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Introduction

Residential property management is a core role within the real estate industry. Property
managers support rental providers in the day-to-day management of their property,
while ensuring that renters have a safe and comfortable home. The role is dynamic,
encompassing a range of responsibilities across the renting lifecycle including renter
screening, lease administration, rent collection, maintenance coordination, financial
reporting, client communication, and ensuring legal compliance.! Property managers
need a diverse skKillset to understand legal requirements, manage the expectations of
rental providers, and safeguard renter rights.?

In recent years, stakeholders from the real estate sector have been exploring
opportunities to further professionalise the property management role.3 Mechanisms
designed to strengthen practitioner competency and formalise standards of practice
and ethics could play an important part in achieving this aim. Indeed, a professionalised
property management sector could help alleviate key industry concerns of staff stress,
burnout and turnover, while also enhancing renter confidence and property manager
standing in the community.*

The aim of this paper is to explore pathways to professionalism, by identifying the
opportunities available to lift property management practice. This paper forms part of a
broader collaborative project between stakeholders from the Victorian real estate and
community sectors to identify and champion best practice approaches to Victorian
property management.

Part 1 of this paper provides a brief overview of the professionalisation process and
discusses the mechanisms commonly utilised to lift standards of practice. These
mechanisms include pledges, codes, certification, continuing professional development
requirements, professional exams, public registers, internal complaints handling
functions and Professional Standards Schemes.

Part 2 highlights key learnings from other sectors in Australia to understand how
mechanisms are utilised in practice. This includes the well-established profession of
accountancy and Australia’'s 'newest’ profession, financial advice.

Part 3 considers international approaches to professionalising property management,
outlining the best practice examples of Scotland (United Kingdom), Hong Kong, Ontario
(Canada) and California (United States of America).

A note on upcoming regulatory reform (2026)

To practise as a property manager in Victoria, individuals must be registered as an
agent's representative with Consumer Affairs Victoria, be employed by a licensed estate
agent, have completed at least a Certificate IV in Real Estate Practice through a
Registered Training Organisation, and satisfy a 'fit and proper person’ and other
background checks.®

CPRC | Lessons for Best Practice in Property Management 4
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In late 2026, these requirements are set to change, with the Victorian Government
introducing new mandatory training, licensing and ongoing professional development
requirements for property managers and other real estate professionals as part of
Victoria's Housing Statement.® These reforms signal a recognition that more rigorous
education standards are needed to improve property manager practice and enhance
consumer trust in the sector.’

While these reforms will change the requirements to practice as a Victorian property
manager, there is a real opportunity to build upon this legislative baseline. A voluntary
commitment, for instance, grounded in a shared understanding of professional and
ethical practice, could incentivise more property managers to subscribe to best
practices. This could advance professionalisation and allow more Victorians to
confidently participate in, and reap the benefits of, a fair, safe and affordable rental
market.

CPRC | Lessons for Best Practice in Property Management 5
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Methodology

In 2025, Consumer Policy Research Centre (CPRC), in partnership with Tenants Victoria,
the Real Estate Institute of Victoria (REIV) and the University of Melbourne, was
awarded a grant by the Victorian Legal Services Board Grants Program to work in
partnership with stakeholders from the real estate and community sectors to identify,
grow and champion best practice property management over a three-year period.

The first phase of the project involved establishing a multi-stakeholder committee (the
Committee), bringing together representatives from CPRC, Tenants Victoria, REIV, the
University of Melbourne, Barry Plant, Kolmeo, McGrath Estate Agents, and the Peninsula
Community Legal Service.

This research paper forms part of the first phase and aims to inform the Committee on
the mechanisms available to advance professionalism and formalise best practice in
Victorian property management. CPRC conducted desktop research to outline these
options, drawing upon academic, government, industry and not-for-profit publications
from Australia, the United Kingdom, Hong Kong, Canada and the United States of
America. The Professional Standards Councils’ research library was also a key source of
reference.

The Committee was consulted on the research approach and findings throughout the
development of this paper. The views expressed in this paper should not be attributed to
them. CPRC is responsible for the views in this paper, including any errors or omissions.

CPRC | Lessons for Best Practice in Property Management 6
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1. Mechanisms to enhance best
practice

What is professionalisation?

Professionalisation is the process in which an occupation or trade advances in status to
become recognised as providing a consistent level of service to the community. This can
be achieved by improving qualification requirements, strengthening ethical standards
and enforcement procedures, introducing regulatory bodies with the power to admit and
discipline members, and safeguarding a level of monopoly over the role and its
responsibilities. Professions may also be entitled to some form of government
registration or licence.®

Achieving professional status delivers reputational benefits, as the service is recognised
for being complex and requiring a specialised knowledge and skillset. Members of a
profession are bound together as a self-conscious and ethical community, and they may
be members of a professional association that generally has a degree of autonomy and
self-regulation.® Commitment to ethical practice is cited as the most important
identifier of a profession.'®

Professionalism can be evaluated in a range of ways, from personal conscience and
integrity, a shared civil outlook among peers, through to supporting the public interest
and the rights of others." Ongoing changes in markets, government policy and
technology regularly challenge professions to adapt to meet higher standards and
expectations.”

The five elements of professionalism

The independent statutory body responsible for promoting professional standards in
Australia, the Professional Standards Councils (PSC), has developed a model that
reflects the five elements (or E's) that are necessary to qualify as a profession by the
body.

Education - The technical and professional requirements needed to practice as a
professional in a field, typically linked to entry-level qualifications or certification as well
as ongoing continuing professional development.

Ethics - The prescribed professional and ethical standards professionals are expected to
demonstrate, including specific process and conduct rules and a commitment to a higher
duty.

Experience - The personal capabilities and experience required to practice.

Examination - The mechanism used to ensure that all above elements are assessed and
assured to the community, extending beyond qualifications to include regular assurance
of practice (e.g. compliance and professional audits).

CPRC | Lessons for Best Practice in Property Management 7
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Entity - A capable entity (often a professional association) to administer entry and
oversee professional standards and compliance expectations on behalf of the
community.’

The PSC model provides a useful framework for situating an occupation along its
pathway to professionalism and for analysing the relevance of mechanisms available to
lift standards of practice.

The ‘integrity systems’ approach

The integrity systems approach offers a different perspective on professionalism. Rather
than a checklist of elements, the integrity systems approach looks holistically at an
entire regime." Originally developed by Professor Charles Sampford in the 1990s to
address police corruption in Queensland, the integrity system approach can be used to
understand how laws, ethical standards, economic incentives and institutions combine
to influence standards of behaviour.™

Despite its initial focus on corruption, Sampford's model is commonly applied to
professions to better understand the mechanisms and institutions present, the
functions they serve and how they interact. It can guide reform initiatives, including
whether a new institution should be created, an existing one strengthened, or whether a
new mechanism should be introduced.’ For example, in some sectors an exam might be
a highly promising mechanism to incorporate into an integrity system, however in
others, it could be unnecessary and may even cause the system to weaken."

What mechanisms are available?

This section outlines a range of mechanisms commonly used to further
professionalisation, ranging from those that standardise professional competency and
practice, to those that support compliance and discipline.

Pledge
A pledge is used to signal an individual's or an organisation’s intention to act in
accordance with a set of socially desirable values and standards.®

While pledges typically lack formal compliance mechanisms, their moral weight and
impact on normalising a consistent level of good practice, can be strong, particularly
when adopted by new entrants to a profession.” Their effectiveness lies in requiring
individuals to reflect on professional values and standards and publicly commit to
upholding them.2° Through this process, ethical norms are internalised and a sense of
moral duty is reinforced. The power of a pledge often rests on the expectation that any
breaches will be identified publicly and be experienced as a sense of personal failure.?!

