. 
 

 Please send a tax invoice by email within 7 days of completing the works 
 

 Funds will be sent from our account to your nominated account at close of business every 
Friday provided that the following has occurred: 
 
i) Your invoice has been provided in time for processing 
ii) The works have been checked and deemed satisfactory 
iii) Rental funds have been collected for the property in question. This can vary depending on 

the frequency the tenant pays. e.g. if the tenant pays on a calendar monthly basis, funds 
may not be available at the time your invoice has been submitted. Funds will however be 
held back for payment once the next rental payment is received. 
 

 Tax invoices are to include photographs that you have taken at the start, during and 
completion of the work- where required. 

 
 

 Your tax invoice is to detail: 

 

 The owners name care of our office (Please note that you are invoicing the owner and not our 
company - details will be provided on the work order) 
 

 Our work order number 
 

 The property address 
 

 Full detail of the work completed, time taken to complete the work and any photographs (if 
necessary) 
 

 Total cost GST inclusive, including labour content, cost of materials, if you do not charge GST, 
please make this clear on the invoice. 
 

 If it is your belief that the maintenance jobs were a direct result of neglectful or malicious 
damage by the tenant we require this to be written on the invoice or in an accompanying 
report. 

 
Please Note 

 
We require one tax invoice per property job order that we send you. We cannot accept multiple jobs 
for different properties on one invoice. 
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After hour’s urgent repairs  
 
If it is an urgent repair this will be clearly stated on the work order. 
 
In the event of an emergency repair we would require that you respond within 24 hours of receiving 
the work order. 
 
Urgent repairs are categorised as those that are necessary to supply or restore an essential service, 
these include: 
 

 Gas 
 Electricity  
 A functioning refrigerator (if supplied with the premises)  
 Sewerage / septics / other waste water treatment  
 Water (including the supply of hot water) 

 
Or to avoid: 
 

 exposing a person to the risk of injury 
 exposing property to damage 
 causing the tenant undue hardship or inconvenience 

 

Reliability 

 
Your reliability will impact on the volume of work that we refer to you. Your professionalism also 
reflects on our reputation. We assess your reliability in the following ways: 
 

 Our ability to easily contact you 

 Your willingness to meet the guidelines in this handbook 

 Your adherence to submitting invoices within 7 days of the job being completed 

 Your commitment to contacting tenants and completing work within the required time frame 

 

Standard of work & materials used 
 
As an approved tradesperson of our business, you are in effect a representative of our company. As 
such, we require you to undertake all work with attention to the highest levels of quality as required for 
your trade. We do not expect to have to follow you up for work that needs to be re-done as a result of 
poor workmanship. 
 

Please note that our clients often inspect work undertaken by our tradespersons.  Therefore, quality 
workmanship often means that our clients refer you to other investors or will enlist you to work on their 
own home. We are pleased to offer this referrals to you based upon the quality of your workmanship. 
 
We expect that you implement best practice and use quality materials and products that meet relevant 
building code standards, and that are in keeping with the property and match surrounding fittings and 
features. 
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Quotations 
 
We will not take advantage of our relationship by asking you to undertake unnecessary quotations. 
 
When we ask you to quote for a job we will make the request in writing by way of a quotation request. 
We will outline the nature of the work and any price constraints that have been imposed by our client 
and any other instructions such as access arrangements. 
 
We do expect your quotation to be detailed and include the full nature of work to be undertaken, the 
cost of labour and materials, details of materials used, expected time frame to commence and 
complete work, total cost GST inclusive and photographs outlining the current state of repair and 
examples of products/materials to be used. 

 

Work Guarantee 
 

We work on the understanding with our clients that when we ask a tradesperson to undertake 
maintenance on properties under our management control that the work will be undertaken promptly, 
that appropriate materials will be used and that invoice costs will be competitive. 
 
We work with our tradespeople on the basis that our tradesperson guidelines are met and that we will 
provide you with a volume of work and referrals from our company. 
 
We do expect that work be of the highest standard and that, if for any reason you need to go back to a 
property that you do so promptly and rectify the matter to the satisfaction of our team and client. 


