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Condominium boards can ensure  
their governance positively impacts  
the community by providing clear  
instructions to property management  
and adopting effective management  
policies.  Read more about their impact  
on the condominium lifestyle on page 15.
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Message
from the Executive Director

Back in 1964, Bob Dylan released the song The Times They 
Are A-Changin’ as a protest anthem during a period of cultural 

revolution and political upheaval. It became 
a classic hit and has stood the test of time as 
a popular anthem of sorts ever since. The 
tune came to mind when I contemplated the 
evolution of the condominium management 
profession in recent years. The profession 

certainly has been a-changin,’ and more change is coming, 
specifically in licensing education. 

In 2017 the Minister of Government and Consumer Services 
(MGCS) entered into an exclusive agreement with ACMO that 
designated our four condominium management courses and 
exams as the necessary requirement to qualify for a General 
Licence. The agreement was effective for a five-year term 
through October 31, 2022.

Recently the Condominium Management Authority of 
Ontario (CMRAO) announced they would assume respon-
sibility for licensing education effective November 1, 2021. 
At that time, they will introduce a new licensing education 
program comprised of six courses. The announcement 
detailed a transition plan for those currently enrolled in 
ACMO courses or planning to get their general licence. 

The good news is that all applicants for a general licence who 
have started or completed one ACMO course prior to Novem-
ber 1, 2021, may complete the remaining three courses by 
October 31, 2022, and will be deemed to have met the licens-

ing education requirements for a general licence (Consult the 
CMRAO website for full details of the transition plan). 

So, what does this mean for ACMO? For a start, it means 
that ACMO will continue fulfilling our obligations and offer-
ing our four courses through our college partners and Ontario 
Learn until October 31, 2022, after which these courses will be 
invalid for licensing purposes. Anyone interested in pursuing 
a general licence with a minimum of time and expense would 
be well advised to enroll in ACMO’s courses soon. 

It also means that ACMO will be pivoting away from licens-
ing education in due course. Instead, ACMO will focus on 
executing our new strategic plan to build a growing, vibrant 
professional community that delivers support, education, 
knowledge, resources and value to condominium profession-
als and management firms who are committed to a higher 
standard in condominium management.

Recently, we conducted a comprehensive member survey 
to gather insights on what ACMO can do to increase member 
value and satisfaction. An overwhelming number of you 
suggested we need to build more value into the RCM and 
ACMO 2000 programs and do a better job raising their profile 
and importance in the marketplace. You want us to support 
you better and defend our profession. You also told us we 
need to provide improved, accessible, and timely continuing 
education. We are listening. We are working on some exciting 
new programs that we will reveal in the coming months, so 
stay tuned; we’re a-changin’!  

The Times They  
Are A-Changin’

Paul B. MacDonald
Executive Director
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What is it that attracts people to a 
career in condominium management?

Yes, there is the fact 
that it is a stable profes-
sion in what can be an 
uncertain economy.  
Every time there is an 
economic downturn, 

we have people from other industries 
looking to bring their transferable skills 
to condominium management.

But there is so much more.
There’s the opportunity to impact 

the community you work in as local city 
councillors or elected officials do. It’s the 
chance to represent the community you 
manage to new residents and owners, 
the ability to set standards for services 
delivered by staff, and the responsibil-
ity to enforce rules to protect owners, 
residents and property.  

We all know of managers who have 
sustained a relationship and presence 

in the communities they manage, to 
the point that they become part of the 
communities themselves – attending 
community BBQs and holiday gather-
ings as guests, not just as the staff. They 
form bonds of friendship with those that 
live in the properties they service.

The fact is, our professional duties are 
so varied that almost anyone can find a 
portion of the job that that relish and love.  

Most condo managers I meet say 
they “love their jobs,” but I am starting 
to realize that each of them may love 
something very different about their 
jobs – the opportunity to influence a 
community or the responsibility of 
long-term financial planning that will 
build value for the owners.