Perhaps the most famous example of a pledge is the medical profession's Hippocratic
Oath. The Australian Medical Association has adopted a modern version of this pledge,
the Geneva Declaration, which includes statements to affirm the professional's public
interest obligations.?? These include, '/ SOLEMNLY PLEDGE to dedicate my life to the
service of humanity..l WILL PRACTISE my profession with conscience and dignity and in
accordance with good medical practice.. | WILL SHARE my medical knowledge for the
benefit of the patient and the advancement of healthcare'.?® While this oath has been
adopted by the medical profession, it carries ethical values that could be transferable to

CPRC | Lessons for Best Practice in Property Management 8
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other professions including the sharing of knowledge, empathy to clients and the
readiness to perform the work of the profession well.?*

Another example of an active pledge within Australia is the Online Product Safety
Pledge.?> The pledge requires its signatories, which are online marketplaces (e.g. Amazon,
eBay), to commit to product safety related actions that go beyond their legal
requirements under the Australian Consumer Law (ACL). The Pledge has been
established by the Australian Competition and Consumer Commission (ACCC), in
collaboration with the signatories as the ACL does not neatly apply to online
marketplaces, given the narrow definition of a 'supplier’ under the legislation.?® Overseen
by the regulator, the Pledge requires regular reporting by signatories with clear
guidelines on consequences for signatories if they are unable to continue meeting their
obligations under the Pledge. In 2025, the ACCC reported that the signatories to the
Pledge removed over 31,000 unsafe product listings from their marketplaces.?’

Pledges are not a silver bullet, and their success is often dependent on the context and
implementation. For instance, one study found that e-pledges (i.e. signing a digital
commitment or making a promise through an online form) have reduced effectiveness
compared to signing a pledge by hand.?® A pledge is more effective when taken
voluntarily and in a setting of other pledge-takers. It is also more effective when it is
taken by the majority of the industry or profession, instead of just a select few.??

Code of conduct

A code of conduct can be an effective mechanism to hold individuals and entities
accountable to standards, practices and values that go above and beyond the minimum
legal requirements.

Codes of conduct can be mandatory or voluntary:

¢ A mandatory code establishes rules or minimum standards for all industry
participants. These codes can be direct regulations or compliance required under
law or regulation, with the code developed by a third party (regulator, industry
body or through a collective industry-community partnership).

e Anon-prescribed, voluntary code is a type of industry self-regulation and
provides a set of rules or minimum standards for industry participants to
follow.30 As these codes are industry-led and only applicable to members who
voluntarily sign up, they are more adaptable to change and often achieve greater
buy-in.3!

In Victoria, the £state Agents (Professional Conduct) Regulations 20718 currently
establish the standards of conduct expected of real estate agents and agent's
representatives (including property managers) in their dealings with clients (i.e. sellers
and landlords) and consumers (i.e. buyers and renters). There are also additional
obligations set out in other legislation.3? In addition to these legal requirements, Victorian
property managers who are members of the Real Estate Institute of Victoria (REIV) also
comply with the association’s code of conduct and other rules of practice.33

Codes of conduct play an important role in professions by providing guidance on how
professional values can be realised in practice.3* Codes of conduct typically provide a
detailed description of specific actions that are to be performed or avoided under given
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conditions, especially in situations where a professional might encounter an ethical issue
such as confidentiality or conflicts of interest. As such, codes are designed to anticipate
and prevent undesirable behaviour.3°

Codes of conduct can also have external benefits. Their presence can provide greater
transparency over industry practice and improve stakeholder and consumer
confidence.36

The consequences for non-compliance can differ across frameworks. For instance, a
breach in a mandatory code could result in a fine, civil penalty, or gaol time if the breach
constitutes a serious criminal offence.3” Other codes may have sanctions attached by
the professional association such as warning or membership expulsion.38

A key challenge faced by professions is ensuring that their codes remain practical
documents that continue to hold relevance to members in their ethical and professional
decision-making.3® The ongoing development and review of codes is a good way to
overcome this, especially when these processes incorporate member involvement.40
Research suggests that voluntary industry codes are more likely to be effective when
there is wide industry backing, participation from key stakeholders and there is an
effective system for complaints handling when breaches occur.*!

Consideration should be given to whether existing codes of conduct account for the
diverse range of responsibilities of property managers in Victoria and the ethical
situations they encounter.

Code of ethics

Codes of ethics are sometimes used interchangeably with codes of conduct. However,
codes of ethics are more aspirational in nature and tend to list values and virtues prized
by the profession to promote and encourage ethical behaviour. They may contain
inspirational statements and link specific duties to higher principles and the social good
that the profession works to deliver.4?

Codes of ethics typically contain elements that align with their obligations across
different stakeholder groups including duties to the public interest, duties to clients, and
duties to the profession. For instance, professional duties should collectively contribute
to a public good - either society more broadly or a specific an institution (i.e. lawyers
have obligations to the court). There is also a duty to act in a client's best interest by
meeting standards of competence and performing a role with diligence. Lastly, there is a
duty to the profession to demonstrate courtesy and collegiality to improve the overall
reputation of a profession.*3

The Law Society of NSW administers the Statement of Ethics as a guiding code that
outlines the ideals and character a lawyer should embody in their practice. The
statement is less than one page, and works in conjunction with other regulations, rules,
and the Australian Solicitors’ Conduct Rules to uphold a uniform set of ethical and
professional principles.** The Statement of Ethics includes commitments such as, ‘We
act competently and diligently in the service of our clients..We advance our clients’
interests above our own.. We seek to maintain the highest standards of integrity,
honesty and fairness in all our dealings. *°
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Codes of ethics are effective at improving ethical standards by improving awareness of
moral issues, reducing ambiguity in decision-making and inspiring professionals to live up
to the ideals and values of their profession. “6 In addition, committing to a code has both
personal and collective importance. Professionals commit themselves to abide by
standards, but also on the condition that others do the same. This interdependence of
commitment across the profession is foundational for ethical culture.*”

Unlike codes of conduct, codes of ethics do not typically have disciplinary sanctions in
place, and this can breed cynicism if individuals are seen to violate the code without any
accountability. There is also risk that these types of codes are viewed as simply a
reactive marketing tool to address concerns of unethical behaviour. Top-down
introduction of a code of ethics can also impose unrealistic obligations on members and
fail to inspire any deeper meaning or motivation.*8

Problems can also arise if professionals are bound by multiple ethical codes such as a
professional association code and an employees’ code. “? This differs slightly where both
a code of conduct and a code of ethics are in place. Evidence indicates that they tend to
perform complementary roles. This layered use of codes is a common feature across
professions and can support the lifting of professional practice.>°

Professional Standards Schemes

A Professional Standards Scheme is a legal instrument that requires participating
professional associations to oversee, enforce and improve the professional standards of
their members.>!

