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Tenant portal rollout for
managers

Property managers, coordinators and the finance clerk at Hollins & Tate

Property

Version 1.0 Date 6 Nov 2026 Owner Hollins & Tate Lettings

The tenant portal replaces the paper rent book and most repair calls. This guide says who

sees what, how the five-week rollout runs and what can go wrong.

At a glance
» 5 weeks from setup to the end of the paper rent book.

» 6 in 10 pilot tenants must sign in within 7 days before the other buildings start.
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1. What changes

1. What changes

1.1 For tenants

A tenant opens the portal on a phone. Nothing is installed. The tenant can:

» pay rent online, by bank transfer or card;
» report a repair, with a photo;

» read tenancy papers and notices.

That is all. Rent is still due on the 1st. The portal reminds the tenant on day 3 and day 7 after the due

date. A receipt is emailed straight after payment.

Hollins & Tate < Report a repair
Tenant portal Marlow House - Flat 4B

Hello, Mei

Marlow House - Flat 48 /\ Water leak, no power, no gas, or a broken
front door? Do not use this form. Call the
emergency line: +60 12-000 0000

RENT DUE

RM 1,850.00 Due 1 Dec
Bedroom door handle is loose

E Pay rent How urgent is it?

What is wrong?

November rent paid on 2 Nov - receipt emailed Urgent Ro IR
2 working days 10 working days

", Photo
* B®

v
Report a repair My tenancy _ door-handle.jpg

y %< Only the manager and the coordinator can
With a photo Papers and dates see it

NOTICES
Send request
6NOV  Water off, Marlow House

Tuesday 10 Nov, 9:00 to 12:00

280CT  Bins moved to the side gate
From the 1st of December

Figure 1. Tenant home: rent due and report a Figure 2. Report a repair: the emergency banner,
repair priority and photo
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1. What changes

1.2 For managers

Dashboard

The dashboard shows what needs a manager's attention today.

1 Open Dashboard.

Figure 3: The dashboard: arrears, open repairs and the pilot count

Dashboard
¥

Monday 9 November 2026 - 412 homes in 7 buildings L Export PDF

OCCUPANCY RENT COLLECTED IN ARREARS OPEN REPAIRS
o,
96% RM 541,300 14 9 37 9
396 of 412 homes let 71% of RM 762,200 due on 1 Nov RM 23,950 - flagged after 5 days 1 emergency - 8 urgent - 28 routine
Buildings Sorted by arrears Tenant portal: pilot Week 2
BUILDING HOMES LET IN ARREARS OWED OPEN REPAIRS
Sable Row 83  cmm— 80 4 RM 7,000 9 71 ot 102 signediin 0
Marlow House 64 eo—2 3 RM 5,100 7 Greaves Court and Marlow House - invited Mon 9
Nov

Orchard Mews 71 —— 69 2 RM 3,700 8
Pell Street Flats 50 cmmm— 50 2 RM 3,400 5 Needs a look
Greaves Court 38 — 37 1 RM 1,850 3 Tenancies ending in 60 days 11
Tanner's Wharf 58  eomm— 53 1 RM 1,550 2 Invites not delivered 4
Kiln Yard 16 oo— 45 1 RM 1,350 3 Payments to check 2
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2. Who sees what

2. Who sees what

There are five roles. Nobody gets a role "just in case". Ask the director.

Role Can open Cannot open
Property manager Tenants, repairs and notices of their own buildings Other buildings
Maintenance coordinator Repairs and contractors, all buildings Rent figures
Finance clerk Rent ledger and arrears, all buildings Repair photos
Director Everything, to read, and the reports Changes nothing
Tenant Their own home Everything else

Figure 4: Users and roles: each person, their role and their buildings

Users and roles
9 staff - 5 roles

+ Add user

NAME ROLE BUILDINGS LAST SIGN-IN What each role can open

pp Darren Rowe e Al7 Today DR MGR  MAINT.  FIN.
darren@example.com

Tenants Read Edit Read
Priya Nair
PN priya@exarmple.com Property manager Sable Row, Kiln Yard Today Repairs Read Edit Edit
Repair photos Read  Read Read
Lc LeonChua Property manager Marlow House, Greaves Court Today parp
leon@example.com
Rent ledger Read  Read Edit
mo Maya Okafor Property manager Orchard Mews, Pell Strest Flats ~ Fri Notices Read  Edit
maya@example.com
Hock Wei T Reports Read
nw Hock WeiTan Maintenance coordinator A7 Today

hockwei@example.com Roles are set by the director only. Nobody gets a role "just
in case".