One common thread is that many 
condominium managers believe in the 
benefits of condo living.  How many of 
you know a condominium manager who 
lives in a condo themselves or sits on a 

board of directors?  How many board 
members have served their communi-
ties for years then pursued a career in 
condominium management?

So here is the secret. We offer the 
opportunity to get a true sense of job 
security, working for a cause you believe 
in and deliver real value to people you 
care about. Most experts will tell you 
that’s the recipe for real job satisfaction.

We all still dread the full moon, rain-
storms, and long board meetings. But if 
you are looking for a manager’s perspec-
tive of condominium living, you likely 
need not look any further than the reasons 
why many managers love this profession.

We’ll talk again soon . . .

Dean McCabe, RCM
ACMO President

From a Managers Perspective
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Snapshot

and welcome new ACMO members, including recognizing  
recent RCM designates and ACMO 2000 certified companies.  
Congratulations, and welcome to all!    

Thank you to all of the attendees and sponsors, Condo 
Control, Common Ground Condo Law, Atrens-Counsel 
Insurance Brokers, Lifeline Fire Protection, Progress Property 
Management Ltd., Spectrum Building Services, and Ster-ol 
Infection Control Specialists for making this the first of many 
successful virtual events to come.  Watch the ACMO Event 
Calendar on www.acmo.org to register for virtual luncheons 
and for sponsorship and exhibitor opportunities. 

The New RCM Registry
To promote and elevate the profile of the condominium 

managers who have demonstrated a commitment to a higher 
standard and have earned their RCM designation, ACMO 
recently launched the RCM Registry on acmo.org. This public 

ACMO Hosts its First Virtual Luncheon
As a result of the ongoing pandemic restrictions on public 

gatherings, ACMO held its first Virtual Luncheon on the morn-
ing of October 27, 2020.  By all accounts, it was a resounding 
success with 280 registered attendees.    

The interactive event consisted of a morning panel discussion 
regarding recent Condominium Authority Tribunal (CAT) deci-
sions and the implications of the CAT’s new expanded scope.  
The panel consisted of condominium lawyers Christy Allen of 
Davidson Houle Allen LLP, Maria Durdan of SimpsonWigle 
Law LLP, and Brian Horlick of Horlick Levitt Di Lella LLP. 

During the lunch hour, attendees were encouraged to visit 
the virtual exhibit hall, where eight condominium industry 
service providers were ready to chat or meet live through 
video or supply information resources.  There was also the 
opportunity to enter raffles to win prizes from many of the 
exhibitors.  The afternoon session was reserved to introduce Ph
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A quick glance at what’s happening with ACMO  
and the condominium industry.  

1110 I CM Magazine WINTER 2020





registry lists the names of all the active 
RCMs, their location, and the date they 
earned their RCM designation. 

Condo directors, owners and other 
industry professionals can now search 
the registry to confirm whether a 
manager is a Registered Condominium 
Manager. 

Amendments to The Condo 
Act Relating to a Condo Guide

On January 1, 2020, legislative 
amendments to the Condominium 
Act, 1998 related to the publication of 
a Condo Guide will come into effect.  
These amendments require the Minis-
ter of Government and Consumer 
Services to ensure the development 
of a plain-language condominium 
guide providing information related 
to purchasing and ownership of a 
condo.  The Condominium Author-
ity of Ontario (CAO) will prepare the 
condo guide.  

The proposed guide is expected to 
inform potential purchasers of resi-
dential condos of the risks involved 
in buying preconstruction condos 
and educating them about the condo 

purchase process. The guide will 
cover a range of topics relevant to 
purchasing and owning property in 
a condo, including condo fees, board 
governance, etc.

Developers will be required to 
provide a copy of the condo guide 
to purchasers of preconstruction/
new condos along with the currently 
required disclosure statement. Until 
then, the agreement of purchase and 
sale is not binding on the purchaser.  
Amendments will also allow a buyer 
who receives a copy of the guide and 
the developer’s disclosure statement to 
rescind the agreement of purchase and 
sale before accepting a deed to the unit 
in certain instances.

