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Magazine Theme 
To err is human; and we are only human after all.  Making a 
mistake can be a learning experience, but for condominium 
managers, there is an expectation of perfection.  This issue delves 
into the politics of making mistakes, how to admit errors, and how 
overcome them.  
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In a time where information is constantly 
changing or sometimes contradicting itself, 
the last thing a manager wants to do is 
to add to the confusion or mislead their 
clients.  Read about some simple steps to 
maintain your integrity on page 19. 22
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Message
from the Executive Director

Of course, this title is an adaptation of the phrase, 
“Government of the People, by the People, for the People,” 

from Abraham Lincoln’s famous Gettysburg 
address in 1863. It is a popular sentiment often 
used to describe democratic governance. It 
applies equally well to condominium corpo-
rations and not-for-profit organizations like 
ACMO, although they are governed by differ-

ent legislation (i.e. the Condo Act vs. the Corporations Act, 
respectively).  

Recently we saw democracy in action as ACMO held its 44th 
Annual General Meeting. The membership elected four new 
board members; Katherine Gow, Courtney Cartmill, Melissa 
Kirkaldie and Mark Daye, who will volunteer their time and 
guidance for three years.  Leading up to the AGM, I was a little 
surprised when a few members contacted me to challenge 
the nomination process suggesting that it was undemocratic, 
unfair, and somehow improper.  Specifically, they took issue 
with the fact that the Nominations Committee had evaluated 
all nominees and recommended a slate of four candidates for 
consideration by the members, in addition to presenting the 
other nine candidates. 

While admittedly a new practice initiated by the board last 
year, it is not improper. Notwithstanding what was done in the 
past, the Nominations Committee simply did its job as specified 
in the bylaws. Section 4.04.1 states that “the list of candidates 
and the advance ballot SHALL contain the names of the candi-
dates for office proposed by the Nominations Committee, and 

Government of the Members,  
by the Members, for the Members

Paul B. MacDonald
Executive Director

the candidates whose names have been put in nomination 
under section 4.03.1 (i.e. the call for nominations).”  

Recommending a slate of board nominees is widely 
considered governance best practice for any association 
or organization.  A nominations committee is responsible 
for recruiting the best-qualified candidates for the board 
of directors to advance the interests of the members and 
ensure the sustainability of the association.  To find candi-
dates with the right skills, qualifications, expertise, and fit, 
the nominating committee must identify, recruit, screen, 
assess and recommend candidates for consideration and 
election by the members.  

There is little point in having a nominations committee 
if they do not propose and recommend candidates. Simply 
presenting the members with a list of candidates has the 
potential to reduce the election to a popularity contest with 
little consideration for qualifications or fit.  It is also true 
that even the best nomination process may not get it right 
every time. As such, ACMO will continue learning, evolv-
ing, and improving our nomination process to serve our 
members best. It’s worth noting that the ability to challenge 
the process is a characteristic of a healthy democracy, so 
I’m glad we have members that are sufficiently passionate 
about ACMO to question our process!

Regardless of the process, it will always be democratic, 
because ultimately our members will decide who they 
support and elect. That is the essence of the government of 
the members, by the members, for the members. n
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2021/2022 ACMO Board of Directors

It is my great honour and privilege to serve as the President 
of ACMO.  I thank you and my fellow board members for their 

support.  I am excited about the course we have 
charted and am looking forward to the sunny 
shores upon which we will soon celebrate.

Our profession has increased exponen-
tially in complexity in a staggeringly short 
time.  Coupled with the new challenges 

COVID-19 has added to a market sector bursting at the 
seams, it should have been a recipe for catastrophe.  Once 
again, condominium managers and, in particular, RCMs, 
have risen to the occasion.  Adopting new technology at 
lightning speed, creating new policies and procedures, and 
implementing them at a moment’s notice while addressing 
our most important function is caring for people and their 
homes.  I applaud my colleagues who have gone above and 
beyond during this extraordinary period.  

This time has also demonstrated to us the merit of pivoting 
with agility: to assess risk and respond accordingly; to estab-
lish fundamental values and weigh decisions against them; to 
communicate as changes are implemented; to re-evaluate and 
strike a new course if needed.  More than ever, it has demon-
strated the value of a professional community where we have 
been able to share information to help the articulation of 
complicated public health guidance or changing legislation.

Such challenges and the unique concerns facing each of 
our communities have not always meant perfect solutions or 

execution.  In this edition, shared stories highlight tenacity and 
the pragmatism of tirelessly seeking a positive resolution to 
often staggering adversity.  Addressing issues head-on, over-
coming shortfalls and collaboration have been used to foster 
new understandings and results.  These are the essence of a 
masterful condominium manager — someone who can guide 
the ship to a safe harbour in treacherous waters.

It requires a laser focus on the end goal, ironically one 
whose ultimate destination might shift significantly as the 
yarn unravels.  It involves the commitment of the whole team 
to integrity, standards and a sense of duty.

We have an exceptionally well-engaged membership, one 
that other professional organizations envy.  In maintaining 
our focus and responding to the needs and desires of our 
professional community, we will be successful in achieving 
our shared goals: broadening our professional community, 
increasing awareness of the value of ACMO to its members 
and of those holding our designations, achieving organi-
zational excellence and continuing to provide educational 
leadership in a changing world.   

I thank you for your commitment to the end goal and for 
helping us get there together. n

Katherine Gow,  
ACMO President

Message
from the President

Everyone Makes Mistakes
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Snapshot

opportunity to introduce themselves and give a 2-minute 
presentation on how ACMO can remain viable and relevant to 
the members in light of the challenges facing the industry. 
Attendees voted for their choice through electronic means and 
quickly learned the results within a few minutes.

The following members were elected to ACMO’s Board of 
Directors at the Annual General Meeting: 

· Courtney Cartmill, RCM
· Mark Daye, RCM

· Katherine Gow, RCM
· Melissa Kirkaldie, RCM

These new directors join the following board members 
currently serving their 3-year term: 

· Juliet Atha, RCM
· Vincent Bennett, RCM
· Laura Lee, RCM
· Craig MacMillan, RCM 
· Daniel Perez-Arteaga, RCM

· Eric Plant, RCM
· Catherine Murdock, RCM
· Harry Nielsen, RCM
· Sean Wilde, RCM

Thank you to all the enthusiastic and talented RCMs who 
accepted nominations to the board and participated in the 
nomination process.

The ACMO Board of Directors wishes to extend thanks 
and appreciation to Dean McCabe, Audrey McGuire, and 
Gabriela Shand, who finished their term of service with 
the ACMO board.

RCM Exams Move Online 
As the restrictions on public gatherings continue, ACMO 

has partnered with Mohawk College to offer the RCM Exam 
online. The exam will be offered four times per year; March, 
May, September, and November. Each exam period runs for 6 
days and continues to be a closed book exam with 3-1/2 hours 
in which to complete it. 

At this time, the Refresher Course is not yet available online.
Exact exam dates will be announced closer to the month 

in which they are held. Check the ACMO website and event 
calendar at www.acmo.org for more information.

ACMO AGM – New Board of Directors
On April 30, 2021, ACMO held its Annual General Meeting. 

The membership was well represented with 88 individuals 
participating in the video conference and 242 members partic-
ipating via proxy for a total of 330 members, far exceeding the 
requirements for meeting quorum. 

During the meeting, the voting members passed By-Law #4 
which amends By-Law #3 to allow future meetings and voting 
to be held entirely by electronic means. 

There were four open positions on the board of directors 
to be filled through an election process. All nominees had the Ph
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A quick glance at what’s happening with ACMO  
and the condominium industry.  
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Welcome New RCMs
ACMO wishes to recognize those 

members who recently achieved their 
RCM designation, and have demon-
strated a commitment to professionalism 
and a higher standard of condominium 
management. Congratulations to all!

Anne Bishop, RCM 
Richard Chen, RCM
Kambiz Fahimi-Manzari, RCM 
Setmir Faikovski, RCM
Nir Gurau, RCM
Ashlee Henry, RCM
Noah Johnston, RCM
Anne Makuch-Schjerning, RCM 
Rose Maleki, RCM
Afreez Rahemtulla, RCM 
Devika Seeraj, RCM 

The Dawning of a New Era 
for ACMO

On April 1, 2021 ACMO took an impor-
tant step in its organizational evolution 
by becoming self-managed. Established 
in 1977, ACMO was originally managed 
by volunteers out of necessity, but with 
growth they realized they needed help 
and decided to outsource the staffing and 
management of ACMO to BB&C Manage-
ment Services in 1988. This arrangement 
served the association well and BB&C was 
instrumental in helping the association 
grow and succeed in subsequent years. 

More recently, ACMO’s board of direc-
tors concluded that the association had 
matured and grown in complexity to the 
point that it would benefit from transi-
tioning from a volunteer-led operation 
to one led by professional staff, with 

volunteers focused on guiding strategic 
direction and policy. The board initiated 
this process in 2019 by hiring a fulltime, 
dedicated Executive Director who under-
took an organizational assessment and 
led the board and staff through a strategic 
planning process. One of the resulting stra-
tegic goals was to become self-managed as 
a means of improving organizational effi-
ciency and effectiveness. This was realized 
on April 1st, 2021. 

ACMO has hired the BB&C staff that 
had been working with the association, 
and all processes and business relation-
ships have been migrated over to ACMO. 
A search is underway for new office space 
to accommodate the association’s small 
team of five but ACMO will continue 
sharing BB&C’s offices under a sub-lease 
arrangement during the search. 

ACMO extends heartfelt thanks to 
BB&C Management Services for their 
dedicated service and support to the 
association over the years and wishes 
them every success in future. 

City of Toronto Environment 
& Energy Initiatives

Better Buildings Navigation & Support 
Services provides building owners, oper-
ators, and property managers support 
navigating the process of improving the 
energy efficiency of their buildings and 
reducing greenhouse gas emissions. These 
improvements help decrease operating 
costs, increase occupant comfort, and 
improve the overall value of buildings. 

Better Buildings Navigation & Support 
Services can help you to:

· Identify potential energy efficiency 
opportunities in your building
· Access available incentives and 
financing for identified projects
· Overcome hurdles you may be facing 
with project implementation
· Work with you one-on-one, offering 
tailored support every step of the way

Learn more at www.toronto.ca and 
search for Better Buildings Partnership 
or email: bbp@toronto.ca.

Another initiative is the Sustain-
able Towers Engaging People Program 
(STEP). The Step Program encourages 
and supports voluntary measures to 
improve the environmental efficiency 
of buildings in Toronto.

At no cost, this program helps property 
owners and managers reduce operating 
costs, improve building value and improve 
the quality of life for residents in Toronto.

For a free assessment and benchmark 
of your building, or to learn more about 
STEP, contact tower@toronto.ca.

To learn more about these initiatives 
visit www.toronto.ca and search for 
Better Buildings Partnership or Sustain-
able Towers Engaging People Program. 

Reporting Energy and Water 
Use in Large Buildings in 
Ontario

Large, privately owned buildings 
that are 100,000 square feet or more 
are required to annually report energy 
and water use to the ministry by July 1, 
2021, unless it meets exemption criteria.  
To view the list of exemptions, go to 
www.ontario.ca/reportenergywater. n
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ACMO

A Farewell Address from ACMO’s 
Retiring President

Thank you for being part of ACMO. Your involvement and 
passion this profession and industry gives us our strength, 

reminds us that we are part of a professional 
community, and provides the spark that allows 
us to see our way forward into the future.

That future looks different than we thought 
it would when we met last year, but our mission 
remains the same. The opportunities presented 
have grown, and the belief that condo boards 
will continue to seek out those that pursue and 
set a higher standard remains unchanged.

As a membership association we would not be ACMO with-
out all of you: committee volunteers, corporate and ACMO 
2000 members, RCMs, and Associates that continue to support 
and promote ACMO every day. Thank you for ongoing support 
through what was a strange year; a year that opened our eyes 
to new methods of operation and cooperation. 