Professional Standards Councils operate across each state and territory and administer
professional standards legislation and the relevant Acts to authorise, approve and
supervise Professional Standards Schemes.>? At the time of writing, there are 18
Australian associations operating under a Professional Standards Scheme. These
associations cover a broad range of professions from Chartered Accountants Australia
to the Australian Property Institute Valuers.53

To become a Scheme participant, a professional association must undertake the
following:

e Prove that the people they represent comprise a genuine professional community
that can protect consumers and meet high standards of professionalism.

e Draft a professional standards scheme in line with legislation.

e Engage in ongoing compliance and continuous improvement of professional
standards among members. Scheme participants also must submit annual
reports to demonstrate how they have regulated and disciplined their members
and increased consumer protection.>

The primary aim of the professional standards legislation is consumer protection. %> A
Professional Standards Scheme is a binding statement that members of an occupational
association will be held to high professional standards to deliver stronger protections for
consumers.5®

Participating associations are required to implement and maintain high-quality
professional standards and risk management frameworks. These include codes of
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conduct, codes of ethics, education, training, continuing professional development
requirements, complaint resolution services, membership entry standards, disciplinary
processes, networking and awards. 5 In return for meeting these commitments, the
professionals who take part in the scheme receive a cap on their civil liability for
damages if a court upholds a claim against them.>8

Professional Standards Schemes offer a series of benefits for members, associations,
consumers and other relevant stakeholders. Participation in a Scheme sends a strong
signal to members, clients, and the public that an association has a serious commitment
to high professional standards, thereby elevating the reputation of a profession. Through
strengthened skills, competencies and ethical practice, professionals can deliver better
quality services which improves consumer outcomes. Annual reporting and compiling of
complaints data promotes greater accountability and allows associations to implement
better risk management strategies.>®

In Cooper et al.'s (2025) research on the benefits of Professional Standards Schemes,
respondents reported that Scheme participation provided their associations with an
additional layer of security for members as well as practical and reputational benefits.
The respondents also commented on the positive impact on professional ethos and
culture, and they felt pride in being a part of a profession that is capable of effective
self-regulation.®®

A limitation of Professional Standards Schemes is that there can be low levels of client,
consumer and stakeholder understanding about its operation and benefits. For instance,
arespondent in Cooper et al.'s paper stated that while some clients and association
members understood the risk management framework, others were far less aware of
the association's responsibilities under the Scheme. Another limitation of this approach
is that there could be low level of standards uptake among professionals due to the
voluntary nature of association membership and optional education and training
opportunities. This could reduce the impact of the Scheme on lifting professional
standards. Further, there is also a time and cost burden for associations in meeting the
annual reporting requirements.®

How does eligibility work within a mechanism?

Mechanisms designed to advance professionalisation typically include requirements for
entry, participation or ongoing compliance requirements. These eligibility obligations
ensure individuals or entities are meeting the expected threshold. This section outlines
some examples of these types of obligations.

Certification (by professional associations)

Certification is a process in which an individual gains certain knowledge and skills in a
field as assessed by an external body, such as a professional association or other
organisation. This assures employers, customers, clients and the public that an individual
is competent and professional in a particular domain.6?

Certification is often an essential first step in becoming a professional. An individual may
join a profession on a provisional basis and become certified once they have completed
their training. This occurs in accounting, whereby an individual is recognised as a
Certified Practising Accountant or a Chartered Accountant after completing their degree
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and undertaking a certification program run by one of the professional associations.
Similarly, a professional may voluntarily choose to seek additional certification in a
specific field as part of their ongoing professional development. This sets them apart
from other professionals and may help them achieve wider recognition and a higher
salary.®3

Certification may also refer to the periodic renewal of a professional membership or
registration to keep track of continuing professional development requirements. For
instance, Engineers Australia have introduced structured continuing professional
development over a three-year period as a condition to maintain Chartered Engineer
status. This approach to certification can help professionals stay up to date with
industry standards and practices.®*

Research indicates that certification by professional associations is a key benefit for
members. Individuals have reported that their certification was meaningful and they
were more likely to stay engaged in the profession and renew their association
membership. They also felt that certifications gave them an added edge while job
hunting and demonstrated their commitment to professional practice. Individuals also
viewed certification opportunities as a strong incentive to join and participate in a
professional association.®®

Professions with higher numbers of certified members have reputational advantages for
being more expert and ethical. Certification trust marks are also an easy way for
consumers to determine the quality of a professional service, particularly in fields where
the consumer has limited understanding.®®

A limitation of this mechanism is that there are typically significant time and financial
costs involved with obtaining certification. Depending on the arrangement, these costs
might have to be incurred by the individual if the certification is not sponsored by their
employer.®” There is also risk that voluntary certifications are perceived to be
unnecessary, thereby diminishing the effectiveness of the mechanism to lift standards
across a profession.®®

Continuing professional development requirements

Continuing professional development (CDP) requirements are the broad range of learning
activities undertaken by professionals to revise, expand and update their knowledge and
skills, and develop personal and professional qualities. CPD aligns with the principle of
lifelong learning, recognising the need for professionals to continuously build knowledge
to keep up with new ideas, technologies and practices.®?

CPD requirements are mandatory for many professions, however they can also function
effectively as a voluntary tool for professional development or as a condition of
employment or membership with a professional association.”? CPD requirements are
usually structured as a minimum number of credits, points or hours a professional must
spend each year on learning activities. Normally, any activity that improves the
knowledge, skills and competency to perform a role can be included as part of CPD.
Some examples include structured reading, study programs, attendance at conferences,
seminars and workshops. Ethics education can also feature as core component of CPD
programs.”’ CPD is highly effective when professionals themselves carry a sense of
responsibility to share and contribute to the growth of knowledge within their
professions.”
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In Australia, doctors must complete 50 hours of CPD each year to maintain their
registration with the Medical Board of Australia. Activities must relate to their scope of
practice and align with their individual professional development plan.”® Requirements
can also vary depending on speciality. The Medical Board of Australia requires doctors to
keep a record of CDP activities for several years and may conduct compliance audits at
any time. Failure to comply can result in disciplinary action by the Board, including
imposing conditions on a doctor's registration, suspension from practice or cancellation
of registration.”

CPD plays an important role in developing professional knowledge and competency. CPD
can help professionals achieve personal development and career goals, enhance their
transferable skills, boost their engagement with the profession and add value to their
workplace and its clients or customers. More broadly, CPD requirements allow
professional associations or governing bodies to ensure high standards are upheld. It also
contributes to greater ownership over high-performance and ethical standards across
the profession and improves community confidence in the work of professionals.”

In a report by Rogers and Hartstein (2021), many members of the Law Society of New
South Wales commented that the Law Society's CPD is a key benefit they derived from
the association, stating that the programs were high quality, diverse, and effective.
Some small-firm and solo practitioners found the Law Society's CPD particularly useful
as they did not have in-house CPD programs at their workplace. They also found that the
Law Society's training was authoritative because it came from industry or, ‘straight
from the horse's mouth'.’®

Some professional organisations and their members have raised concerns that CPD can
be viewed as merely a compliance or regulatory requirement, and that more could be
done to enhance the choice of CPD available.”” Other professionals have reported that
they feel there is limited enforcement of their CPD compliance and that some activities
did not feel meaningful.”® Achieving a balance between CPD that is genuinely effective
and valued by members, while avoiding overly onerous or prescriptive requirements
remains a key challenge for professional associations.”

Professional exam

The professional exam is a standardised test used to assesses the competency of
aspiring professionals before they are granted entry into a profession. Professional
exams can take several formats including written multiple-choice, short-answer or
essays, as well as role plays, simulations and tasks designed to assess oral skills. They
are usually designed and administered by professional associations or regulators. 80

It is possible for a professional exam to be used in conjunction with other mechanisms
including university qualifications and vocational training, or as a standalone gateway
mechanism to ensure a standard level of competency.

When used in conjunction with other mechanisms, a professional exam can serve as an
independent quality check on the knowledge developed at university. It can also allow
professions to oversee and standardise the knowledge required for professional entry,
inevitably influencing university course content. Further, it can allow for the testing of a
specific subject area or higher level of knowledge on a particular area relevant to
professional practice and ethical conduct.
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When used as a standalone mechanism, an exam can act as a flexible entry pathway and
accreditation option, allowing people from diverse backgrounds access into the
profession. Exams can also be used as a transitional mechanism, granting experienced
practitioners the opportunity to demonstrate their competency to continue practicing
without needing to complete any new training, certification or qualification
requirements.8?