Services and Trades at  
your fingertips

This year, the popular ACMO 
Professional Services and Trades 
Directory was released in an easy to 
use digital flip-book format.  The 
interactive publication features direct 
links to the website of the selected 
service provider saving time and 
effort. Bookmark the online directory 

at www.acmo.org  under the publi-
cations menu or download it to your 
smartphone’s home screen for quick 
access to hundreds of companies that 
hold membership in our professional 
community. n

For iPhones:
Step 1: From your phone, open 
the Professional Services & Trades 
Directory page on the ACMO 
website at www.acmo.org 
Step 2: Click on the icon of a box 
with an arrow through it at the 
bottom of the screen
Step 3: Click on “Add to Home 
Screen,” and you are done!

For Androids:
Step 1: From your phone, open 
the Professional Services & Trades 
Directory page on the ACMO 
website at www.acmo.org 
Step 2: Click on the menu icon  
(3 lines) at the bottom of the screen
Step 3: Click on “+ Add page to” 
Step 4: Click on “Home screen,”  
and you are done! 
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Condo Living: A Manager’s Perspective
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The Impact of Governance  
and Management on  

Condominium Lifestyle

Respond to Resident 
Complaints

Striving to avoid resident complaints is 
part of the board’s job. However, diverse 
communities face daily challenges to 
keep every single resident happy. As a 
result, your board must be prepared to 
respond to resident complaints promptly. 
When you acknowledge complaints, you 
make it clear that community members 
are heard. Even if a complaint seems 
frivolous or unwarranted, placing equal 
importance on each complaint is crucial 
for optics. Ensuring you and your prop-
erty management team follow the same 
process to resolve issues keeps everyone 
in the community on the same level. This 
contributes to a more peaceful lifestyle. 

Communication Between 
Owners and Directors

In hand with improved complaint 
response, boards should be equally atten-
tive to all resident enquiries. Overlooked 

Condo communities are often at the 
mercy of the board, which governs regu-
lations and policies, and the property 
management companies who carry out 
the orders of the day. Collectively their 
job is to ensure the owners’ right to quiet 
enjoyment while also considering the type 
of lifestyle the condo community provides. 

When the two parties fail to manage 
the property effectively, its value, ameni-
ties, social aspects, and the residents’ 
lifestyle is negatively impacted. 

Here we explore governance and 
management strategies that property 
managers and boards can implement to 
positively impact the lifestyles of resi-
dents and unit owners.

A United Front
While condo boards shape the condo 

community’s direction, the property 
managers carry out the duties to ensure 
the community’s needs are met. Strong 
communities increase resident satisfac-

tion while reducing disputes between 
the board and fellow residents. This 
creates a happier community. 

Condominium boards can help 
ensure their governance positively 
impacts community lifestyle by provid-
ing clear instructions to their property 
management and adopting effective 
management policies. 

Adhere to the Condo Act
When the board or property managers 

follow the rules, it shows respect for resi-
dents’ rights. A commitment to the Condo 
Act compliance is a commitment to the 
community. By remaining transparent 
in how the property is managed, where 
common expense funds are spent, and 
why bylaws exist and must be followed, 
you instill a sense of trust in the board and 
their ability to govern. However, you can 
also effectively reduce complaints because 
you provide less fodder for resident dissat-
isfaction by remaining compliant.  

Vadim Koyen 
President 
CPO Management Inc.
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questions can lead to discontent and cause 
owners to make ill-informed decisions. 
In turn, owners’ actions can negatively 
impact the neighbours, community happi-
ness and even condo property values. As a 
result, all questions should be answered as 
soon as possible, so owners have the infor-
mation they need to enjoy their homes.  

Publish Community 
Newsletters 

Boards have a responsibility to keep 
owners updated on what is happening in 
the community. Although some residents 
might not even glance at a monthly news-
letter, the effort shows your commitment 
to keeping the community informed. 
Newsletters should be shared once a 
month, with special editions as required. 
Including local news that might impact 
lifestyle such as new shops and restaurants, 
an upsweep in crime, changes to local bus 
routes, etc., keeps residents up to date on 
their living environment. 