From membership and government relations to education 
and standards, our committees continue to provide ideas 

and vision while representing us as an organization and as 
a profession. ACMO truly is the voice of this profession. It is 
our collective voice and energy that has moved the needle and 
advanced condominium management over the past 40 years, 
and it will continue to drive and transform our future.

When ACMO was formed in 1977, condominium 
management was a “wild west.” As the sector grew, it became 
apparent that there was a need to separate and distinguish 
those invested in improving their management skills and 
deepening their knowledge of their chosen profession. That 
is why the RCM was born. To separate those content with 
the minimum standards from those who wished to show 
their colleagues, board members, and employers, they were 
willing to pursue a higher standard and invest in learning 
how to be a true professional. 

Over the next 40 years, ACMO became the leader in training 
condominium managers and the RCM became the standard.

Five years ago, when the government reviewed the industry 
landscape, they realized that condominium management-

Dean 
McCabe

14 I CM Magazine SUMMER 2021 15



specific training was already available 
to regulate the profession. Thanks to 
ACMO, Ontario was already more 
advanced in the training of this profes-
sion than any other jurisdiction in 
North America. As such, the govern-
ment made ACMO’s educational 
platform the mandatory minimum 
standard for anyone in Ontario to 
manage condominium communities 
and secure a licence. Notwithstanding 
this, the minimum requirements for 
licensing in Ontario still do not meet 
the standards of the RCM designation. 

A licensee in Ontario can obtain 
their licence with a mark of 60% on 
the core courses, while an RCM submits 
themselves to an additional umbrella 
exam with a minimum passing grade 
of 75%. An RCM must have 3,500-
4,000 hours of experience (i.e., 2 years 
fulltime) with primary responsibil-
ity for a condo corporation, while the 
government requirement is only 2,920 
hours. In addition, an RCM commits 
to completing 10 hours of continuing 
education annually to maintain their 
professional designation – THOSE ARE 
HIGHER STANDARDS! 

ACMO recognizes the importance 
of continuing education and has made 
it a requirement for RCMs to continue 
to develop their professional knowl-
edge as a mark of their commitment 
to being a leader in the profession. 
This signifies that in a world where 
change is a constant, the only way to 
remain a leader is to continuously 
learn and adapt.

Continuing to separate the RCM as 
superior to general licensing is where 
ACMO’s future opportunities lie. For 
the past year and a half, your board has 
been busy working in preparation for 
that future.

Earlier this year, it became clear that 
the regulator wished to develop and 
provide their own educational platform 
for general licensing purposes. But make 
no mistake, they will develop this plat-
form by standing on the shoulders of 
those who blazed the path and set the 
standards before them and advocated for 
their very existence. 

Our mission remains the same: to 
advance the performance and qual-
ity of the condominium management 
profession. I hope that all members, 
employers, board members and fellow 
condominium managers that we work 
alongside take note of that mission.

Our past does not constrain our 
future. It will be shaped by the current 
and future board members, their inge-
nuity, vision, and passion they bring to 
their roles.

As I step away from my time on 
the Board of Directors of ACMO, I 
can honestly tell you that I do so with 
complete confidence that this group has 
the dedication and expertise to ensure 
ACMO further develops a presence that 
we practice our profession.

Over the past 15 years that I have 
served on your board, I have had the 
great privilege to work with people 
that would form a pantheon of condo-
minium managers, if one existed. They 

are too many to list here (you know 
who you are), but I must respectfully 
acknowledge the considerable impact 
that these people had on my personal 
and professional life.

To those serving on our Board of 
Directors now or in the future, I truly 
believe that the position you hold is one 
of service working alongside peers. If you 
are humble in your service, those peers will 
become mentors. And if you are as blessed 
as I have been over the past decade and a 
half, those mentors will become friends.

In closing, ACMO will always have 
my full support, and although I will be 
doing it from a greater distance, I will 
continue to support our members and 
our mission. I am proud of my profes-
sion, of those that choose to practice 
it, and those that take up the mantle to 
represent it through this Association.

Stay safe, be well, and see you all soon. n

Dean McCabe, RCM, is the President 
and Founder of Meritus Group Manage-
ment Inc. and has been a property man-
ager for 28 years. Dean has recently 
completed his fifth term on the Board 
of Directors of ACMO and his third 
term as President of the Association. 
 
Dean was the recipient of the ACMO On-
tario Condominium Manager of the Year 
award in 2008, the President’s Award in 
2015 and 2017, and holds a Certificate of 
Public Service from the Minister of Con-
sumer Services for help in designing pro-
vincial qualifications for condominium 
managers licensing in 2014.
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Presenting the ACMO
2021-22 Board of Directors

EXECUTIVE DIRECTOR AT LARGE
Juliet Atha, RCM
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Laura Lee, RCM
DEL Property Management Ltd.

Melissa Kirkaldie, RCM
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Courtney Cartmill, RCM
HighPoint Property Management

PRESIDENT
Katherine Gow, RCM
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Harry Nielsen, RCM

Waters Edge Property Management

SECRETARY
Eric Plant, RCM

Brilliant Property Management

VICE-PRESIDENT
Sean Wilde, RCM

Lee Management Solutions

16 I CM Magazine SUMMER 2021



19

Nobody’s Perfect
Ph

ot
o:

 ©
 iS

to
ck

.c
om

/ L
ia

na
 M

on
ica

 B
or

de
i

Why Integrity Matters More
in the Age of a Pandemic

weakest and anticipate errors. Let’s 
examine a possible scenario to illustrate 
this: Suppose a manager is struggling 
with the challenges of deciphering 
financial statements prior to present-
ing them to their board. The manager 
has to recognize at the onset that they 
must overcome the obstacles set before 
them one way or another. To achieve 
this, brutal and honest self-examina-
tion is necessary from the manager. 
Being proactive is crucial in combat-
ing costly mistakes and the erosion of 
trust between the property manager and 
the board/owners. The benefits of self-
awareness invite the manager to seek 
the help they require. Understanding 
and recognizing their weaknesses is an 
invaluable first step in seeking guidance 
from colleagues or other sources, thus 
avoiding costly mistakes. Self-awareness 
is, therefore, an intricate yet integral part 
of preserving one’s integrity. 

Like anyone, property managers make 
mistakes. Owning it and making amends 
is more important in these strange and 
challenging times than ever before. In 
a time where information seems to be 
constantly changing and sometimes 
contradicting itself, the last thing condo 
directors and owners need is for manag-
ers to add to the confusion - or worse, 
outright mislead them.

When property managers find them-
selves in situations where financial 
considerations and public trust are 
factors, they must take charge and assume 
complete responsibility. The question, ‘is 
it enough to apologize for an error repeat-
edly?’ lingers at every opportunity. The 
answer, of course, is a resounding NO! A 
strategic plan to mitigate harm and fix any 
issues arising from it must follow an apol-
ogy (and one specific, sincere apology is 
sufficient). These days, it can sometimes 
feel as though all we hear are elaborate 

excuses. Instead, do better by admitting 
the mistake and doing all you can to atone 
for it. Is it really that simple, though? 
We have to keep in mind that although 
directors are insured and protected from 
liability provided they have acted honestly 
and in good faith (and have Directors and 
Officers Liability Insurance coverage), 
property managers are not afforded such 
protection when wrongs are committed in 
the course of their work. Therefore, they 
must exercise their best judgement to safe-
guard themselves and - more importantly 
- protect their integrity. 

Here are some simple steps a property 
manager can take:

Self-Awareness 
This is by far the most difficult area 

for many managers. Plain and simple, 
the manager needs to be self-aware. 
What I mean by this is the ability to 
recognize the areas in which they are 

Bill Lang, RCM, OLCM, BBA 
Property Manager 
CIE Property Management  
& Consulting

“We may make mistakes - but they must never be mistakes which result from faintness of heart or abandonment of moral principle.”
~ Franklin D. Roosevelt
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Admitting the Mistake Openly 
Captain Obvious once stated: “Ideally, 

it’s better to eliminate the prospects of 
making mistakes - but most of us are 
fallible beings.” We all possess an incli-
nation towards self-preservation. When 
you take the way out that protects your 
reputation at the cost of your integrity, it 
diminishes the value of the relationship 
the manager has with their board direc-
tors. By attempting to dismiss or cover up 
serious errors, managers are only digging 
themselves deeper into the proverbial 
hole. Now is the time to stop digging. Of 
course, there are professional and ethical 
advantages in recognizing and properly 
admitting a mistake. The biggest ones are 
a) eliminating the self-serving desire to 
continue to defend an incorrect action; 
b) avoiding additional pitfalls in covering 
up the primary mistake, and; c) demon-
strating integrity by taking responsibility 
for the mistake. It doesn’t have to be a 
drawn-out public spectacle, but it does 
need to be genuine.

Move On
While owning the mistake and aton-

ing for it is always the best course of 
action, sometimes it’s just not possible 
to truly repair the damage done. If so, it’s 
time to move on. If you’re an avid sports 
fan like I am, you’ll know it’s a common 
mantra for an athlete to have a short 
memory or, better yet, “mild amnesia.” 
At a certain point, there is value in the 
ability to forget past blunders in order 
to focus on achieving current objectives. 
This is as true for a professional athlete 
as it is for a property manager. 

Through experience, when coming 
clean post-mistake, my relationships 
with my boards did not diminish but 
indeed strengthened. There is some-
how an unspoken mystical bond 
between screw-ups. Board directors 
are people too and likewise prone to 
making mistakes. When managers 
admit we are wrong in our actions, we 
affirm to the board that we’re human 
and fallible, just like them. The will-
ingness to humble oneself  when 
you are in the wrong is a gateway to 
manager/board cohesiveness - integ-
rity fuels trust, and those two things 
are lifelong acquaintances. Admitting 
fault when projects and assignments 
go sideways often says more about a 
manager’s integrity than being right 
in the first place. When the board sees 

you stepping up and owning your 
mistakes, they feel more confident 
that they can trust you to do the right 
thing in challenging scenarios. I’ve had 
situations when my boards witnessed 
me admitting and owning sil ly 
mistakes, and they, in turn, have felt 
secure enough to acknowledge their 
own errors in judgement. Board and 
property managers can create relation-
ships where, instead of being shamed, 
mistakes are examined for the benefit 
of growing and developing together. n

Bill Lang, RCM, OLCM, BBA, is a 
Property Manager with CIE Property 
Management & Consulting. Bill enjoys 
opening the lines of communication 
between condo directors, owners, pro-
fessionals and trades to get projects 
and initiatives done. With over 14 years 
under his belt, he has a vast array of 
property management and consulting 
experiences. Bill has managed condo-
miniums in Waterloo Region, Hamilton, 
Toronto and the GTA.
teamcie.ca
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The Importance of 
Admitting Mistakes

Saying ‘sorry’ does not help anyone or 
save money. While you may be remorse-
ful, it is not a valuable component of the 
discussion when deliberating how to 
address the issues. 

Most board members are not accus-
tomed to basic and honest admission. 
Managers strive to be right all the time 
to the extent that it is surprising and 
refreshing to hear one admit to an 
error. In fact, an incredible benefit to 
admitting mistakes is that other people 
remember that you are human. Most 
people have the capacity for compas-
sion. Board members want you to do 
well for the corporation and see you 
succeed. Furthermore, others are more 
likely to sincerely trust you because 

As a relatively new condominium 
manager, I have been reading and 
anticipating the day I would write a 
piece for CM Magazine. Up until this 
point, I felt like a fraud even consid-
ering it. Then the request came for 
‘Managers Making Mistakes’ and I 
decided this is it, this is my calling! 