The primary benefit of professional exams is that they ensure that a baseline level of
competency is maintained across a profession. This allows professions to fulfil their
function as a specialised 'knowledge community’ and justifies a level of monopoly over
service provision.83 Another key benefit of exams is that they allow educators, students,
employers, professional associations and regulators to align their expectations about the
knowledge and capabilities that should be taught, assessed, and translated into
professional practice. A rigorous professional exam that requires years of study can also
increase a practitioner's personal and material investment in their career. As such, even
if an exam doesn't contain questions on ethics or values, it can still shape the
professional's commitment to uphold professional standards and ethics to avoid
disciplinary action or suspension.8

While professional exams provide strong advantages, they are ultimately a one-off
assessment of competency. Most professions, including accountancy, law and medicine,
recognise that exams form only one part of professional education and training, with
other mechanisms needed to revise and update skills and knowledge over time. Some
experts have cautioned that exams should not be viewed as a panacea to address low
standards, and their introduction may prove costly and redundant if not well-
considered.®>

A limitation of professional exams is that they only test certain types of knowledge at a
certain point in time and may be less appropriate when trying to test for other
important competencies such as client interaction. Compared to ongoing university
assessment, a professional exam can be too narrow and not allow for ongoing testing
and triangulation of performance over time. A further limitation is that exams are at risk
of their integrity being undermined by cheating or subversion from institutions that have
a vested interest in successful outcomes.8¢

Overall, there is a strong case for introducing an exam requirement to ensure a
consistent baseline of knowledge and skKills across a profession. Outlining the role of the
exam, when it will be performed, who sets the content, what it tests and the benchmark
for passing or failing are key factors to consider.8”

How are mechanisms governed?

Depending on the profession, mechanisms may be administered by government or other
regulatory bodies or overseen by professional associations where a more industry-led
approach is required.®®

A key aspect of any mechanism's success is ensuring that accountability is clear and
there is a clear entity which is responsible for governing individuals or entities that sign-
up to the commitment. Even in voluntary commitments, once individuals or entities have
agreed to be part of the mechanism, they are bound by expectations of that mechanism.
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For example, within the Online Product Safety Pledge, mentioned in the earlier section,
the online marketplace must present to the ACCC how it meets or will meet the
requirements of the Pledge to become a signatory. As part of its governance, ACCC
expects all signatories to report yearly on how they are meeting the obligations of the
Pledge and it then publishes those results publicly. The ACCC also outlines clear actions
that it will take if signatories are repeatedly unable to meet one or more of the
commitments under the pledge.®®

As part of governance, public reporting and complaints mechanisms can become an
effective way to ensure accountability and to help give confidence to stakeholders and
consumers that the commitment to better practice is not just lip service. Below are
some examples of how governance can be maintained through public-facing initiatives.

Public register

Public registers are official lists overseen by regulators or other public authorities. They
allow the public, professionals and other interested stakeholders to access up-to-date
information on names, events and transactions relevant to a specific regulatory
regime.®? Each public register is unique. Some allow the public to search and verify
licence and registration information, while others contain records of warnings or details
on consumer complaints made against an organisation or business.’

The utility of a public register depends on it being a reliable, authoritative and current
source of information. Public registers must also be the single, definitive source of
information on an issue to reduce the risk of variation in data between multiple sources.
While digitisation has significantly increased the accessibility of public registers,
registers must still comply with relevant state and federal privacy laws, and personal
information can only be released under certain circumstances.®?

The Australian Securities and Investments Commission (ASIC) maintains a series of
public registers on the businesses, companies and other people the authority regulates.
One of these is the Financial Advisers Register. This register allows the public to check a
professional's recent advising history, qualifications and training, membership status
with a professional association, registration, and what financial products they can advise
on.%3 Australian Financial Services Licensees are required to appoint and maintain the
details of the providers they have authorised on the register.®*

A 'Name and Shame' list is another form of public register. These lists serve important
regulatory functions by publishing the details of individuals and businesses that have
breached specific laws or standards. This highlights what poor practice looks like and
incentivises professionals to elevate their standards of practice to safeguard their
reputation.®®> New South Wales Fair Trading recently launched a ‘Name and Shame' list
for real estate agents, property managers and strata managers. The list contains
information on any enforcement actions taken such as fines, licence suspensions and
cancellations. It also allows the public to search by business name or license number.
This grants rental providers and renters with a new level of transparency over the sector
and ability to make more informed decisions.?®

Public registers are a valuable resource for any consumer seeking to engage the services
of a professional. Transparency over a professional’s background, registration status and
expertise allows consumers to make more informed decisions about the professional
they engage with. This leads to greater accountability across the profession and
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encourages professionals themselves to strengthen their practices and pursue more
competitive credentials or certifications. Public registers also allow regulators to better
monitor professional compliance with regulations which contributes to elevated
standards of professionalism and enhances consumer protection.®”

While public registers can be an effective regulatory tool, their value is very much
dependent on the accessibility and utility of data. Some studies have revealed that public
registers can suffer from little public use due to low levels of awareness and
understanding of the information provided.®® It may have reduced effectiveness within
sectors where consumers have little to no choice from whom they can seek a service.
This can compromise the strong accountability and innovation benefits of registers.?®

Internal complaints handling function

Internal complaints handling functions allow clients, the public and members of a
profession to raise concerns about any action, decision or service provided.'® They are
an important mechanism because they reinforce professional accountability and provide
consequences for misconduct. Internal complaints handling may be mandated by
government legislation or a requirement set by a professional association.™"

A primary benefit of an internal complaints handling function is that it can nip issues in
the bud' and can avoid a matter escalating to an external complaint handling system,
such as an ombudsman or a tribunal. This allows both the complainant and organisation
to save time and avoid the complexity and expense that can come with a tribunal or
court case. Internal complaints handling functions demonstrate an organisation's
commitment to high standards of client care and help to maintain the reputation of a
profession. It can also improve client loyalty and satisfaction, particularly where
procedures are seen to be fair, transparent, efficient and accessible.'%?

Australian professions have varied internal complaint handling processes. For instance,
in accountancy, there is no legislative requirement for either an internal or external
complaints handling procedure. Instead, the two main professional associations have
developed joint guidance on internal complaint handling. Chartered Accountants
Australia and New Zealand have also established their own external complaints handling
system for members.'%3

When introducing an internal complaint handling function, organisations should
determine the subject of a complaint, who can make a complaint, procedures, processing
times, and sanctions that may be imposed on a professional.’04
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2. What can we learn from other
sectors in Australia?

Established and emerging professions in Australia offer valuable insight into how
mechanisms can be employed to lift standards of practice and encourage best practice
behaviour from the property management sector. This section outlines how the
accountancy and financial advice sectors have utilised different combinations of
mechanisms to safeguard and strengthen professional standards of practice. While both
professions require a university qualification and therefore differ from the education and
training pathway for Victorian property managers, they share a direct, service-oriented
relationship with clients. There are elements within these mechanisms that could be
applied within the property management sector.

Accountancy

The accountancy profession represents a mature and well-established profession that
has successfully incorporated a range of mechanisms to uphold high standards of
practice.

The profession operates within a co-regulatory framework of combined government and
professional association oversight. Key regulators include the Australian Securities and
Investments Commission, the Australian Taxation Office, the Tax Practitioners Board
and the Accounting Professional and Ethical Standards Board. The three main
professional associations are Chartered Accountants Australia and New Zealand (CA
ANZ), CPA Australia and the Institute of Public Accountants (IPA)."%5 This co-regulatory
model allows the professional associations to have a significant role in influencing ethical
and professional standards across the sector.