Communicate Using Proper 
Channels

Communication should also meet the 
needs of each resident. A survey to find 
out how people prefer to be contacted will 
help determine the best way to distribute 
information. While this might be more 
time consuming, each resident has a right 
to receive information in a user-friendly 
format. It also keeps certain groups from 
feeling uninvolved. Older residents might 
prefer email, while younger residents 
might want a continuous feed on social 
media. Remaining sensitive to the different 

demographics of the community keeps 
everyone equally informed. 

Encourage Meeting 
Attendance

Providing information about upcoming 
meetings and AGMs can help encourage 
more people to attend. Giving fair warning 
while also providing information on how 
owners can vote by proxy ensures every-
one has equal opportunity to participate 
in crucial decisions that affect the commu-
nity lifestyle. A summary of the agenda 
also ensures all residents remain informed 
of emerging issues and upcoming votes. 
The more people that attend meetings or 
submit their votes, the better the decisions 
will reflect the overall community’s needs. 

Create Condo Committees
Boards can become overburdened 

with tasks and special projects need-
ing attention. While property managers 
offer tremendous support in operat-
ing a condo’s business effectively, one 
may overlook many tasks related to 
a community lifestyle. An excellent 
option to help improve lifestyle is creat-
ing committees. 

Committees work exceptionally well 
as they are inclusive and help promote 
diversity. As more people become 
involved, more residents become 
accountable for their contributions 
to the community. Committees may 
be used for many different roles, from 
advisors to the board to special proj-
ect managers and from entertainment 
committees to data collection.

Use Surveys and Bulletin 
Boards 

Surveys provide insight into the 
community’s needs. They are the best 
way to create a lifestyle suited to your 
residents. Asking outright “Would you 
like more social events?” or “What types 
of social events would you attend?” will 
help you extend your efforts where they 
will be most appreciated. 

For example, many condo owners are 
quite content living in their private units. 
This insight can save a lot of time trying to 
find ways for owners to interact with their 
neighbours. In diverse communities, it’s 
difficult to plan events that resonate with 
everyone. Efforts might be better aimed 
at ways of promoting a more engaged 
condominium lifestyle, such as setting up a 
community garden plot or asking for arti-
cles for your newsletter. An online bulletin 
board where residents share ideas, surveys 
are posted, and volunteers are recruited, 
keeps the paths of communication open. 

Through a united relationship between 
those who govern and those who complete 
the day to day tasks, residents are more 
likely to enjoy a positive condominium 
lifestyle. By refocusing your board’s strat-
egy to include community-centric goals, 
your residents and owners will feel the 
positive effects on their lifestyle. n 

Vadim Koyen is the President of CPO 
Management Inc., a full-service property 
management company specializing in 
residential and commercial condomini-
ums in Toronto and the GTA.  
cpomanagement.ca
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Managing the Relationship
Between the Manager, the Board, and the Owners

owners, residents and service provid-
ers. Each interaction is different.  For 
example, when working with board 
members, we are legally bound by the 
management agreement and by the 
responsibility to abide by the code of 
ethics imposed by our licence. How do 
we manage to balance the two when the 
board members are clearly in a position 
of authority? 

Sometimes board members, with all 
good intentions, seek a specific outcome 
through a particular avenue, which 
might not be the right way to deal with 
the matter. At that point, we need to 
maintain professionalism while being 
honest and upfront in our explanations 
that the issue may only be resolved by 
following an imposed legal framework 
or procedure. 

Relationships are complicated. There 
are quite a few “ingredients” required for 
a relationship to be healthy and success-
ful: respect, trust, honesty, compromise, 
communication and the list goes on. 
Relationships are dynamic and never 
stop evolving, and given they have so 
many “moving parts,” it is easy to under-
stand how they need constant nurturing.  