Mistakes are inevitable. While the 
crushing weight of personal errors 
can sink someone, it is the acknowl-
edgement of such mistakes that buoys 
a drowning manager to redemption. 
There is a primal fear of inadequacy 
and ineffectiveness which runs 
rampant in our society. However, the 
first step to overcoming this fear is 
accepting responsibility for the actions 

taken, mistakes made, and lessons 
learned. I have made mistakes, I will 
make more mistakes, and I will strive 
to learn from my mistakes. There are 
specific phrases and beliefs that will 
serve managers well to adopt in their 
career – this article intends to explain 
what they are and why they work. 

Taking Responsibility
“I take responsibility for the error; it is my 

mistake.” Practice saying it. Understand 
the importance of the language. You are 
responsible for your actions, those people 
you supervise, and any issues arising from 
your decisions. If it is your mistake – you 
are human (presumably) – see the flaw 
in what occurred. Observe the omission. 

Elliot Shermet 
Property Manager 
Harbour Concepts Inc. 
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you manage but that you cannot possi-
bly know everything. 

No Buts About It
Don’t cheapen the experience with an 

excuse or deflection. Blaming circum-
stances, other companies, contractors, 
co-workers or anyone else for a mistake 

does not instill faith with those in charge. 
There is no redemption in deflection. A 
board may accept deflection for a certain 
amount of time, but soon enough, there 
will be no faith or trust left whatsoever. 

The worst part about not owning 
an error is that you are ultimately 
lying to yourself. Self-deceit will not 
serve anyone well in the long-run. 
Self-delusion will fetter your profes-
sional progress. You are a busy, stressed 

you have proven you are not shying 
away from fault. You demonstrate 
integrity, and it pays dividends. 

Use this language with directors; “I 
don’t know the answer, but I will find out 
immediately and get back to you.” Admit 
this to show you are human and honest. 
Prove that you can research and find 

answers to tough questions that you did 
not already know. Follow up to demon-
strate that you are as good as your word. 
This will give your career mileage and 
add depth to your value. 

I suppose we can boil this lesson down 
to honesty: the healthiest, farm-to-table, 
nutrient-dense value a person can have. 
Be honest with boards, colleagues and 
supervisors. Demonstrate that you are 
striving for the betterment of everything 

human under considerable pres-
sure – self-care can be honesty and 
improvement. There is an incredible 
amount of responsibility, knowledge, 
resources and relationships that we 
must balance and constantly refresh. 
The expectations of managers are high, 
and it is petrifying to admit mistakes 
or lack of foresight and knowledge, 
yet we must acknowledge our flaws 
and areas of weakness. Once you have 
identified an error, invest the time in 
developing a fail-safe to prevent it 
from happening again.

Repeating the same mistake becomes 
negligence, but a mistake doesn’t stay a 
mistake when you learn from it. n

Elliot Shermet is a limited lisensee 
property manager at Harbour Concepts 
Inc. Although relatively new to condo 
management,t Elliot brings 16 years of 
experience in logistics, management 
and customer service in fast-paced, 
deadline-driven environments. He is 
currently enrolled in the ACMO courses 
required to acquire his General License 
as well as to become an RCM.
harbourconcepts.com

The expectations of managers are high,  
and it is petrifying to admit mistakes or lack 
of foresight and knowledge, yet we must 
acknowledge our flaws and areas of weakness.{
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Nobody’s Perfect –
The Honest Mistake 

boards, unit owners, suppliers, COVID 
19 protocols, retrofitting construction 
projects. Then factor in working from 
home, children being home and other 
personal commitments and a holiday at 
home. It is a wonder that more mistakes 
do not occur. A mistake along the way is 
inevitable, I think, and practically speak-
ing, I have seen very few errors. 

Proactively Avoid Mistakes
So how does one proactively avoid 

mistakes? Awareness of where mistakes 
may occur in the process of managing 
a property. By working with your team, 
tapping into years of experience, iden-
tifying and discussing areas of risk and 
planning for the worst-case scenario in 

 “Perfect is the enemy of good” is a 
quote often attributed to Voltaire. I 
recently read a version of this saying 
under the signature of a long-standing 
member of the property management 
profession. I reflected on the mean-
ing of the quote that striving for the 
extreme of perfection may result 
in diminishing solid and positive 
outcomes. Therefore, is it reasonable 
to expect that property managers will 
be perfect in every task undertaken? I 
would say it is not reasonable. Further, 
I would suggest that it is not reason-
able to strive for perfection because it is 
unattainable and makes more sense to 
accept periodic failure. Achieving excel-
lence is the achievable goal. 

Does human error happen? Yes, it 
happens to all of us humans. I know no 
one in this industry that has never made 
a mistake. Anyone who says that they 
haven’t made a mistake is probably lying 
to you. Do property managers make 
mistakes? Yes. Is it acceptable from time 
to time if it is void of mal intention? 
Yes. Why? To err is human and forgive 
is divine. With this said, I wish to make it 
abundantly clear that choices driven by 
malicious intent are not mistakes. Fraud 
and theft are intentional choices. 

Think about the impact of the 
pandemic on property managers. Take 
a normal workday and extend it by 
another 3-4 hours each day. Look at 
your inbox for the increased demands of 

Patricia Elia 
Senior Lawyer 
Elia Associates
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advance, you can anticipate how to avoid 
mistakes. Careful planning and review, 
especially with a second set of experi-
enced eyes can help avoid a mistake. A 
further component to being proactive 
is knowledge. Continuing professional 
education allows a manager to remain 
current and to expand his/her/their view 
on property management issues.

 Another effective way to avoid a 
mistake is to not bite off more than you 
can chew. Be reasonable about what can 
be accomplished. Set reasonable param-
eters for performance and manage the 
expectations of your community and/
or the board. One effective way to do 
this is to work out the timeline with the 
board to achieve the end goal and, in the 

course of doing so, anticipating the need 
for resources, including time. 

Another way to avoid the harm of 
making a mistake is to stay within your 
professional expertise. If something is 
not in your realm of knowledge or expe-
rience, such as legal matters, then do not 
provide advice that you are not qualified to 
provide. While you may face pressure from 

your board, you should not be putting 
your reputation, licence, or firm at risk. 

However, there will be a moment or 
two in your career where you will make 
a mistake and perhaps fail in fulfilling 
your role as a property manager. First, 
take a deep breath and then assess the 
situation when you know you have made 
a mistake. Go and speak to a senior 

member of your team for assistance. Tell 
the client. If we make a mistake, own up 
to it first and foremost. 

Take another breath and then 
acknowledge that every act or omission 
has a consequence. The consequences 
can come in many shapes and forms, 
such as damages, losses, third party 
claims, loss of trust, reputational loss, 
and loss of professional status. If we 
choose to work with condominium 
communities, we cannot be afraid of the 
consequences of failing. It is possible to 
manage the process and resultant stress 
around the mistake. 

Management Agreements 
and Contracts

A well-designed and written manage-
ment agreement clearly articulates what 
the consequences may be for making a 
mistake. Contracts often communicate 
rights and interests. Management Agree-
ments should consider whether an error 
is major or minor and what a party’s 
rights may be: termination, damages, 
indemnification, etcetera. Further, prop-
erty management agreements usually 
provide for insurance coverage in the 

Those of us that are deemed professionals have 
a higher duty to our clients. This is why we are 
called professionals.{
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instance of certain losses. With this said, 
interests should also be preserved and 
managed reasonably. Do you want to 
terminate a solid relationship for making 
a minor mistake in a market suffering 
from a shortage of qualified managers?

After admitting that an error has been 
made, identify, and quantify the losses aris-
ing from the mistake. Then think about 
who has been impacted by the loss and 
how to minimize the impact by finding a 
solution. The severity of the mistake often 
drives solutions. Will the consequence be 
additional work or service, will money be 
required to make the party facing the loss 
whole again, will it be necessary to remove 
the service provider? 

In the course of finding a solution, legal 
counsel may need to be engaged by all the 
parties to assess the risk and interest of 
each party to the issue. Boards should be 
very thoughtful about trying to manage 
risks on their own and should seek legal 
advice to make sure that they fulfil their 
obligation under Section 37 of the Act, 
which requires due diligence. As well, 
insurers must be engaged in a timely way 
to ensure coverage where appropriate. 

Those of us that are deemed profession-
als have a higher duty to our clients. This 
is why we are called professionals. This is 
why we have ongoing insurance, statutory 
compliance requirements for licencing 
and why we are called to continue our 
education throughout our careers. We 
cannot stand still and be ignorant.

As a supplier to the industry, one 
of the other challenges that I do come 
upon, from time to time, is willful igno-
rance. Anybody who knows me well will 
know that I have a very limited toler-
ance for anybody who intentionally 
keeps themselves ignorant. I think we 
are fortunate enough to have resources 
around us 24/7 and that nothing needs 
to remain a mystery to us. 

In Spite of Imperfections
For myself, as both a condominium 

owner, director, and condominium 
lawyer, I have been involved with 
board work for about 18 years. In that 
time, I’ve had the opportunity to work 
with strong management teams that 
have supported the condominiums I 
have served. These professionals were 
on top of the knowledge required to 
effectively help the condominium 
community as a not-for-profit organi-
zation and keep its affairs running on 

a day-to-day basis. But they were not 
perfect. Yet despite imperfections, we 
hit our budgets, hit our reserve fund 
targets, our maintenance and repair 
were better than average, we operated 
relatively smoothly, and we were never 
in deficit. Emergencies were antici-
pated and handled effectively. This, 
to me, is evidence that these goals 
are achievable despite imperfections. 
Therefore, the reasons why do some 
managers make mistakes or fail to 
perform adequately include:

1. Lack of training or knowledge 
2. Lack of resources 
3. Lack of planning 
4. Pressure from boards making 

decisions to the detriment of the 
condominium’s well-being. In my 
opinion, this is the board’s error, not 
the property manager’s.

With this said, I am extremely grate-
ful for those property management 
teams that get educated, stay educated, 
think ahead, anticipate risk, formulate 
plans, have integrity, find solutions and 
work honestly to protect the Corpo-
ration and its owners, and who are 
accountable if they mess up. 

Do we make mistakes? Absolutely. So, 
what do we need to do? In addition to the 
above, we need to have compassion. We 
need to understand the rights and interests 
of the parties and brainstorm various solu-
tions. We need to assess risk and speak to 
professionals. Sometimes, we need to look 
ahead and value our business relationships 
that achieve excellence for our communi-
ties, even if they are flawed. n

Patricia Elia is a senior lawyer with 
Elia Associates and has practiced law for 
25 years in the areas of corporate law in 
large and medium firms before coming 
to Elia Associates. Patricia’s commit-
ment to condominiums has been in 
leadership roles such as the President of 
CCI Huronia, Co-Chair of CCI’s National 
Council, a member of CCI National 
Executive and a member of all 5 On-
tario chapters. She has also sat as Vice-
Chair of CCI National’s Government 
Relations Committee and Governance 
Committee. She is a founder of Women 
in Condos. She has been a Condomini-
um Director for the last 17 years and a 
Unit Owner of a condominium.
elia.org
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CMRAO Complaints:
Trust the Process

Court was ultimately critical of the 
unit owner’s failure to recognize any 
difference between a non-substantive 
technical breach of the Condominium 
Act, 1998 and prejudicial conduct. The 
application was dismissed in its entirety, 
with no costs awarded to either party.

While the example of using a reserve 
fund to pay water bills is, in our view, 
an extreme example, Tharani illus-
trates that when mistakes happen, 
negative repercussions must be based 
on an actual loss or harm. In other 
words, one is not to be punished 
simply for making a mistake.

Reasonable Knowledge, Skill, 
Judgment and Competence

Section 5 of O. Reg 3/18 under the 
Condominium Management Services 
Act, 2015 (“CMSA”) provides that “in 
providing condominium manage-
ment services, a l icensee shall 

 An Honest Mistake
The recent decision in Tharani 

Holdings Inc. v. Metro. Toronto Condo. 
Corp. No. 812, 2021 ONSC 1125 
(“Tharani”) illustrates that Courts 
recognize that mistakes can and 
will happen but don’t always merit 
negative repercussions. 