Professional associations

A distinguishing feature of the accountancy profession is the robust gatekeeping role of
the three professional associations, CA ANZ, CPA, and IPA. While entry-level or junior
administrative roles can be secured with a vocational qualification such as a Certificate
IV or Diploma of Accounting, to become recognised as a fully qualified accounting
professional, an individual must complete a program of training administered by one of
the three associations.’%6

Broadly, the pathway to becoming a professional accountant entails:

e acompleted tertiary degree in a recognised field, such as a Bachelor of
Accounting

e membership with one of the three professional associations, and

e completion of an association's certification program to become a certified
practising accountant (CPA) or a chartered accountant (CA).107
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Certification
Certification is a defining feature of the profession because it adds an additional
education and training requirement following a tertiary qualification.

Achieving certification as a certified practising accountant or a chartered accountant
requires several years of technical learning via coursework and mentored practical work
experience. Aspiring professionals must also prove their competency by passing
professional exams. The certification programs are administered by the professional
associations and are designed to teach the fundamental concepts and skills essential for
practicing as an accountant. Notably, both certification options contain a compulsory
subject on ethics, equipping aspiring professionals with the analytical skills and
knowledge to resolve professional and ethical issues.'®® Upon completion of the
certification requirements, individuals must apply for full association membership to use
the CPA or CA title after their name."%®

Membership requirements

The implicit requirement to hold professional association membership is another means
through which standards and ethics are upheld across the accounting profession. For
instance, to become a CPA member with CPA Australia, a professional must agree to
comply with the association’s constitution, by-laws, code of conduct and mandatory
continuing professional development. In return, members have access to professional
development opportunities, global networks, concessions and other perks.'

Annual membership renewals allow associations to monitor and enforce member
compliance with their professional obligations. For instance, CA ANZ members must
submit mandatory notifications on any licenses, memberships, and continuing
professional development hours completed. CA ANZ members must also reaffirm ‘the
Commitment’ which is a public pledge first taken by members at their membership
ceremony."" Failure to comply with membership requirements can result in an
individual's membership status being downgraded or suspended.™?

Professional Standards Scheme

The three main professional associations, CPA Australia, CA ANZ, and IPA all have
Professional Standards Schemes in place with the Professional Standards Councils
(PSC). This means that each association must demonstrate that they are committed to
improving professional standards and protecting Australian consumers in line with the
Professional Standards legislation."3Accordingly, associations must have codes of
practice and ethics, complaints resolution processes, disciplinary measures, entry
requirements, continuing professional education obligations and risk management
strategies in place. In return, the associations receive advice from the PSC on developing
these self-regulatory mechanisms and their civil liability is limited."*

Key reflections

The accountancy case study demonstrates the value of a co-regulatory framework that
grants professional associations a strong gatekeeping, standards-setting and
enforcement role. The associations create a consistent baseline of competency and
ethical practice across the profession. Achieving a CA or CPA certification allows
accountants to showcase their professional title and allows consumers to better identify
accountants who have committed to elevated standards of practice.
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A combination of elements such as membership renewal, codes of practice and ethics,
annual declarations and participation in Professional Standards Schemes create a muti-
faceted system of oversight, accountability and continuous improvement. This embeds a
culture of integrity and ultimately strengthens consumer trust in the profession.

Financial advice

The financial advice sector is a relevant case study because it illustrates some of the
challenges and benefits of increasing the professionalism of an industry.

Financial advice is a relatively new ‘profession’, having emerged out of the life insurance
industry and the growing demand for wealth management especially as superannuation
balances increased. After a series of systemic problems including major mis-selling
scandals and widespread poor advice, a set of law reforms and industry regulations were
introduced to support the development of a more professional sector.”>

In 2017, the Australian Government amended the Corporations Act 2007+to raise the
education, training and ethical standards of financial advisers and financial planners to
shift their attention towards acting as professionals."® Central to these changes was the
establishment of the Financial Adviser Standards and Ethics Authority (FASEA) in 2017
as the dedicated standards body responsible for managing the new reforms."”

FASEA was initially responsible for.

e “approving Bachelor (or higher) degrees, or equivalent qualifications and
determining the bridging course requirements for existing advisers

e approving foreign qualifications
e approving and administering an exam

e determining the requirements for the work and training (professional year)
requirement

e setting requirements for continuous professional development
e setting an appropriate common term for provisional relevant providers
e making a Code of Ethics. "8

In 2022, FASEA's functions were transitioned to ASIC and the Treasury.
Some of the key mechanisms introduced to the sector are outlined below.

Education requirements

Aspiring financial advisers must complete an approved degree or higher-level
qualification. Existing practitioners must ultimately achieve at least the same level of
qualification; however, credit can be granted for prior education.

Financial Adviser Exam

Since 1 January 2019, new and existing practitioners are required to complete the
Financial Adviser Exam to ensure a common competency benchmark is realised across
the sector. New entrants must do so before commencing the third quarter of their
professional year. Existing practitioners were granted until 1 January 2022 to pass the
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exam to be re-authorised.™ If an adviser first sat the exam in 2019, they had up to eight
attempts to pass it before the cut-off date.™!

The exam is designed to reflect the competencies required to deliver quality advice to
clients. It tests an individual's knowledge in:

e financial advice regulatory and legal requirements

e financial advice construction (the suitability of advice to different consumer
groups), and

e ethics and professional reasoning (incorporating the Financial Planners and
Advisers Code of Ethics 2019).122

Professional year

Prior to becoming fully qualified as a financial adviser, an individual must complete a
professional year. It is a highly structured year of supervised work and training by an
Australian Financial Services (AFS) licensee, equivalent to 1,600 hours. Individuals must
establish a professional year plan that factors in 100 hours of structured training. This
can include units on ethics or education completed to achieve a professional designation,
such as the Certified Financial Planner (CFP) designation with the Financial Advice
Association Australia.™3

At the start of the third quarter of their professional year, an individual can become a
‘provisional relevant provider’, if they have completed their approved qualification,
passed the exam and have been authorised by an AFS licensee to provide personal advice
on relevant products to retail clients. Once the professional year has been completed and
a financial completion certificate has been issued, the AFS licensee must notify ASIC by
updating the Financial Advisers Register, changing the individual's status from
‘provisional relevant provider' to relevant provider'.’

Continuing professional development (CPD)

Financial advisers are required to complete a minimum of 40 hours of CPD each year,
with at least 70% of these hours dedicated to approved activities. Minimum hours are
also set for the mandatory categories of technical competence, client care and practice,
regulatory compliance and consumer protection, and professionalism and ethics.
Relevant providers must keep a record of their CPD activity, and AFS licensees must
report via the Financial Advisers Register if the relevant provider they authorise has
failed to comply with the CPD requirements.™>

Code of Ethics

In February 2019, FASEA introduced the Financial Planners and Advisers Code of Ethics.
Compliance with the Code became mandatory for relevant providers the following year.
The Code is principles-based meaning that providers must use their professional
judgment to act in line with values and standards of the Code.'?®

As illustrated in Figure 1 below, the Code contains five values and twelve overarching
standards.
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fasea

STANDARDS AUTHORITY

A relevant provider must act, at all times and in all cases, in a manner that is demonstrably

consistent with the following principles, in the discharge of their professional duties

Standards of

Ethical
behaviour

Standards of

Client
care

Standards of

Quality
process

Standards of

Professional
commitment

a relevant provider must

Standard 1

Act in accordance with the
spirit-and not only the letter - of
all relevant laws and regulations
(including this Code).