It is a well-known fact that we wear 
many “hats” while performing our 
duties as condominium managers. Being 
good at what we do will require a good 
understanding of the legal, financial and 
physical plant aspects of our day-to-day 
responsibilities and strong interpersonal 
skills. How we interact with others, 
manage to present and promote our 
ideas, and react to different job-related 
issues is paramount. Our ability to find 

and promote the common ground 
represents the key to success. 

It’s Complex
What makes it unique and challeng-

ing in our industry is that our activity is 
based on a rigorous legal framework. We 
are bound by management agreements, 
the Declaration, By-laws, Rules, the 
Condominium Act, 1998, and an array of 
other legislation that applies to condo-
miniums. This creates a very complex 
environment for the condominium 
manager. Then add human interac-
tion into the mix. We deal with people 
with different personalities, different 
backgrounds and different views and 
opinions. 

As condominium managers, we 
interact with members of the board, 

Bogdan Alexe, RCM, B.A.Sc. 
B1 Management Group Inc. 
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We need to bring compassion and 
compromise into the mix. It’s not 
always what you say, but how you say it. 
The client will appreciate e honesty in 
presenting your concerns about how they 
suggested something to be done. Further-
more, they will appreciate your expertise 
in recommending the right compromise. 
This simple process will enhance your 
position as a trusted member of the team. 

Integrity is the Key
When dealing with an owner or 

resident, to some extent, we are in 
a position of being the “authority.” 
Technically and legally, this is true, as 
we act under a management agreement. 
While we act as agents on behalf of the 
board (the authority), part of our job 
is to enforce the condominium corpo-
ration’s documents and certain rules 
specific to the community. 

Often we are the bearer of an unpleas-
ant message to an owner, for example, “ 
You cannot have other items stored on 
your balcony, except for patio furniture.” 
The situation is complicated. On the one 
hand, the corporation expects you to 
enforce the rules, preferably without any 

backfire. On the other hand, any owner 
you seek compliance from today could be 
on the board tomorrow, or they may be 
surveyed about their interaction with you. 

You don’t want to burn bridges with poor 
communication. Integrity is the key here. 
Being honest while genuinely express-
ing compassion for an issue affecting the 
owners is essential and will go a long way. 
You will gain everyone’s respect. 

The same applies when we are in a 
working relationship with our service 
providers. Integrity and respect are key 
ingredients to this relationship. Setting 
clear expectations and communication 
will add to our overall success. 

If we extrapolate, we can say that success 
in our daily work is built upon the many 
relationships we develop over time. The 

manager’s daily interactions are complex 
and occur with a variety of people, includ-
ing the board, the employer, the owners, 
service providers and professionals. For 

each interaction, the manager needs to 
adapt his approach. 

In conclusion, truth and trust in our 
working relationships with an emphasis 
on fostering healthy, positive interactions 
will help us become more successful and 
maintain a good reputation. n

Bogdan Alexe, RCM, B.A.Sc., is the 
founder and CEO of B1 Management 
Group Inc. He has over 20 years’ experi-
ence in condominium management. He 
is passionate about condominium man-
agers’ education and coaching. 
b1managementgroup.com

How we interact with others, manage to present 
and promote our ideas, and react to different  
job-related issues is paramount. {
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COVID-19 – Impact
on Management & Our Industry

meet their boards and communi-
ties’ requests. Communications, 
suggestions, requests, email traffic, 
text messages, and telephone calls 
increased by threefold for a long 
period of time. 

With only essential service providers 
permitted to operate, many projects, 
both planned and unplanned, were 
postponed until both labour and 
material became accessible again. For 
many, this meant prolonged incon-
venience and, in some cases, further 
property damage. Even the simplest 
tasks became problematic as some 
essential service providers elected to 
close as staying safe and operational 
became challenging.

The on-set of the global COVID-19 
pandemic struck the world like a bad 
dream at the beginning of 2020. As news 
and the virus spread worldwide, our 
communities started to shut down like 
a light switching off. Without any time 
to prepare or plan, services were ordered 
to shut down, businesses to close, and it 
seemed as though the world was placed 
on hold for most. 