Tharani is part of an ongoing saga 
between a unit owner and a condo-
minium corporation. The relationship 
and disputes between the unit owners 
and corporation are best summarized 
by the Court’s overview of the case “The 
relief sought in this Application, and the 
grounds on which that request is based, 
are almost impossible to summarize …
The entire Application is a lengthy list 
of what appear to be formalistic errors 
made by the Condo Corp board that 
amount to little in substance.”

To avoid going over the long history 
in Tharani, a single example illustrates 

the difference between a prejudicial 
mistake and a simple mistake that, while 
it cannot be condoned, does not result 
in negative repercussions. The Court 
found that the property manager used 
the corporation’s reserve fund to pay the 
water bill in the past.

As we should all be aware, this is 
clearly improper use of the reserve 
fund. However, the Court found that 
this was an “honest” mistake and that 
there was no real remedy to be imposed 
as the funds were used for the corpora-
tion’s needs. It characterized this use 
of the reserve fund as an administra-
tive error that should not be repeated 
but found that it was not a matter that 
required judicial intervention.

The Court in Tharani noted that 
there were various technical breaches 
of the Act but focused on the question 
of whether the applicant unit owners 
actually suffered any prejudice. The 

Mistakes are an inevitable fact of life. While proper care and diligence should be 
taken at all times to avoid mistakes, they will occur. Not all mistakes, however, 
result in prejudice that warrants legal or disciplinary action.

Jason Rivait 
Partner  
Miller Thomson LLP

Justin McLarty 
Associate 
Miller Thomson LLP
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provide conscientious, courteous and 
responsive service and demonstrate 
reasonable knowledge, skill, judgment 
and competence.”

The CMSA does not require a stan-
dard of perfection. The question of what 
constitutes “reasonable knowledge, skill, 
judgment and competence” is obviously 
open to interpretation and will likely be 
defined further as more decisions are 
made by the Condominium Manage-
ment Regulatory Authority of Ontario 
(the “CMRAO”). 

Vindictive Complaints
With the introduction of  the 

Condominium Authority Tribunal 
(the “CAT”), it has become clear that 
some disputes between unit owners 
and condominium corporations have 
evolved into CMRAO complaints. The 
CAT has published a number of deci-
sions where it has been reported that 
unit owners have not only brought an 
application to the CAT but have also 
made CMRAO complaints against the 
condominium manager. 

In some instances, unit owners 
have made complaints against condo-
minium managers in response to a 
decision or outcome that is unfavour-
able to the unit owner on matters 
outside the control of the condomin-
ium manager. For example, complaints 
may be lodged in response to a condo-
minium corporation refusing to 
provide access to particular records 
specific to units or owners, according 
to the Condominium Act, 1998. In other 
instances, unit owners have brought 
CMRAO complaints merely to punish 
the condominium manager. In turn, 
condominium managers must spend 
time responding to the complaint no 
matter if such a complaint is without 
merit. This can be a frustrating process, 
especially if the same unit owner brings 
multiple complaints against the same 
condominium manager. 

Condominium lawyers are familiar with 
this process. It is not atypical for condo-
minium unit owners to make complaints 
against lawyers to the Law Society of 
Ontario. These complaints can deal with 
a range of issues pertaining to the conduct 
of lawyers, including issues relating to 
service, ethics or honesty, communi-
cations, and rude and discriminatory 
behaviour, to name a few. The complaints 
are investigated by the Law Society (similar 

to the CMRAO for condominium manag-
ers), and in some circumstances, lawyers 
are asked to respond orally or in writing 
to such complaints. 

Trust the Process
These mechanisms are in place to 

ensure that condominium managers 
and lawyers are held to a particular 
standard. The end result of such checks 
and balances should result in a better 
condominium community. However, 
the standard is not perfection. Condo-

minium managers and lawyers will make 
mistakes throughout their careers. That 
said, a mistake in and of itself does not 
automatically result in prejudice that 
warrants legal or disciplinary action.

While a complaint to the CMRAO is 
an unpleasant experience, trust should 
be placed in the complaints process 
even when a complaint has been made 
without merit. A complaint may cause 
anxiety (and even ruin a day or rest of 
the week), but condominium manag-
ers have to remain confident that the 
process is fair and just. 

To better understand the types of 
actions that should be taken based on 
the nature of the complaints and the 
issues that are raised, the CMRAO will be 
establishing a formal policy. This action 
item stems from the Auditor General of 
Ontario’s 2020 report, which included 
a value-for-money audit regarding 
condominium oversight. Specifically, the 
CMRAO will be identifying the types of 
actions that should be taken in response 
to specific types of complaints. 

We also understand that the CMRAO 
may be developing a plan to carry out 
inspections of condominium managers 
and companies using a risk-based frame-
work. These inspections will be proactive 
(i.e. not in response to a complaint) and 
attempt to address areas of non-compli-
ance and other risk factors. 

One of the most important factors 
when addressing the enhancement of 
the complaints handling and resolu-

tion process or proactive inspections 
is to ensure that condominium 
managers and companies have a clear 
and cogent understanding of what is 
right and wrong. By making some of 
this process public, condominium 
managers will better understand how 
the CMRAO will treat different types 
of complaints.

Addressing a mistake that has been 
made is a trying process. Aside from 
learning from that mistake ̶ which is how 
we all grow and develop as professionals 

- a key step is to determine the possi-
ble impacts and repercussions of that 
mistake. Doing so will help to address 
potential repercussions proactively and 
will help to place the mistake in context 
because nobody is perfect. n

Jason Rivait is a Partner at Miller 
Thomson LLP and Lead of the Condomin-
ium Group. He is actively involved in the 
condominium industry. Jason consulted 
with the Ontario Government regarding 
the amendments to the Condominium 
Act. He regularly teaches condominium 
law courses for the Canadian Condomin-
ium Institute and the Association of Con-
dominium Managers of Ontario. Jason is 
also a roster teacher for ACMO’s Regis-
tered Condominium Manager (RCM) des-
ignation at Humber College.

Justin McLarty is an Associate in 
Miller Thomson LLP’s Toronto office. 
Justin was called to the Bar in 2015 
after completing his law degree at the 
University of Toronto. Justin is a mem-
ber of the Real Estate Group and works 
primarily in the areas of Condominium 
Law and Municipal, Planning & Land 
Development. Justin assists condomini-
um corporations with corporate gover-
nance issues, the drafting, review and 
negotiation of corporate documents 
and contracts, and provides opinions on 
corporations’ rights and obligations un-
der the Condominium Act, 1998.
millerthomson.com

Condominium managers and lawyers will make 
mistakes throughout their careers. That said, a 
mistake in and of itself does not automatically 
result in prejudice that warrants legal or 
disciplinary action.

{
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Advice for Businesses
Worried About Making Big Mistakes

focused. For example, if one of the compa-
ny’s values is reliability, then it should 
prioritize making decisions and taking 
actions that reflect and support that value. 

Without core values, it’s harder for a 
company to establish a clear direction – 
and that can lead to damaging shortcuts, 
the implementation of poor practices, 
etc. If you see your company drifting 
away from its core values, you can make 
the necessary changes early on to prevent 
significant issues from occurring.      

Evaluate Often to Ensure 
Your Goals are Aligning with 
Your Realities

Big goals help fuel your company to 
grow and transform, but it’s very easy 
to get bogged down by the day-to-day 
tasks and lose sight of what you’re 
trying to do. It may be helpful to write 

Any business that is owned and 
operated by humans is susceptible 
to mistakes. New and small business 
owners share that reality with large and 
established corporations. Whether it’s a 
miscalculated decision that results in a 
financial loss, or an aggressive goal that 
doesn’t pan out, mistakes will happen.

It would be great if we could do our 
jobs perfectly. No Failures, no errors, 
no angry clients. But that would be 
impossible. The thing is, mistakes are 
an important part of growth. If you’re 
not doing anything wrong, chances are 
you aren’t doing enough right, either. To 
stand out from the competition and find 
what makes your company unique, you 
must try new things and figure out what 
works and what doesn’t. 

Yes, mistakes may create short-term 
setbacks, but they do not have to impede 

long-term growth if they are handled 
with purpose and intent. 

As a growing SaaS (Software as a 
Service) startup that has been in the 
property management business for over 
a decade, we’ve made our fair share of 
mistakes. We can offer some advice to 
new and small companies working hard 
to carve out space for themselves in this 
dynamic industry. 

Understand What You Want 
Your Company to Be

Almost every company has a set of core 
values and beliefs, but not all companies 
understand their importance. Values and 
beliefs help to make up the company’s 
identity. Not only do they educate clients 
and potential customers on what the 
company is about, but they also work 
to keep the company accountable and 

Phillip Livingston 
Marketing Manager  
Condo Control
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your goals down and evaluate them on 
a quarterly (or more frequent) basis to 
see if your visions are lining up with 
your current realities. Be prepared to 
make some changes along the way, and 
don’t try to force something that isn’t 
going to happen.

Perhaps you thought it would be 
realistic to acquire ten new clients in 
three months. After getting five, you 
see that you don’t have the resources to 
take on more right now without having 
to sacrifice the quality of your service. 
Instead of jeopardizing your existing 
client relationships, the company may 
instead need to adjust its goals and 
look at hiring before continuing with 
client retention.

Know the Value of Your 
Product or Service

When starting out, too many entre-
preneurs set their prices so low that 
they struggle to pay the bills even if 
they are successful. Instead of compet-
ing on price, focus on providing a 
product or service that offers real 
value to your clients. Part of being 
able to command a premium price is 

to differentiate yourself, so find that 
one thing, or things, that you do better 
or differently than everyone else.

Identify Your Company’s 
Strengths, Don’t Try to be  
a Jack-of-all-Trades 

Once you know your compa-
ny’s strengths, invest resources in 
improving those things, and consider 
outsourcing other activities wher-
ever possible. Outsourcing does cost 
more money, but the company avoids 
dealing with gaps and weaknesses 
that ultimately impact clients. If, for 
example, your team excels at physical 
property management and communi-
cation, then focus on those activities. 
If finances are a weak spot, find a 
company or bookkeeper to help you 
complete those tasks. Eventually, the 
company will have the resources to 
hire more full-time employees to fill 
in the gaps. 

Take Advantage of Good 
Technology

We are a company that creates soft-
ware solutions to simplify property 

management, so naturally, we encour-
age any business to take advantage of 
helpful technologies. Use technology 
from the start to create efficiencies 
from the beginning. Entrepreneurs and 
startup companies work hard enough; 
they shouldn’t have to struggle with 
subpar tools as well. Technology won’t 
do all of the work for you, but it will 
help to reduce repetitive or ineffi-
cient tasks that must be completed. 
Plus, there are situations where you 
may be able to use tech tools as part 
of your pitch to prospective clients. If 
it’s something you use that also helps 
alleviate clients’ pain points, and other 
companies don’t have it, that’s worth 
mentioning. n 

Phillip Livingston is the market-
ing manager for Condo Control. He 
works closely with condo boards and 
managers and has acquired a deep 
understanding of the challenges they 
face and the solutions they need. Phil-
lip uses strategy and creativity to help 
his clients stay ahead of the curve and 
control their properties. 
condocontrolcentral.com
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Nobody’s Perfect
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If I Could Turn Back Time:
Facing Mistakes Head-On

sometimes, and it is way easier to swallow 
it and smile instead. Is that the best way 
to handle it, though? Probably not. I have 
been in many scenarios where I try my 
hardest to project total confidence and 
am pretty sure I can answer most ques-
tions – most of them. Sometimes we try 
so hard to be poised that our mistake is 
trying to sound right all the time. Some of 
us are so worried about saying “I do not 
know” that we start talking about some-
thing that teeters on the edge of being 
wrong. There should be less stigma about 
confessing because we do not know abso-
lutely everything. How could we?