Standard 2

Must neither advise, refer.

nor act in any other manner.
where inappropriate personal
advantage is derived by the
relevant provider.

Standard 3

Act with personal integrity and
as an independently minded

professional. for the benefit of
each client

A relevant provider is defined in the Corporations Act 2001 (s 910A) as an individual authorised to provide personal advice to retail clients,

a relevant provider must:

Standard 4
Act only on the basis of the free.
prior and informed consent of
aclient

Standard 5
Ensure that all advice and
products are
a) in the best interest of
each client.
b) appropriate to the individual
circumstances of each client
c) presented in terms easily
understood by the client

Standard 6
Take into account the broad

effects arising from a client
acting on their advice.

a relevant provider must:

Standard 7
Obtain informed consent to act
and to receive agreed fees and
payments for agreed services.
Standard 8
Obtain informed consent.
and agree, to maintain
records relevant to the advice
provided. in accordance with
relevant privacy, regulatory and
confidentiality obligations.
Standard 9
Ensure that all advice and
products are.
a) offered in good faith and
with competence
b) based on information
that is neither misleading
nor deceptive

a relevant provider must:

Standard 10
Develop and maintain a high
level of relevant knowledge
and skills.

Standard 11
Accept that potential breaches
of this Code will be subject to
investigation and discipline from
the responsible Code Monitoring
Body. undertaken in accordance
with ASIC's approval and
oversight of that Body.

Standard 12

Individually and in cooperation
with peers, uphold and promote
the ethical standards of the
profession. and hold each other
accountable for the protection
of the public interest

Figure 1. Financial Planners and Advisers Code of Ethics 2019.127

Our
values

A relevant provider must
always act to realise and
promote the values of:

* Trust
+ Competence
* Honesty

* Fairness

« Diligence

in relation to relevant financial products.

To help improve understanding of the Code, FASEA released a guide containing
questions to illustrate its application. The guide also provides practical examples on how
to behave in the spirit of the code.’® Overall, the Code is designed to encourage higher
standards of behaviour and professionalism, imposing ethical duties that go beyond
minimum legal requirements.’?®

Public Register

The Financial Advisers Register exists as an official public record of financial advisors
who are authorised to provide personal advice to retail clients on relevant financial
products. It allows the public to check an advisor’s qualifications, experience and
employment history before they decide to get financial advice from them. The register is
managed by ASIC, however it is the responsibility of an AFS licensee to contribute and
update information to the register. Failure to do so is a breach of their obligations and
canresult in a penalty.'3°

Response to the reforms
Parts of the financial advice industry, and the finance sector more broadly, found it
challenging to adapt to aspects of the regulations that addressed conflicts of interest in
the business model and higher professional standards. Some members of the industry
left at this time, and several large financial institutions sold their financial advice
businesses. The number of financial advisers declined, and the industry continues to
experience problematic conduct in some cases.’!

The educational standards are currently the subject of a review process to increase
flexibility and reduce complexity.™? However, all stakeholders support the drive to higher
standards compared to where the industry was positioned in the recent past. 3 The
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overall quality of practicing financial advisers has improved, and stronger standards for
ethics and professionalism have become expected as a normal part of the industry.

Key reflections

The financial advice case study highlights how mechanisms including new qualification
standards, exams, professional work experience, CPD, a code of ethics and a public
register can be used collectively to advance professionalisation. While the transition was
steered by the Australian Government through legislative reform and the creation of an
official standards body, the experience of Australia's newest profession’ demonstrates
the importance of professionalisation processes that have flexibility and are not overly
complex.
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3. International approaches to best
practice in property management

Below is a snapshot of four jurisdictions that have introduced innovative approaches to
lifting standards in property management. They showcase an array of mechanisms
including licensing, codes, continuing professional development requirements, ethics
enforcement and complaint handling functions. Comparing these mechanisms as they
apply to each jurisdiction allows for greater insight into the property management
sector's unique features, challenges, and options for reform. Individually and collectively,
these mechanisms operate to enhance public trust, professionalism and ethical conduct
in the sector.

Scotland, United Ringdom

Scotland operates one of the most comprehensive regulatory systems for property
managers (also known as letting agents) in the United Kingdom. This framework is
established under the Housing (Scotland) Act 2074, with Scottish Ministers responsible
for overseeing its key features including:

¢ mandatory code of practice
e register with a ‘fit and proper’ person test
e CPD requirements

e minimum education and training requirements that must be met prior to
registration

e the First-Tier Tribunal for Scotland (Housing and Property Chamber), and

e powers for Scottish Ministers to obtain information, undertake inspections and
monitor compliance.

In addition to these regulatory mechanisms, there is opportunity for letting agents to
further their standards of practice through voluntary professional association
membership with additional codes and training opportunities.

Minimum education and training requirements

To practice as a registered letting agent in Scotland, an individual must complete one of
four approved qualification pathways. Three of these qualifications are delivered by
accredited training providers, while the fourth is offered by the professional association,
the Royal Institute of Chartered Surveyors (RICS)."3* Programs vary in format delivery
and timeframe. For instance, the qualification delivered by Propertymark is delivered
through online self-study, with an in-person exam to test competency. On the other
hand, the qualification delivered by LETWELL and Landlord Accreditation Scotland
comprises face-to-face training days and written assessments.'3>
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Scottish Letting Agent Register

Any person carrying out letting agency work in Scotland is legally required to be
registered on the Scottish Letting Agent Register. The list is overseen by Scottish
Ministers and is designed to ensure that every agent is suitable to perform their role and
has met minimum education and training requirements. Agents are required to reapply
every 3 years, which serves as a check-in point for CPD compliance.3®

Continuing professional development

Any agent whose relevant qualification is more than three years old at the time of
registration, must have completed at least 20 hours of CPD training within the preceding
three years to prove that they are a ‘fit and proper’ person.3”

This may include training on legal requirements, the private rental sector and customer
service. At least 15 hours of formal training must be completed via courses, conferences,
lectures, webinars or seminars and the remaining hours can be completed informally,
through work shadowing and informal learning, for instance.!38

Code of Practice

The Letting Agent Code of Practice establishes the standards expected of letting agents
operating in Scotland, how they must handle renters’ and rental providers’ money and
the professional indemnity arrangements they should keep in place. The Code reflects
existing good practice in the industry, helping to raise standards where needed and build
a more effective private rental sector.’3?

First-Tier Tribunal

While there a several mechanisms in place to enforce letting agent compliance in
Scotland, including registration and inspections of agents, the First-Tier Tribunal for
Scotland (Housing and Property Chamber) stands out as a particularly instructive
example.140

The Tribunal is also commonly known as the ‘First-Tier Tribunal for landlords and
tenants’ and is an independent judicial body that allows for civil disputes to be heard
between renters and rental providers such as unlawful evictions, rent increases and
maintenance issues. The tribunal can require rental providers to resolve the issue which
can sometimes involve providing compensation. It is a less formal and free alternative to
the Sheriff Court, and in most cases, does not require an individual to seek legal help.
However, the process can still take several weeks or months. Tribunal decisions can be
reviewed, and individuals may also pursue an avenue of appeal.’’

Scottish Ministers, renters and rental providers can also apply to the Tribunal if they
believe a letting agent has breached the Code of Practice. Where the Tribunal finds that
an agent has failed to comply, an enforcement order is issued with the necessary steps
the agent must take to rectify the failure. Failure to comply with the order is a criminal
offence.’#?