This was not the case in the condo-
minium industry – as an essential 
service, we kept working. As news 
spread and our governments took swift 
and appropriate action to close many 
operations, our condominiums also 
started to close amenities, enhance the 
distribution of information and regu-

lar updates, and implement their own 
protocols and safety precautions. 

Almost instantaneously, managers 
shifted their focus to crafting notices, 
safety protocols and scrambling to 
source gloves, disinfectants, hand 
sanitizer and other personal protec-
tive equipment to protect residents, 
staff, and visitors to buildings. All this 
while continuing to perform their 
operational obligations and duties to 
keep their buildings running safely 
and smoothly. 

The workloads of both managers 
and support staff increased dramati-
cally. When generic notices and 
protocols were insufficient, manag-
ers were busy modifying notices to 

Vince Bennett, RCM 
President, 
Bendale Property Management
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In time, business and service providers 
were slowly permitted to resume opera-
tions and the reality of how management 
would respond to service requests, 
repairs, maintenance and undertake 
projects quickly set in. For many busi-
nesses starting back up, it was (and still 
is) a slow and tedious process. Every 
business and service provider had to 
implement and execute safety protocols 
to protect their staff and customers. For 
many re-openings resulted in increased 
costs of personal protection equipment, 
as well as additional administration. 

While we have slowly progressed 
through the pandemic, service providers 
and trades continue to be short-staffed 
and have difficulty finding qualified 
staff. With so much uncertainty, some 
trades have reported they are modify-
ing their workloads and accepting only 
certain projects at present.

Many are not committing to projects 
in the distant future because acquiring 
resources continues to be a struggle. 
These factors have created a situation 
where the demand for work exceeds the 
supply of service providers, ultimately 
leaving many of us waiting for tasks and 

projects to be completed or even started. 
Prices will inevitably start to rise.  With 

a lag in production due to shutdowns, 
many service providers are waiting for 
material ordered months ago, only to find 
out that they will still be waiting for weeks 
ahead. Not only is production behind for 
special-order items, but the demand for 
basic building material has sky-rocketed, 
creating material supply shortages, ulti-
mately resulting in increased costs.

The uncertainty has left us in a chal-
lenging position where it is difficult to 
communicate effectively concerning 
repairs, maintenance, and planned proj-
ects. Frustrations run high when service 
requests take longer than ‘normal,’ and 
project dates continue to get pushed 
along into the colder months.

It is crucial, and I believe our respon-
sibility as managers, to educate and 
communicate with our residents about 
our industry’s issues. Remind your 
residents that we are committed to 
ensuring that our residents’ health and 
safety is our top priority and that work 
will be completed as a resources permit.  

The impact of COVID-19 on our 
industry and the construction industry 

is real. We must stay committed to work-
ing hard and continue to adjust to the 
realities and challenges the pandemic 
has imposed on the condominium (and 
construction) industry. 

Condominium managers and support 
staff were fortunate to be considered 
essential services and continued to be 
fully employed during this crisis. The 
pandemic significantly impacts our 
workload; responding to our clients’ 
needs and requests has been challenging.

Managers, support staff, and all build-
ing staff committed to keeping their 
condominium communities operating 
safely should be commended for their 
additional hard work and dedication 
during this very difficult time.

If there was ever a time to be under-
standing and to support one another, 
this is it. We are all in this together. n

Vince Bennett, RCM, is the Presi-
dent of Bendale (Property Manage-
ment), serving southeastern Ontario. 
Vince manages a vast portfolio of Con-
dominium Corporations and currently 
serves on the ACMO Board of Directors.
bendale.ca
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Up and Across
A summary of some of the differences in 

managing highrise and townhome condominiums

are very common in the other. Eleva-
tor maintenance, for example, doesn’t 
regularly come up in a townhouse 
community. Likewise, cellphone 
antennas rarely (if ever) get situated 
on townhome roofs. Window wash-
ing will be a standard service for a 
highrise but is less common for town-
houses, while the cleaning of eaves and 
prevention of ice-damming are their 
more prominent demands. Leaks from 
neighbours’ toilets and tubs are more 
common in a vertical condominium 
than a horizontal one.