Property managers have a lot to balance, 
as the job dabbles in building knowledge, 
human relations, law, and some boards 
expect you to be a superintendent with 
a background in horticulture and engi-
neering to boot! Property management 
honestly seems like a job that you can 
work at for fifty years and still be surprised 

Picture this: A 21-year-old fresh out of 
University, late to her first Board meet-
ing because there was a construction 
roadblock en route. That was before 
GPS devices were widely available, and 
her phone had no internet available to 
dictate new directions. Hands clammy, 
looking at the crumpled MapQuest 
printout, realizing how horrible her 
sense of direction is, she finally makes 
it to the small townhouse condomin-
ium. She flies into the door, sweaty and 
frazzled. She sits down, heartbeat slow-
ing, ready to call the meeting to order. 
Everyone stares at their manager expec-
tantly. After the moment of confusion 
passes, she remembers. She remembers 
that she forgot the meeting packages, on 
top of being late. Copies were emailed 
in advance, but this board specifically 
wanted paper-versions to review during 
the meeting. Not the direst of mistakes, 
but one, nonetheless.

If you have not guessed it yet, that 
manager was me, and it was not my first 
nor my last mistake as a condominium 
manager. However, it felt like a big one at 
the time, and the squinted eyes of judge-
ment still haunt me to this day (I was just 
starting out, and this seemed like a very 
big deal). Mistakes happen in every job, 
and I try to tell myself that most decisions 
we make are not life and death scenarios, 
comparable to someone who works in 
health care. I have not yet told the owner 
screaming on the phone about ‘brown 
grass’ that no one’s life is on the line, but I 
am sure we have all thought it.

Admitting Mistakes
So, how do we swallow the uncomfort-

able pill of our own mistake? Admitting 
it, of course! It sounds pretty easy, and 
I must admit, it was very simple to type 
that sentence. Even so, confessing to 
a mistake just gets stuck in our throat 

Sara Hicks, RCM 
Vice-President 
MF Property Management
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about what comes across your desk. Some 
issues are not black and white, and it can 
be challenging to know when to put your 
foot down and when to bend. Mistakes 
will inevitably be made along the way. 
Most errors may be overlooked, as long as 
they do not happen repeatedly. After you 
admit to your mistake, the biggest take-
away is to learn from it. However, if you 
keep forgetting to send a chargeback to that 
one owner, it is going to be a lot tougher to 
smooth things over and regain trust. 

It’s OK to Not Know Everything
Telling clients “I do not know” signifi-

cantly more than once can feel stressful. 
You wonder if they will question you or 
your skills, which is especially tough on 
new managers who want to prove them-
selves. However, following it up with “…
but I will be sure to look into it, and get 
back to you” and then actually giving them 
an answer to their question is usually satis-
factory to them. When I first started this 
career, I felt like I had to have a financial 
statement nearly memorized before an 
Annual General Meeting. Ridiculous, I 
know, but I was anxious about the woman 
in the front row with her binder of ques-
tions, pen furiously jotting down what I 
was saying like a stenographer, who liked 
to quiz the manager on the budget. I 
wanted to be able to rhyme off numbers, 
offer a large self-assured smile, and not 
hear from her for the rest of the meeting 
because she was just so impressed. That 
was totally unrealistic because: 1) that 
woman is never impressed; 2) It is impos-
sible to remember everything, especially 
when you have multiple condominiums 
in your portfolio. 

One of the most satisfying aspects of 
being in the condo management world 
for the last decade is learning from my 
mistakes and passing that knowledge on 
to others. Gaining experience increases 
confidence, and it is amazing to share that 
with clients as well as newer managers. 
I, personally, think it is very humbling 
when someone admits to a fumble but 
uses it as a teachable moment. They could 
say, “there was a computer glitch,” “there 
was a blunder on our admin end,” but 
trust is built when people say, “I made 
a mistake, I apologize, and these are the 
next steps.” The responsibility is not 
passed along, you are not belittling the 
error (especially if it is a costly one), and 
you are also offering a solution. 

You may be wondering if that board 

from my townhome complex continued 
judging me after we had to go through 
the meeting, sharing one paper meeting 
package. I am happy to tell you that they 
moved on from it quickly, as I believe they 
saw I was trying my best and was sincere 
in my apology. At that moment, it felt like 
something that would tarnish our rela-
tionship, but it really was just a misstep. 
Errors larger than this one will potentially 
come down the pipe, and while some of 
them are hard to avoid, the most impor-
tant thing is how you deal with them. n

Sara Hicks, RCM, joined the MF 
Property Management team as a Prop-
erty Manager in 2011 and obtained 
her RCM designation in 2013. In 2018, 
Sara was promoted to Vice-President 
with a focus on staff-mentoring and 
leading monthly Pod groups with her 
fellow colleague. She has been a part 
of the CCI-Grand River Communica-
tions Committee for eight years and 
enjoys contributing articles to condo-
minium publications. 
mfproperty.com
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There When 
You Need Us
At Crossbridge, we’re 100% committed 
to making your experience the best that 
it can be. As the leading condominium 
property manager in Ontario, we help 
to create great communities by focusing 
on the needs of owners and residents 
with a level of service that is second-to-
none. Our experienced team members 
are just a call away and are always 
ready to help. 

crossbridgecondominiums.com

For more information, contact us today
Sandro J. Zuliani | szuliani@crossbridgecs.com | 416-354-1926

2861 Sherwood Heights Drive, Suite 28  •  Oakville, Ontario  L6J 7K1

Tel: 905-847-6618  •  Fax: 905-847-8226  •  www.encocaulking.com

Featuring Repairs, Assessments and Reporting on:

Caulking  •  Glazing  •  Leaks  •  Fire Stop  •  Smoke Seal  •  Custom Expansion Joint Solutions

Flashing  •  Curtain Wall  •  EIFS  •  Multi-Component Spray Foam

Rigid & Semi-Rigid Insulation  •  Water Repellant Coatings  •  Free Estimates

Fully Trained and Certified in Bosun’s Chair, Swing-stage and Scaffolding Applications

LEED Platinum Certified Products

30+ Years Experience in Building Envelope & Restoration
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The Importance of Kitchen 
Stack Cleaning 

base of every stack. However, when you 
look at the complexity of newer buildings, 
including layout changes, commercial 
units, facilities, and all the other fancy 
innovations that newer condos possess, 
in most cases, it is almost impossible to 
reach these cleanouts.

And here is the tricky part: telling 
the homeowners that it is necessary to 
come into their unit, make a hole in the 
wall and install a cleanout – oh man! 
Yes, some homeowners will push back. 
However, whether you are a property 
manager, a homeowner or a contractor, 
everyone needs to understand that this 
minor inconvenience is the most proac-
tive thing can be done to prevent kitchen 
sink floods due to clogged drains. 

Let’s begin with a typical high-rise 
building layout around 20 stories. We 
know the bottom portion of the build-
ing will be serviced by an auxiliary stack, 
which is the second portion of the verti-
cal stack system that usually picks up 
the bottom floors. This auxiliary stack 
is always smaller than the original main 

There are many harmful bacteria, fats, 
oils, and greases that enter and adhere to 

sanitary drain systems. 
Grease and sludge 
build-up have been 
shown to cause millions 
of dollars of insurance 
claims and damaged 
property throughout 
the high-rise condo-

minium industry. The average high-rise 
building serves hundreds of families daily, 
which means no downtime for the steady 
stream of waste going through the pipes. 
At any time, hardened and solidified grease 
can cause a significant stoppage of drain-
ing water. Sadly, the unit directly above the 
blockage suffers the consequences!

Causes of Kitchen  
Stack Blockages

When fats, oils, and grease are poured or 
flushed down your sinks, drains, or toilets, 
they enter the sewer system, where they 
cool, harden, and stick to the inner walls 
of sewer pipes. Over time, as more fats, oils, 

and grease are added to the system, these 
sewer blockages build-up and harden until 
they completely plug the pipes. 

The most common sources of fats, 
oils, and grease from food are:

· meats and other food scraps  
(including baked goods)

· sauces, gravies, and salad dressings
· dairy products (milk, cream, 

yogurt, kefir, cheese)
· fats, lards, cooking oil, shortening, 

butter, and margarine
· cosmetics and toiletries (makeup, 

lotions, oils, and some soaps)

Vertical vs Horizontal  
Stack Cleaning 

Typically, when a building is constructed, 
the plumbing code requires one cleanout at 
the bottom of every stack, usually in the P1 
garage or basement of the building. In my 
experience, 99.9% of buildings will only do 
what is required by code – the one cleanout 
at the bottom of each stack. 

So technically speaking, yes, your 
building has cleanouts installed at the 

Your Condo | Maintenance

By Gianpaul Callipo
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stack. The problems always begin on the 
bottom floors when auxiliary kitchen 
stacks are not serviced properly. 

The ideal place to put cleanouts that 
will efficiently clean the bottom horizontal 
stacks is at the top of every auxiliary stack. 
Every building is different, but some auxil-
iary stacks may end on the 2nd to 6th floor. 

There are many reasons why they will 
end on a particular floor, but in general, 
we know that we should begin in this area 
when installing cleanouts. The benefit of 
accessing the top of the auxiliary is that 
we will be very close to the bottom of 
the main stack. This means that with the 
proper cleaning equipment, the contrac-
tor will be able to clean downwards and 
easily through bends that arise on the 
bottom and ground levels of a building. 
If the contractor uses the newest and 
state-of-the-art cleaning equipment, they 
should be able to clean all the way to the 
main building sewer. 

Horizontals Stack Cleaning vs 
Vertical Stack Cleaning

Now that we understand the process 
and importance of cleaning the bottom 
portion of the stack systems where the 

stacks go horizontal, we need to look up! 
Cleaning the bottom of your stack 

systems is excellent to ensure that water 
flows evenly once the vertical stack 
system changes direction and goes hori-
zontal. However, if the vertical stacks 
have never been cleaned, then chances are 
there are big chunks of grease stuck to the 
walls of the vertical pipes just waiting to 
fall downstream into the newly cleaned 
bottom portion of the stacks. 

Once chunks of grease begin to fall, the 
elbows get clogged up, and we are back 
where we started, with multiple blockages 
on the bottom’s floors. Now what? 

Installing cleanouts on the bottom 
and auxiliary stacks is a good proactive 
approach. It’s an even better idea to get 
the vertical sections done as well. We 
spoke earlier about installing the clea-
nouts on the lower floors, depending 
on where the auxiliary begins. From 
there, cleanouts should be installed 
every five floors going upwards. This 
translates into approximately 50 feet 
of pipe from cleanout-to-cleanout, 
making sure the cleaning is being done 
as efficiently as possible and getting 
every section of the pipe. 

SUBSCRIBE FOR FREE
(in Ontario only)

44 I CM Magazine SUMMER 2021



Hire a Professional
Many contractors claim that they do 

kitchen stack cleaning; however, most 
of them overlook the fact that this is a 
specialty project. While it helps to under-
stand plumbing, it is vital they know the 
proper equipment, techniques and tricks 
that can prevent a potential flood – things 
like appropriate nozzles for the different 
pipe sizes, understanding the Gallons 
Per Minute (GPM) each machine uses, 
and which ones are best for vertical as 
opposed to horizontal stacks. 

Unfortunately, while the industry 
continues to gravitate to the lowest price, 
this can backfire. Kitchen stack projects 
should not resort to the lowest price but 
rather to the company with the proper 
equipment, understanding and track 
record of kitchen stack cleaning projects. 

Out of Sight Out of Mind 
I hear it all the time “We haven’t 

experienced any problems, so we are 
ok” – Well, just because there hasn’t 
been any drain back up doesn’t mean 
that grease is not building up within 
your pipe walls. This reactive way of 
thinking needs to change. 