Professional association membership

Letting agents may also choose to pursue a voluntary membership with one of several
professional associations. The Royal Institute of Chartered Surveyors (RICS), for
instance, has a strong presence in the United Kingdom and even provides one of the
qualification pathways for letting agents in Scotland. Letting agents may pursue
membership with the association to further their professional identity, advance their
skills and knowledge through professional certifications and gain access to international
networks. RICS has their own standards documents, rules of conduct and member
registers to support members with an ethical approach to practice and make it easier for
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consumers to choose agents that have taken additional, voluntary steps to
professionalise.’3

The RICS Rules of Conduct lists five rules with accompanying example behaviours to
promote ethical decision making and behaviour as a professional. These rules are listed
below:

e Rule 1. ‘Members and firms must be honest, act with integrity and comply with
their professional obligations, including obligations to RICS. "%

e Rule 2. "Members and firms must maintain their professional competence and
ensure that services are provided by competent individuals who have the
necessary expertise. 74

e Rule 3. "Members and firms must provide good-quality and diligent service. "6

e Rule 4. "Members and firms must treat others with respect and encourage
diversity and inclusion. ™4’

e Rule 5. ‘Members and firms must act in the public interest, take responsibility for
their actions and act to prevent harm and maintain public confidence in the
profession. "8

There are also accompanying example behaviours for each rule. For instance, under Rule
1, “Members and firms do not mislead others by their actions or omissions, or by being
complicit in the actions or omissions of others.” "9 Moreover, under Rule 5, “Members
and firms respond to complains made against them promptly, openly and
professionally. "0

To assist members with meeting the Rules of Conduct, RICS provides resources
including an 'Ethics Decision Tree', learning modules and case studies to demonstrate
how members should behave in situations that may arise in practice. One case study
outlines how to apply the Rules of Conduct when negotiating rent, another details how
members should handle a data breach.™?

Hong Kong

Hong Kong exists as another valuable case study as the government has recently
introduced a range of mechanisms to advance professionalisation in the property
management sector. This approach stands out due to the government leadership in
driving and implementing these reforms. Key features of Hong Kong’s approach include:

e oversight by the Property Management Services Authority (PMSA)

e tiered licensing of property managers

e registration with PMSA / public register

e mandatory Code of Conduct and a Best Practice Guide

e CPD

e PMSA complaint handling function

e mandatory membership with one of 12 professional associations, and
e entry requirements including qualifications, work experience.

The Property Management Services Authority (PMSA)
PMSA is a statutory body established under the Property Management Services
Ordinance (Cap. 626)in 2016. The body is tasked with regulating the property managers
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and promoting professionalisation of the sector by encouraging high quality practices. It
adopts a three-pronged approach by implementing the regulatory licensing regime,
establishing standards and encouraging a culture of learning and professional
development.’?

Tiered approach to licensing

Hong Kong’s approach to property management licensing is distinct due to its two-
tiered approach. The approach was only recently introduced in August 2020 alongside a
three-year transitional period. Property managers on a Tier 2 license have typically
already completed a few years of work experience as an Assistant Property Officer and
they also possess the required property management qualification, bachelor’s degree or
equivalent. On the other hand, property managers on a Tier 1 license are senior
professionals with several years of experience. They are responsible for supervising their
colleagues on a Tier 2 license and are also required to be a member of a recognised
professional association.’2 This tiered licensing approach provides a clear career
pathway and provides consumers with additional clarity about a property manager’s
level of experience, role and responsibility.

Public register
The PMSA register is an official channel for the public to access information, verify the
licensing status of property managers in Hong Kong and view any disciplinary records.*

Code of Conduct and Best Practice Guide

The PMSA has formulated multiple codes and conduct and related best practice guides
to establish service standards and provide practical guidance on various property
management functions to raise professionalism in the sector. For instance, the PMSA
has developed a Code of Conduct on complaint handling, handling money, protecting
personal data, and fire safety. Additional documents are also in development, including
guidance on handling noise issues and canopy work.”™> The sweeping approach to Codes
of Conduct and Best Practice Guides can provide highly practical information for
property managers and renters. However, in implementing something similar in Victoria,
the release of guidance could be undertaken in a staggered approach with the set of
guidance built over time.

Failure to comply with a Code of Conduct can result in disciplinary action including
license suspension, revocation or financial penalties.’®

Continuing Professional Development

The PMSA'’s CPD scheme was launched in 2022 and sets requirements for participation
in CPD activities and courses. While initially introduced as a voluntary mechanism, the
authority has started implementing the scheme on a mandatory basis by stages
according to license type. Tier 1 licensees must complete a minimum of 12 CPD hours per
year, while Tier 2 licensees are required to complete at least 6 CPD hours per year.™’

Complaint handling function

The PMSA has the power to investigate complaints against licensed property
management companies and practitioners where there is a suspected disciplinary
offence, or they no longer meet the requirements to hold a license. The authority has
pledged to conclude complaint processes within six months and will give the
complainant monthly updates in writing or by other means.’>®
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Membership with professional associations
The requirement for Tier 1 licensees to be a member of a professional association is
another distinct approach to professionalising the Hong Kong property management
sector. Professional associations must apply to be recognised by the PMSA and
demonstrate that they meet set criteria including:

1) relevancy to the property management profession in Hong Kong
2) mechanism to regulate professional conduct
3) CPD requirement
4)
5)

recognition of the organisation within the property management industry, and
membership entry requirements.'®

The PMSA encourages diversified development within the property management
industry, and welcomes the application of more professional associations to become
registered. This co-regulatory approach sees professional associations largely

responsible for delivering CPD training and representing members during engagements
with PMSA.160

Qualification requirement

While there are several pathways to practice as a property manager and be eligible for a
license, typically an individual must possess a relevant bachelor’s degree in property
management or related field and complete between one and eight years of work
experience, depending on the license type.'®’

Ontario, Canada

Ontario, Canada serves as another insightful case study due to its use of novel
mechanisms to elevate standards of property manager (condominium manager) practice
including the Real Estate Ethics Index and the Certified Rental Building Program. Key
features of the overarching regulatory framework include:

e oversight by the Condominium Management Regulatory Authority of Ontario
(CMRAO)

e licensing

¢ mandatory Code of Ethics

e CMRAO complaint and disciplinary function
e CPD requirements

e public register, and

¢ voluntary membership of professional associations - Real Estate Ethics Index,
Certified Rental Building Program.

Condominium Management Regulatory Authority of Ontario (CMRAO)

The Condominium Management Regulatory Authority of Ontario (CMRAO) was
established under the Condominium Management Services Act 2075 to regulate the
condominium management profession and better protect consumers. The CMRAO sets
standards and enforces the licensing regime.'62 The authority also handles complaints
and undertakes disciplinary action ranging from warnings to license revocation.'63
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Mandatory licensing

Licensing is mandatory for condominium managers in Ontario and is split into two tiers.
A limited license is provided to managers who have worked in condominium
management services for less than two years and are supervised by general licensees. A
general license is provided to managers who have worked for more than two years and
have completed the education requirements.®* Managers must apply annually to have
their license renewed and demonstrate that they have completed the required CPD.'6>

Mandatory Code of Ethics

CMRADO enforces the Condominium Management Services Act Code of Ethics. The
document outlines what good practice, professional behaviours and quality service looks
like.'®® Some of these requirements include:

"Treating people fairly, honestly and with integrity
e Not engaging in acts of discrimination or harassment
e Providing reasonable accommodations for people with disabilities

e Providing reliable and responsive service while demonstrating knowledge, skill
and competence. 67

Public registry

CMRAQO also has a public registry on their website which allows the public to search by
condominium managers, companies and license number and access information on
license status and type. The register does not appear to provide information on
disciplinary actions.68

Professional Associations

Property managers in Ontario may choose to voluntarily join a range of national and
provincial professional industry associations to signify their commitment to ethical
practices.