Siti Binti Rahim
sB Finance clerk A7 Today

siti@example.com

wr MeiTan Property manager Tanner's Wharf Thu
mei@example.com
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3. Repairs

3. Repairs

Repairs

3.1 Priorities

Priority Examples We answer

Emergency Water leak, no power, no gas, broken front door In 4 hours

Urgent Window will not close In 2 working days

Routine Hallway light flickers In 10 working days
Warning

An emergency is not reported in the portal. The tenant must call the emergency line. The portal

shows a red banner with the number.

3.2 Handle a request

1 Open Repairs.

2 Click the request.

3 Check the Priority. Change it if it is wrong.

4 Click Assign contractor.

Figure 5: A repair request: priority and Assign contractor

Repairs
37 open - all buildings

All 37 Emergency 1 Urgent 8 Routine 28  Waiting for tenant 5

REF HOME PROBLEM PRIORITY REPORTED STATUS
Today
R-2291 Marlow House 4B Bedroom door handle loose Routine 07:40 New
. . Contractor

R-2288 Sable Row 12 No hot water since Saturday w Sat 21:05 booked
R-2287  OrchardMews31 ~ Codroom window willnot Urgent Sat 10:12 Contractor

close booked
R-2284 Pell Street 9A Hallway light flickers Routine Fri 16:30 New
R-2279 Greaves Court 2C Mould on bathroom ceiling Urgent Thu 09:02 Waiting for tenant
R-2276 Orchard Mews 8 Dishwasher does not drain Routine Wed 18:44 In progress
R-2271 Kiln Yard 5 Cracked tile by the front door Routine Tue 11:20 In progress
R-2065 |cnner's Wharf Intercom buzzer not working Routine Mon2Nov  Waiting for tenant

14

R-2291 - Marlow House 4B - Mei Tan
Bedroom door handle loose

Reported Today 07:40, from the portal
Tenant chose Routine
Respond within 10 working days

PRIORITY

Emergency Urgent me

The tenant sees the chan<z

Assign contructo Message tenant

Contractors do not use the portal in this release. The coordinator sends the job to the contractor by

email, as before.
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4. The rollout plan

4. The rollout plan

4.1 Five weeks

Tick each item when it is done.

[ ] Week 1, setup. Import the 412 tenancies. Check names and emails. Make the 5 manager accounts

and train them for 1 hour.

Week 4, the other buildings. 5 buildings, 310 homes. Invites go out in 2 batches, Monday and
Wednesday.
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Week 5, paper stops. The paper rent book stops on the 1st. The phone line stays.

4.2 The go or no go rule

Go when atleast 6 out of 10 pilot tenants have signed in within 7 days, and no payment has gone

missing.
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5. Risks

5.1 What can go wrong

Risk

5. Risks

What we do

About 60 tenants have no email
address

A tenant pays twice, by bank transfer
and by card

A repair photo shows people in the
flat

An old email address makes the
invite bounce

A contractor does not use the portal

A manager visits and writes the address down. Until then the
tenant keeps paying at the office.

The finance clerk checks the ledger every Monday morning and
refunds within 5 working days.

for 12 months.

The manager sees Not delivered on the tenant's row and fixes the

address.

The coordinator forwards the job by email. Contractor access is not

in this release.

Warning

Tenant details are kept for 12 months after the tenancy ends.

Change log
Version Date Change By
1.0 2026-11-06 First version Hollins & Tate Lettings
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