Grease can build up inside a pipe wall 
and never cause a backup, but sadly, that 
same grease is eating away at the cast iron 
pipe. When a 20-year old building that has 
never had stack cleaning finally proceeds 
with a cleaning project the solidified grease 
has worn the cast iron pipe down to noth-
ing but acts like an adhesive, holding the 
pipe together. Once cleaned, the pipe walls 
are so brittle that a break or crack is inevi-
table and it almost always happens behind 
a homeowner’s wall on a weekend or holi-
day, and it is never a simple fix. 

Chemicals and Solutions 
While chemicals have a wide range of 

benefits, the reality is that once a solution 
is diluted in water, it loses its strength. 
Most solutions are poured down the sink 
and diluted by water from the tap, dish-
washer or in the water held in the P-trap. 
Although the chemical or solution makes 
grease vanish in a controlled environ-
ment, once it is put into a wet and damp 
drain stack its effectiveness drops consid-
erably. Once poured, it might get about 
10% of the grease in that section of pipe, 
loosening and leaving behind chunks that 
later fall into the horizontal runs.

When you factor in the way chemicals 
should be added to the system and the 

cost of chemicals to get every inch of the 
pipe, it is a much more cost-effective and 
viable solution to perform a high-pres-
sure cleaning.

In conclusion, many factors go into a 
successful stack cleaning project, such as 
proper equipment, knowledge of high-
rise drainage systems, proper nozzles, 
and a strong foundation in kitchen 
stack cleaning. Finally, your contractor 
should always provide internal videos 
of the cleaned stack to demonstrate that 
the job was done and done right! n

Gianpaul Callipo is the President 
and visionary of Aquazen Services, 
a company specializing in kitchen 
stack services and general plumbing 
services. With more than two de-
cades in the condominium industry, 
Gianpaul has an endless passion for 
helping property managers all over 
Ontario understand the importance 
of kitchen stack cleaning and plumb-
ing maintenance for condominium 
buildings.
aquazenservices.com 
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mcintoshperry.com 

Turning 
Possibilities Into 

Reality

We continue to help our clients turn possibilities into reality.

Ask us how we can help with your next project, call 
1.888.348.8991 | info@mcintoshperry.com

Reserve Fund Studies
Rehabilitation/Restoration
Hazardous Materials - 
Environmental Health & 
Safety
Performance Audits
Roofs
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Three Simple Remedies
for Common Landscaping Mistakes that 
Condo Corporations Make

Having a Master Plan
Perhaps I’m biased, but I have always 

been amazed at the amount of time and 
effort people will put 
into selecting a faucet 
for their bathroom 
or which colour their 
next iPhone should 
be. Yet, when it comes 
to designing the exte-
rior of a condominium 

property, landscaping is typically the last 
consideration even though it can take 
up the better part of a city block with a 
value of tens of millions of dollars.

We all understand that curb appeal 
and property value go hand-in-hand, and 
that property grounds are the outdoor 
oasis we all hope to enjoy, so where is 
the disconnect? Beginning with a land-
scape master plan is paramount. A master 

plan will offer a better visual of the end 
product to fulfil your landscape wishes, 
maximize the use of your outdoor space, 
and take your property value up as a 
bonus. Elements of a successful master 
plan include site inventory, site analysis, a 
detailed wish list, timeline and, of course, 
budget. (See example image on page 48)

Landscape Designer / 
Architect / Consultant

The value of professionalism in any 
trade must not be underestimated and 
is also very accurate for landscaping, 
especially for large properties like condo-
miniums. The combination of years of 
site experience and educational exper-
tise can significantly benefit the board of 
directors in deciding how to utilize their 
property and maximize their budget. 
Hiring a landscape professional can avoid 

Your Condo | Landscaping

By Frank Aiello

Frank Aiello

the two biggest landscaping mistakes I see 
in the board room.

Firstly, not properly considering what 
grows and does not grow on the prop-
erty. Microclimate, winds, topography, 
sun/shade patterns, soil composition 
are only some of the factors to consider 
to avoid poorly selected plant material 
that may have to be replaced in only a 
few short years. 

Secondly, some residence and board 
of directors impose their personal and 
subjective design opinions, albeit in 
good faith. They may propose elements 
from their past home garden that 
was perfect for them. A professional 
designer/consultant will consider 
everyone’s opinion as part of the design 
process and have the skill to direct the 
overall landscape plan to satisfy every-
one. Essential design principles should 
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consist of variety, simplicity, landscape 
elements, balance, sequence, and unity. 

Combining these design consider-
ations may become overwhelming to 
non-professionals. However, advanced 
design technology software is now 
available that enables the designer to 
show before-and-after depictions of 
the property along with virtual walk-
throughs. A virtual landscape drawing 
helps property managers and board 
members see the designer’s vision and 
make decisions in the best interest of 
the entire property, long before a shovel 
breaks ground. 

On the right is a before-and-after 
preliminary virtual design presented 
to one of our clients. At this stage, we 
are able to communicate each element 
of the design in detail and allow for any 
changes beforehand with a click of a 
finger, saving costly changes if done once 
the project is underway or completed.

Proper Budget
Like anything else, renovating and 

making improvements to beautify prop-
erty takes money. The biggest mistake 
that I see with condo landscape budgets 
is unrealistic expectations, particularly 
relating to the size and scale of the 
condominium property, which is often 
overlooked. Many of our client prop-
erties average from 2 to 10 acres and 
require a lot of something just to make 
a splash. Again, that’s where a proper 

master plan will achieve all of the land-
scape goals in a certain amount of time. 

Unlike a typical residential home, the 
sheer amount of materials and labour 
required on a large property quickly 

compounds. Also, the cost of everything 
in our industry is rising and ‘ ‘we’ve seen 
10-20% increases in labour, insurance, 
and fuel. Landscaping is not immune to 
these inflationary pressures. When we 
think of the cost of a single flower or 
paving stone, we may not be aware of 
the compound impact on the whole job. 

Ultimately, the key to any success-
ful condo landscaping is for everyone 
to do their job. From the property 
manager facilitating the project to the 
board of directors sharing their views 
on behalf of the owners, a landscape 
professional will listen to their needs 
and wants. They will use their exper-
tise to assess the property’s current 
condition and ultimately create a 
beautiful, healthy and enjoyable land-
scape to be enjoyed by all.

Be well and happy landscaping. n

Frank Aiello is the President of Green 
Leaf Limited, a full-service landscaping 
company, which has been designing, 
building and maintaining beautiful out-
door spaces for over four decades exclu-
sively for condominium properties.
greenleaflimited.ca

A detailed 
landscaping master 

plan aerial view 
drawing of an  

entire property 

A preliminary virtual design allows us to communicate each element of the design in detail to the client and allow 
for any changes before the project is underway or completed. Photos supplied.

Before

After
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Professional minute-takers provide 
impartial, clear and consistent docu-
mentation of meetings without the 
risk of bias when contentious discus-
sions or decisions arise. This produces 
a trustworthy, honest record that 
parties, including residents, can refer 
to in the future. Using a third-party 
minute-taking service reduces liabil-
ity if decisions are challenged in court, 
ensuring an added peace of mind if 
matters escalate. Some professional 
service providers can also provide 
value-added services, like hosting 
and/or moderating virtual meetings, 
archiving of records, creating minutes 
from a recording, and flexible self-
serve bookings.  Property managers 
who DIY meeting minutes spend 
energy and attention multi-tasking, 
can fall behind in the discussion and 
end up with inaccurate or biased 
minutes. By leaving minute-taking in 
the skilled, trained hands of profes-
sionals, property managers can 
actively participate in the discussion 
without distractions. 

Condominiums are often described 
as the fourth level of government. 

Like the government, 
a condominium is 
expected to operate 
efficiently and provide 
services to residents, 
who pay fees to help 
maintain the facili-
ties and elect a board 
to spend the funds 
prudently. With more 
people working from 
home and experienc-
ing pandemic-related 
cost sensitivity, condo-
miniums are now 
challenged to support 

the increased reliance on common 
elements and amenities and show resi-
dents that their fees are being spent 
wisely to improve the community. 

It is important for property manag-
ers and boards who are balancing 
tighter budgets to deliver on planned 
projects and keep up with pandemic-
driven improvements. It is important 

to consider the long-term value that 
professional service providers offer. 
Remember that you get what you pay for, 
and the immediate savings of choosing 
non-professionals or doing it yourself 
(DIY) can end up costing a lot more than 
you had bargained for. 

Board and AGM Meetings
The transition of  board and 

AGM meetings to virtual has been 
a bumpy road littered with glitches 
and unexpected interruptions. Many 
condominiums have explored virtual 
meeting and proxy voting platforms 
for AGMs. However, some are still 
struggling to conduct board meet-
ings efficiently and productively while 
meeting compliance requirements such 
as proper minute-taking. Whether 
virtually, in-person or a mix of both, 
professional minute-taking services 
can take some of the burdens and stress 
out of facilitating meetings, freeing up 
property managers and boards to focus 
their time, energy and attention on the 
agenda items at hand.

By Noah Maislin and Marko Lindhe
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The Cost of “Saving Money”

Your Condo | Professional Services
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Cleaning and Minor Repairs
More people staying at home means 

increased traffic on property grounds, 
more contact at high touchpoints, and 
accelerated wear on common elements 
like garbage chutes. Using professional 

services for cleaning and upkeep can 
guarantee a quality of care that gives 
residents a sense of comfort and confi-
dence in their condominium. 

Professional cleaners have the supplies, 
equipment and products to thoroughly 
sanitize common areas, safely tend to 
spills and broken items left behind, and 
prevent potential safety and fire hazards. 
They can maintain the property year-
round and quickly respond to the mess 
that each season brings before it gets 
worse, such as treaded snow or rain that 
can lead to slip-and-falls and personal 
injury claims. More importantly, now 
than ever before, professional cleaners 
can maintain high standards for environ-
mental hygiene, one expectation coming 
out of the pandemic that is sure to stay.

Minor and aesthetic repairs, such as 
misaligned doors and paint touch-ups, also 
require a high level of attention to detail 

to benefit from a professional approach. 
These repair services have the expertise 
to fix an elevator scuff without corrod-
ing the metal and repair wall dents so that 
they don’t chip away in the next month, 
avoiding recurring costs on the same job. 

Contracts can be negotiated to warranty 
the work and include add-on services 
like regularly greasing hinges on recently 
installed doors. While it may seem like the 
non-professional or DIY route is “good 
enough,” like most things in life, a cheap-
and-fast job usually looks cheap and wears 
fast – and ultimately can cost more. 

Renovations and Major 
Repairs

The potential for incremental costs due 
to non-professional, sub-standard work 
can surpass the original cost of doing it 
right the first time. This is easily under-
estimated in renovation projects and 
major repairs that have a high upfront 
cost. Property managers and boards will 
often procure quotes and scrutinize the 
scope of work to look for savings. When 
comparing contractors for renovations, 
repairs, plumbing and other major proj-

ects, it is crucial to keep in mind that the 
downstream costs of poor craftsmanship 
can add up in the long run. 

Professional contractors have the expe-
rience, specialization, and insurance or 
warranty to guarantee long-lasting, qual-
ity work that can withstand the test of 
time and frequent use of high-occupancy 
condominiums. They are typically trained 
on safety regulations, building codes and 
best practices, and city by-laws and may be 
subject to a governing body that mandates 
a standard of work and duty of care simi-
lar to engineers. With non-professional 
contractors, even those with references 
and a clientele record, they may get the job 
done at first, but whether it stands the test 
of time and meets code requirements can 
be an expensive gamble to make or prove 
to be even worse: a sunk cost. 