The Real Estate Institute of Canada (REIC) is well-known for establishing the benchmark
for professionalism in the real estate sector.'®® REIC members are bound by a Code of
Professional Standards and are required to maintain or be working towards a
certification or designation, such as the REIC Certified Property Manager designation or
Accredited Residential Manager (ARM) designations. Accredited practitioners can use
the corresponding trust mark next to their name.”° Members are held accountable
through a complaint handling function and a discipline process.'

A novel mechanism developed in 2024 by REIC is the Real Estate Ethics Index (see Figure
2 below). This index is designed to showcase Canadian provinces and territories with the
highest ethical and professional standards, thus helping to standardise compliance. The
Index considers the pillars of ethics, experience, education and expertise to evaluate the
performance of real estate agents (including property managers).'”?
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Real Estate Ethics Index

Explore the provinces and territories with the highest ethical and professional
standards. Our scores are calculated using an unbiased system to ensure accuracy
and fairness.

Rank |  Province/Territory Ethics Score

1 x Nova Scotia 90.7

Find a NS Professional

=" Newfoundland Ly )

and Labrador

/]

Find a NL Professional

3 E-?;ia: Prince Edward

Island

Find a PE Professional

Figure 2: The REIC Real Estate Ethics Index. Screenshot taken in March 2026.173

Another professional association, the Federation of Rental Housing Providers of Ontario
(FRPO), has created a novel approach to elevating standards of practice in the sector.
The Certified Rental Building Program (CRBP) is a certification program that supports
property owners and managers to deliver high-quality rental experiences for residents of
multi-residential apartment buildings. CRBP members are required to meet over 50 best
practice standards and Environmental, Social, and Governance (ESG) commitments,
complete several mandatory educational training courses and pass a third-party audit of
all the buildings that are to be certified within the property manager’s portfolio.'*

Some examples of the best practice standard requirements include:

e RM-6.2 - Processes and procedures are put in place to ensure every ‘non-
emergency " request for repairs or maintenance is responded to with a resolution
plan within two business days of receiving the request and emergency requests
are responded to within 24 hours of receiving the request. "7°

e RM-8.1 - ‘Resident complaints or concerns are responded to with a resolution
plan within 48 hours (or two business days on weekends) of receiving the
concern. 76

e RM-8.2 - A ‘one-up’ process is established for residents to escalate their
complaint or concern if unsatisfied with the resolution being provided at their
building. 77

e ENV-4.6 - Energy Star rated appliances are used when in-suite appliances are
replaced. 78

CRPB training courses are designed to promote ambassadorship and property
management professionalism, accessible customer service, environmental awareness
and technical training related to the CRBP program.”®
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In return for meeting the certification requirements, members are provided with the
CRBP logo which means that renters can easily identify verified apartment buildings and
property managers allowing them to, "rent with confidence'.'®° The program is now
operating nation-wide and is Canada's leading quality assurance and certification
program for multi-residential rental housing.®"

California, United States of America

The USA has a somewhat fragmented regulatory approach to property management.
There is limited federal government oversight and instead, regulations including licensing
requirements are overseen by states. As such, professional associations play a
significant role in unifying property managers and working to advance professionalism.

The case study of California was selected because it combines a framework of strong
entry requirements with comprehensive ongoing training and education through CPD.
Key features include:

e oversight by the California Department of Real Estate
e public register

e licensing

e qualification requirements

e aprofessional exam

e CPD requirements, and

e voluntary membership of professional associations.

California Department of Real Estate

The California Department of Real Estate provides regulatory oversight of the real estate
sector, administering licensing, education and enforcement activities. The department
also administers a public register on licensees.®?

Mandatory licensing, qualification and professional exam requirements
While there is no specific ‘property manager’ license in California, a real estate broker
license is required to carry out property management tasks and responsibilities.’®3 To
become a licensed real estate broker, an individual must have completed the college-
level course requirements. These courses cover broad topics from real estate practice
and finance to property management and office administration.’® The individual must
also have at least two years of full-time experience or have a university degree with a
major or minor in real estate. An individual must also pass a professional exam
administered by the California Department of Real Estate.'85

Continuing Professional Development

Licensees are required to complete 45 hours of approved CPD activities every four years
to renew their license. Mandatory and voluntary coursework varies depending on
whether it is a first-time renewal or whether the practitioner has more experience. For
instance, real estate brokers renewing for the first time must complete six separate
three-hour courses in ethics, agency, fair housing, trust fund handling, risk management,
and management and supervision. They must also complete a minimum of 18 hours of
consumer protection courses.'86
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Property managers can voluntarily join a professional association such as the National
Association of Residential Property Managers (NARPM) or the Institute of Real Estate

Management (IREM) to elevate their reputation and standing as a professional. Members
of these associations have access to comprehensive codes of ethics that are otherwise
lacking at the California state regulatory level. Members of NARPM and IREM also have
access to internationally recognised certifications such as the ‘Residential Management
Professional’ and the ‘Master Property Manager’ certifications.’

Key reflections on approaches to best practice

All four jurisdictions require property managers to possess some form of licensing or
registration to practise. In Hong Kong and Ontario, licensing is split into tiers to reflect
the level of experience and type of responsibilities a licensee undertakes. Scotland does
not require licensing, yet the requirement to register functions similarly to licensing as
property managers must demonstrate they are meeting their professional obligations on
an ongoing basis.

Continuing professional development is also a common feature across the jurisdictions,
demonstrating the effectiveness of this mechanism in revising and updating property
manager competency. California’s approach to CPD is particularly insightful because
there are specific course requirements for early career professionals. Ethics is also a key
focus across CPD activities, highlighting the importance of this focus in professional
property management.

Scotland, Hong Kong and Ontario each have mandatory codes of conduct or ethics,
indicating that these are widely considered to be essential. Hong Kong’s approach to
developing and publishing multiple codes and best practice guides is distinct and in stark
contrast to Ontario’s CMRAO’s Code of Ethics which can be summarised across two-
pages. Notably, the California Department of Real Estate does not have a code in place
for licensees; however, this gap is partially filled by professional association codes.

Each jurisdiction includes mechanisms to address misconduct and enforce standards.
Scotland’s First-Tier Tribunal for landlords and tenants and Hong Kong’s central
regulatory authority, PMSA, stand out as particularly strong models. Public registers are
also common across the jurisdictions, allowing for greater transparency and
accountability.

Professional associations play distinct roles in elevating standards and encouraging best
practice across the sector. This is directly recognised by PMSA in Hong Kong, who
require Tier 1 licensees to possess membership with an association. Professional
associations in Ontario have also introduced their own, innovative mechanisms to better
encourage professionalism - the Real Estate Ethics Index and the Certified Rental
Building Program.

To summarise, Scotland, Hong Kong, Ontario and California have integrated multiple,
common mechanisms including licencing, CPD, codes, registers and complaint handling
to further the professionalisation of property management within their jurisdictions.
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Across both Australian and international examples, it is evident that no single
mechanism is a silver bullet. Instead, mechanisms work together to establish standards
of practice, encourage continuous improvement and enforce accountability.

Any voluntary mechanism introduced in the Victorian property management sector
must complement, not duplicate, existing regulatory frameworks. Overly complex or
burdensome requirements risk low professional uptake, while a well-designed
mechanism(s) has significant potential to strengthen property manager competency,
improve consumer confidence and promote greater trust in the sector. The initial
commitment need not be a silver bullet but have the flexibility to evolve over time. For
the voluntary commitment to be sustainable, it will also need a clear governance model
with a body or organisation taking the lead role of oversight and ensuring accountability.
A voluntary commitment if implemented thoughtfully could have a direct impact on the
sector both for the industry and for renters in Victoria.
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