When it comes to service providers, 
the true cost of non-professionals can 
amount to more than the quoted price, 
in the form of downstream costs, repu-
tational damage among residents, and 
unnecessary time and energy wasted. 
Cut your losses now and find profes-
sional service providers who can provide 
value and peace of mind, both now and 
in the long run. n

Noah Maislin and Marko Lindhe 
have both been in the condo industry for 
over seven years, focusing their atten-
tion on the professional minute-taking 
space. They have a strong understanding 
of all things condo from being involved 
with over 15,000 condo meetings. 
minutessolutions.com

Remember that you get what you pay for, and the 
immediate savings of choosing non-professionals  
or doing it yourself (DIY) can end up costing  
a lot more than you had bargained for. {
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Is Your Condo Well Managed?
for condominium managers, and the 
ACMO 2000 Certification for property 
management firms. These voluntary 
programs go above and beyond manda-
tory licensing requirements.

“Managers who have the RCM are, by 
definition, people who want to take a more 
challenging path, and who want to invest 
more in their education and career,” notes 
Plant. “Using an RCM in buildings ensures 
that the manager not only has the technical 
skills needed, but the hands-on experience. 
It also ensures the building has a manager 
who takes their own education and career 
seriously and is committed to exceeding 
industry expectations and delivering a 
higher standard of service to their clients.”

Earning the RCM designation is no 
easy task. In addition to successfully 
completing ACMO’s four condominium 
management courses through a recog-
nized college and securing a General 
License, RCM hopefuls must have two 
consecutive years of full-time condo 
management experience (approximately 
3,500 – 4,000 hours), complete a host of 
additional management and administra-
tive tasks not required with the general 

A condominium is more than a mere 
asset; it is possibly the largest investment 
the owner will ever make; and, more 
importantly, it is their home. Under-
standably, condominium boards and 
owners want the best for their homes, and 
that extends to how they are managed. As 
such, they are motivated to hire a property 
management firm and condo manager 
with the necessary expertise, experience, 
and customer-focus to best serve their 
interests, protect their investment, and 
provide a desirable place to live.

Finding a condo manager and property 
management firm that fits this description 
can be tricky. While mandatory licensing 
provides some level of assurance that 
management firms and managers can do 
the job, it is no guarantee. There are advan-
tages to seeking professionals committed 
to rising above minimum standards.

In addition to the condo-specific 
knowledge and expertise necessary to 
manage a condo community in accor-
dance with the Condo Act, management 
firms and managers must be skilled 
communicators, problem solvers, 
decision-makers, team leaders and 

community-builders. Above all, they 
must be skilled in the art of client service 
and adept at dealing with the unexpected, 
as was the case with the 2020 pandemic.

“Even before the pandemic, the role of 
the condominium manager was begin-
ning to grow more complex,” says Eric 
Plant, Director with Brilliant Property 
Management Inc. “In addition to track-
ing and implementing an ever-changing 
set of provincial and municipal regula-
tions, managers have largely had to go 
digital in an industry that requires a high 
degree of in-person interaction.”

Trusted Condo Management 
Designations

“Having a license is basically the 
minimum table stakes to get into the 
condo management game,” notes Paul 
MacDonald, Executive Director with 
ACMO. “Given how the condominium 
management profession and its’ chal-
lenges have evolved and grown, there is 
a need and opportunity for those willing 
to exceed that minimum.”

Enter ACMO’s Registered Condo-
minium Manager (RCM) designation 

Your Condo | Management

This article was previously published in CondoBusiness Magazine.
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license, and achieve a minimum score 
of 75% on ACMO’s comprehensive 
RCM exam. Furthermore, RCMs must 
complete 10 hours of continuing educa-
tion seminars each year to maintain the 
designation and stay up to date on indus-

try regulations, best practices, and trends.
Notwithstanding these differences, 

perhaps the most important distinction 
between a general license and RCM desig-
nation is that the former is mandatory 
while the latter is voluntary. It speaks 
to a different attitude and higher level 
of commitment to the profession. In a 
recent ACMO survey asking RCM hold-
ers why they pursued the designation, the 
most popular response was “To demon-
strate to clients that I am competent and 
have achieved a higher standard”.

Similarly, ACMO 2000 Certified 
condominium management firms 
have secured their mandatory provider 
license but go further by committing to 
a quality management system like the 
ISO 9001 standard. ACMO 2000 Certi-

fied firms adhere to a series of vigorous 
management and operational stan-
dards, principles and best practices and 
undergo regular independent audits 
to ensure ongoing compliance. Like 
the RCM, these firms strive to deliver a 
higher level of service to their clients.

Exceeding Expectations
Neither the RCM designation or 

ACMO 2000 Certification are an indus-
try requirement, so it is important that 
condo boards and owners understand 

that they represent a standard above the 
minimum as set out by the Condomin-
ium Management Services Act

“While those standards were an 
important step in the evolution of our 
profession, the RCM and ACMO 2000 
certification go a step above,” adds Dean 
McCabe, Founder and President of Meri-
tus Group Management. “Condo boards 
should insist on these qualifications to 
give their owners greater peace of mind 
that their home is in good hands.”

McCabe notes that the RCM designa-
tion and ACMO 2000 Certification will 
continue to keep pace with the evolu-
tion of property management profession 
and represent brands delivering a higher 
standard of performance in condomin-
ium management services compared to 
the minimum government standard.

“Our goal has been, and will continue 
to be, to help our members differentiate 
themselves as the gold standard in condo-
minium management services,” he adds.

Is your condo managed by a Regis-
tered Condominium Manager or 
ACMO 2000 Certified management 
firm? Check our RCM Registry and 
ACMO 2000 Firm Registry. n

While mandatory licensing provides some level  
of assurance that management firms and 
managers can do the job, it is no guarantee. 
There are advantages to seeking professionals 
committed to rising above minimum standards.

{

COMPLETE BUILDING
MAINTENANCE

OMEGAMAINTENANCE.CA

CONTACT ARS TODAY

IN PARTNERSHIP WITH

GET THE ARS APP

(416) 244 - 9797

OMEGA SERVICES

• JANITORIAL
• SUPERINDENDENT
• UNDERGROUND GARAGES
• WINDOWS & BALCONIES
• CARPETS & FLOORS
• EMERGENCY RESPONSE
• RESTORATION
• PAINTING

claims@arsresponds.com
www.arsresponds.com

1-HOUR
RESPONSE

TIME !

WE  SPECIALIZE IN PROPERTY 
DAMAGE RESULTING FROM

Access Restoration Services     |    9

ARS is highly experienced in handling both small and 
catastrophic sized water damage disasters as well as the 
cleanup.  We are experts in water removal and structural 
drying, and are often able to avoid costly repairs and 
reconstruction thanks to our advanced water damage 
restoration techniques and superior performing 
drying equipment. 

If your business has experienced fire or smoke damage, 
time is of the essence!
Depending on the severity of your loss, fire restoration can 
be a complicated procedure, which should only be handled 
by our qualified restoration personnel.  
Upon arrival, our trained team will move quickly to secure 
your property, minimize any secondary damage, assess 
and process your contents for cleaning and restoration, 
and conduct a full assessment to provide a comprehensive 
restoration plan.

The most unpredictable of all-natural disasters, storms 
can hit anywhere at any time. Upon arrival to your site, our 
trained team will move quickly to secure and stabilize your 
property, assess all of the damage, minimize the potential 
for any secondary damage, process affected contents for 
cleaning and restoration, dry and sanitize all affected areas. 
It is essential to complete all of these steps prior to any 
restoration work on the property.

From property restoration to new construction, we offer 
a full range of services to fit all your needs. Whether we’re 
restoring properties to their original state after damages 
sustained from natural or environmental occurrences, or 
we’re providing general renovations, repairs, property 
management or maintenance, ARS handles it all.  We 
employ a full-time staff of certified professionals and skilled 
tradespeople representing over twenty different professions 
and trades all under one roof.

We guarantee that all work is done to the highest 
standard, using only the best materials available, 

and always in strict compliance with the most 
current building codes.  We will also work with 

your insurance company to coordinate your 
claim, and aim to return your property to its 

original condition as quickly as possible and with 
the least amount of disruption to your business.

JOE GAGLIANO 
President ARS

A
cc

es
s R

es
to

ra
tio

n 
Se

rv
ic

es
    

 |  
  3

W
e 

ar
e 

a 
bu

ild

A
cc

es
s

R
es

to
ra

ti
on

Se
rv

ic
es

an
d 

re
st

or
at

io
n 

co
m

pa
ny

th
at

 s
p

ec
ia

liz
es

 in
 p

ro
p

er
ty

 d
am

ag
e 

an
d 

ot
he

r e
nv

iro
nm

en
ta

l d
is

as
te

rs
.

re
su

lt
in

g 
fr

om
 w

at
er

, f
ir

e,
 s

to
rm

,

W
ho

 W
e 

A
re

O
ur

 O
rig

in
s

Cl
ie

nt
 S

er
vi

ce
s

M
ile

st
on

es
 

O
ur

 T
ec

hn
ol

og
y

A
RS

 M
ob

ile
 A

pp

G
PS

 T
ra

ck
in

g 
&

 B
io

m
et

ric
s

Se
rv

ic
es

 | C
om

m
er

ci
al

 &
 In

du
st

ria
l

Se
rv

ic
es

 | M
ul

ti 
Re

si
de

nt
ia

l

Se
rv

ic
es

 | I
ns

tit
ut

io
na

l

Se
rv

ic
es

 | R
et

ai
l

Se
rv

ic
es

 | C
at

as
tr

op
he

 &
 L

ar
ge

 L
os

s

Se
rv

ic
es

 | G
lo

ba
l E

m
er

ge
nc

y

H
ea

lth
 &

 S
af

et
y 

05 07 09 11 13 15 17 19 21
 

23 25 27 31 33

A
cc

es
s R

es
to

ra
tio

n 
Se

rv
ic

es
    

 |  
  3

W
e 

ar
e 

a 
bu

ild

A
cc

es
s

R
es

to
ra

ti
on

Se
rv

ic
es

an
d 

re
st

or
at

io
n 

co
m

pa
ny

th
at

 s
p

ec
ia

liz
es

 in
 p

ro
p

er
ty

 d
am

ag
e 

an
d 

ot
he

r e
nv

iro
nm

en
ta

l d
is

as
te

rs
.

re
su

lt
in

g 
fr

om
 w

at
er

, f
ir

e,
 s

to
rm

,

W
ho

 W
e 

A
re

O
ur

 O
rig

in
s

Cl
ie

nt
 S

er
vi

ce
s

M
ile

st
on

es
 

O
ur

 T
ec

hn
ol

og
y

A
RS

 M
ob

ile
 A

pp

G
PS

 T
ra

ck
in

g 
&

 B
io

m
et

ric
s

Se
rv

ic
es

 | C
om

m
er

ci
al

 &
 In

du
st

ria
l

Se
rv

ic
es

 | M
ul

ti 
Re

si
de

nt
ia

l

Se
rv

ic
es

 | I
ns

tit
ut

io
na

l

Se
rv

ic
es

 | R
et

ai
l

Se
rv

ic
es

 | C
at

as
tr

op
he

 &
 L

ar
ge

 L
os

s

Se
rv

ic
es

 | G
lo

ba
l E

m
er

ge
nc

y

H
ea

lth
 &

 S
af

et
y 

05 07 09 11 13 15 17 19 21
 

23 25 27 31 33
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SPOTLIGHTSPOTLIGHT

Royale Grande has been a proud member of ACMO (Asso-
ciation of Condominium Managers of Ontario) since 2007. We 
achieved ACMO 2000 Certification in September 2008, just a year 

and a half after inception.
Royale Grande decided to become an ACMO 

2000 Certified company because we knew the 
value of the program and that it would benefit 
all our stakeholders – our residents, boards, 
suppliers, and team members. In addition, it 
would result in a competitive advantage.

As an ACMO 2000 Certified company, we 
developed systems based on the ACMO 2000 Manual stan-
dards. Every three years, an independent third-party auditor 
confirms that we continue to meet the requirements devel-
oped during the initial certification audit. We successfully 
completed our compliance audit in April 2021. 

The ACMO 2000 Manual identifies Key Operational 
Components, which include Management Responsibility, 
Board Relations, Purchasing and Supplier Relations, Account-
ing, Administration and Insurance, Human Resources, Field 
Operations, and Measurement and Improvement. It is 
intended that these components reflect the key functions of a 
condominium management company. Our case has resulted 
in Royale Grande being a top place to work and delivering a 
higher standard of service to our communities.

For example, the human resources component has allowed 
us to attract and retain talent, particularly in a highly competi-
tive environment where the number of licensed managers is in 
short supply. We would not be able to serve our communities 
without our team members.

Shining a light on an ACMO 2000 Certified 
Management Firm Choosing to Offer a Higher 
Standard of Service to Elevate Their Business

As a certified company, we are required to comply with 
the ACMO Code of Corporate Ethics. We believe every 
company should have and abide by a Code of Ethics. It 
builds trust and credibility among all of our stakeholders.

The ACMO 2000 Certification is based on the following 
eight quality management principles – customer focus, 
leadership, involvement of people, process approach, 
systems approach to management, continual improve-
ment, management by facts, supplier relationships, and 
management agreement termination. We recognized early 
on the many benefits of adopting a quality management 
system. For us, it was not enough to become an ACMO 2000 
Certified company - quality management is ingrained in 
our culture.

Although the ACMO 2000 Certification is voluntary, we 
felt that it was mandatory for our company if we wanted to 
be the preeminent condominium management company 
committed to building vibrant and engaged condominium 
communities for a more inspired way of living. n

Michael Kalisperas, RCM, OLCM, has been a property 
manager since 1990. In January 2007, he founded Royale 
Grande Property Management Ltd. after selling his inter-
est in his previous management company. Since Royale 
Grande’s inception, our portfolio has grown strategically 
to allow delivery of exceptional and personalized service to 
our communities, which consists of condominiums in the 
Toronto area and the outskirts of the GTA - Aurora, Missis-
sauga, Markham, and Richmond Hill. 
royalegrande.com

Michael 
Kalisperas
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RCM Profile

Other education: Advertising & 
Public Relations Diploma

Mentor(s) in the industry: Donald 
Balla, Crossbridge Condominium 
Services.

Donald was the first Manager I 
worked with as an Administrator, and 
we worked together for about one year. 
The site was an older building with 
unique challenges. I gained so much 
knowledge from Donald in that year, 
and there are things that I learned that I 
still use every day.

My main takeaway was never to 
underestimate the value and importance 
of a good and fair leader.

What path brought you to a career 
as a condominium manager? I became 
a member of my condo board in late 
2011. I was working part-time and 
looking for a change. I knew there was a 
growing demand in the condominium 
management field, so I had a conversa-
tion with the Regional Manager about 
the industry.

A month later, I started working as 
a Site Administrator at an established 
building in downtown Toronto.  I began 
taking the first of the RCM training 
courses that year.

Approximately one year later, I began 
managing my first site, a boutique 
condominium in Toronto’s historic St. 
Lawrence Market area.

What is one must-have skill for 
a condominium manager? Why? 
Patience. Managers must be patient 
while boards review, discuss and plan. It 
can take months or even years for some 

were able to rule out a couple of the 
surrounding suites. I worked with my 
contractor to determine if there was 
fire-stopping missing from around the 
vertical pipe runs, as this seemed like a 
possible source. We found some fire-
stopping missing, which helped to rule 
out more neighbouring suites, but the 
odour issue remained. 

It was at this time that we brought 
in our engineer and did a negative 

air pressure test. The results showed 
us that the offending odours were 
coming from a neighbouring suite’s 
cooking exhaust vent. The smells were 
being sucked into the suite from wind 
vortexes, changes in air pressure, and 
a defective vent flap.

My contractor installed a new vent flap, 
and the problem was finally rectified. 

By tackling the problem professionally 
and methodically, I was able to resolve 
the issue and earn the owner’s trust.

 What’s your biggest challenge 
as a manager? The biggest challenge 
I have found is dealing with a wide 
variety of personalities. Whether it be 
an owner, tenant, or board member, 
Property Managers must sometimes 

projects to move from the idea stage 
through planning to implementation. 
It can also take weeks or months to find 
a resolution to resident challenges.

Property Managers must be patient 
and take the time to listen to stakehold-
ers, create an action plan and implement 
that plan accordingly.

Tell us about a personal success 
story on the job. At a high-rise build-
ing I managed, a resident had reported 

unwelcome cooking odours in her bath-
room, coming from another suite. This 
was going on for a couple of years before 
I had taken over the site and heard about 
the issue.

By this time, the resident was under-
standably upset about the issue and the 
failure of previous managers to find 
a solution. She felt that she was being 
disrespected and not believed.

I was empathetic while I explained 
that we would need to tackle the prob-
lem step-by-step, and it would take 
some time. But I reassured her that I 
did believe her and took her complaint 
seriously.

After asking the resident to docu-
ment the occurrences in a log, we 

Mark E. Daye
Designation(s): RCM, OLCM
Company: ICC Property Management Ltd.
Year entered the profession: 2012 (as a Site Administrator)
Year RCM obtained:  2016

As property managers, we are constantly meeting 
new people: directors, residents, and industry 
profes sionals. I am always learning something 
new from the people I meet. {
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be firm but always empathetic and 
respectful. 

We often encounter first-time condo 
owners who don’t fully understand the 
basics of condo life, how a condominium 
operates, or their obligations as owners. 
Management must inform and educate 
owners and residents of the condo rules 
and their responsibilities professionally 
and courteously.

Good managers will continue educat-
ing their residents and owners with 
timely seasonal updates on various topics.

What’s your favourite part of the 
job? My favourite part of the job is the 
people I meet.

As property managers, we are 
constantly meeting new people: 
directors, residents, and industry 
professionals. I am always learning 
something new from the people I meet. 
They are from all walks of life, and for 
me, working in downtown Toronto, I 
meet people from all over the world. 
This is very exciting to me personally, as 
I grew up in a small town where every-
one looked the same. 

Every day on the job is different. A 
quick conversation about cleaning the 
parking garage can turn into an excit-
ing learning experience. What could be 
more interesting?

Best business advice you ever 
received? “Don’t get involved in board 
politics” Brian Horlick LL.B. 

Directors come and go, boards change 
annually, and managers must adapt.

Good managers lead by example and 
stay focused on the job at hand: manag-
ing the condominium corporation fairly 
and professionally. We do this by utiliz-
ing the tools we have at our disposal: the 
Condo Act, the declaration and by-laws.

As Reveverend Jesse Jackson said, 
“Leadership has a harder job to do than 
just choose sides. It must bring sides 
together.”

Answer this statement – I am an 
RCM because… I am an RCM because 
the RCM designation immediately shows 
others that I’m an industry professional 
who goes above and beyond what is 
required of me.

Attaining and keeping the RCM 
designation means additional work 
and education requirements, but it also 
demonstrates that I am voluntarily achiev-
ing a higher standard for my owners and 
other stakeholders in the constantly evolv-
ing condominium industry.

Where do you see yourself in five 
years? I hope I am still with ICC. It’s 
an exciting and progressive company, 
and they have welcomed me with open 
arms. I want to continue to grow in my 
career as a Property Manager. Even-
tually, I’d like to be managing a more 
significant site or portfolio of sites or 
even move on to a more senior role. 

I am interested in getting more 
involved in promoting the industry 
as a whole, and, as a start, I intend to 
run again for a position on the ACMO 
Board of Directors.

What recent project that you 
completed can we highlight? At a 
high-rise site with a very large under-
ground parking garage (six levels), a 
contractor was awarded the job (sealed 
bid tender) of completing repairs to 
the garage waterproofing membrane, 
localized concrete-crack injections 
and some driveway repairs. 

Due to the physical layout of the 
garage and the narrow drive lanes, 
the membrane portion of the work 
was going to be challenging and was 
expected to take about six weeks. 

Keeping workers safe, al low-
ing the membrane to cure properly 
and keeping resident vehicles off of 
the new membrane during this six-
week period was going to be a tough 
balancing act. 

The contractor mentioned that it 
would be much easier and quicker to 
do the membrane work if we could just 
close the garage outright for a couple of 
days. I took his suggestion to my board 
of directors, and they agreed with our 
proposed ‘Short-term pain, for long-term 
gain’ strategy.

We worked out an action plan and 
chose a weekend when the work would 
be done. Communication to owners was 
key here. I created multiple electronic 
notices and sent them at various times to 
ensure that everyone knew exactly what 
was going to happen and when. Addi-
tional notices were posted at all garage 
entrances and exits, building elevators, 
and notice boards. 

When the time arrived, the contrac-
tor started on the P6 level and worked 
up. Residents knew that they needed to 
be out of the garage by a set time and 
could not return until Monday morning. 
The work was completed several weeks 
ahead of schedule. All in all, the plan was 
a massive success. n
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The short answer to this question is “yes”, condominium 
directors do run risks of personal liability.  However, in my 

view, these are small risks, and there are 
things that condominium directors can do 
to minimize these risks.

First and foremost, non-profit corporate 
representatives generally have personal 
liability only for their own acts or omissions 
taken outside of their roles as representa-
tives of the corporation.

In the condominium context, this essentially means that 
directors and officers generally can’t be personally liable for 
actions or decisions of the board taken at board meetings pursu-
ant to Section 32 of the Condominium Act, 1998 (the Act).

This principle was nicely expressed in a recent decision of 
the Ontario Superior Court.  In the case of Matlock v. OCSCC 
815, one of the owners had asserted various claims against 
the condominium corporation. The owner had also asserted 
claims against the condominium’s directors personally. The 
Court dismissed the claims against the directors and gave the 
following reason:

A plain reading of these allegations reveals that these 
complaints are directed against the individual board 
members in their role as the directing minds of the 
condominium corporation. 

So again:  As long as directors are acting pursuant to the 
board’s direction, they generally won’t have personal liability.  
Furthermore, directors and officers can be protected against 
risks of personal liability by ensuring that the corporation has 
a by-law stating that the corporation will indemnify the direc-
tors and officers and by also ensuring that the corporation has 
Directors and Officers Liability Insurance on suitable terms.   
[See Sections 38 and 39 of the Act.]  

There is, however, one important exception to this prin-
ciple.  In particular, condominium directors and officers 

Viewpoint

Do Condominium Directors Risk Personal Liability?

can be personally liable for their dishonesty or bad faith.  
We know this because the Act specifically says that directors 
and officers are not to be indemnified by the corporation 
or protected by D & O insurance if they act dishonestly 
or in bad faith.  There is also a leading Court decision, in 
Ontario, on this point.  

In the case of Ballingall v. CCC 111, one of the owners 
asserted a claim against the corporation and against one 
of the directors personally for the corporation’s failure to 
properly enforce a single-family restriction in the corpo-
ration’s Declaration.  The one director had campaigned 
against a Rule which had been recommended by the 
corporation’s legal counsel to help with enforcement of 
the single-family restriction.  The Court said that this direc-
tor was acting in bad faith because the director’s actions 
were based upon his personal interest rather than upon 
the corporation’s best interests.  Therefore, the director was 
found personally liable for some of the costs of the Court 
Application.

I should add that directors and officers having a personal 
interest in a matter may have obligations under Sections 40 
or 41 of the Act (respecting disclosure of conflicts of inter-
est and avoiding participation in related decisions) and/
or under Section 29 of the Act and Section 11.6 of Regula-
tion 48/01 (respecting disclosure of certain lawsuits and 
contracts or transactions involving a director or the direc-
tor’s family).   

If directors and officers are careful to fulfill these obliga-
tions and to avoid dishonesty and bad faith, and if they then 
only act in accordance with the direction and authorization 
of the board, I believe that they will have minimal risks of 
personal liability. n

James Davidson is one of the founding partners of 
Davidson Houle Allen Condominium Law.  He has been 
practising condominium law for over 35 years.
dhacondolaw.ca

James  
Davidson
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