Management of employees is often 
different as well. Highrise condominiums 
are more likely to have superintendents, 
building managers and cleaning staff. 
Higher-end complexes typically have a 

“You manage one type of condomin-
ium; you’ve managed them all, right?” 
Any seasoned condominium manager 
knows there is only so much truth to 
that statement.  In many ways, every 
condominium is just like another: they 
all have boards and officers, owners 
and tenants; the same legislation 
applies; the same kinds of meetings 
are held; the same bank accounts are 
required; etc. But in other important 
ways, each condominium community 
is different from every other.

Condominiums fall into a few broad 
categories. The Condominium Act, 
1998 (the “Act”) recognizes leasehold 
and freehold, standard, vacant land, 
common elements, and phased, and 
there are other categories based on 

intended uses (e.g., commercial vs. resi-
dential) or design. Amongst residential 
condominiums, they can be broadly 
categorized as vertical (e.g., highrises) 
and horizontal (e.g., townhouses).

Not long before this article was 
published, ACMO shared a graphic 
online called “Condoland – A Snap-
shot of the Condominium Industry in 
Ontario,” which notes that  67.4% of 
all condominiums in the Toronto area 
are highrises, while in Hamilton and 
London, most condominiums (55% 
and 60% respectively) are townhouse 
communities. For condominium 
managers, the type of condominium 
managed leads to inherent differences 
in the management experience - some 
issues don’t arise in one context but 

Michael H. Clifton, MA, LLB, ACCI, 
Founding partner 
Clifton Kok LLP
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concierge or security service. Townhouse 
condos rarely have any of those staffing 
needs, and it is uncommon for them to 
have any employees or onsite contractors. 

Both types of condominiums might 
have parking control services. However, 

monitoring parking in townhouse 
complexes is a less significant affair. Each 
unit often includes its own driveway 
and garage, and visitor parking is most 
often above-ground and completely 
visible to many residents at any time. Of 
course, that doesn’t mean there aren’t 
similar parking issues in both types of 
complexes. Unit owners misuse visi-
tor parking everywhere, which raises 
another subject about which the condo’s 
vertical or horizontal orientation makes 
little difference: rule enforcement. 

Regardless of the type of condomin-
ium, managers are going to have to deal 
with rule-breakers, nuisance behaviour, 
noises, pets, smoking, property damage, 
and the occasional nasty neighbour. 
Sadly, these issues are universal. 

A topic that is almost certain to 
be more varied for managers who 
deal predominantly with townhouse 
condominiums is the standard unit 
definition and its impact on insurance 
and repair obligations. This is partly 
because the variety of unit boundaries 
in horizontal condominiums is typi-
cally more significant than it is for 
vertical ones.

Amongst highrises, usually the most 
important question about the unit 
boundary is whether it is on the unit-

side or backside face of the drywall. In 
townhouse condominiums, in addition 
to the extremes of “traditional” and “lot 
line” unit boundaries, there are hybrids 
where all or part of the building enve-
lope will be considered part of the unit 
rather than the common elements. The 
unit might include the roof, maybe 
windows and doors, sometimes just 
the glass panels and sometimes every-
thing except those. Driveways and 
patios might be common elements (or 
not), while backyard decks could be 
part of the unit (or not). Sump pumps 
and HVAC systems might go either way, 
regardless of whether they are located in 
or accessible only from a unit.

Similarly, owners in townhome 
condominiums usually have more 
options and opportunities to make 
changes to their homes’ common 
elements than highrise dwellers. If 
yard areas are common elements 
(exclusive use or otherwise), every 
rose garden and shed, patio exten-
sion, or privacy fence, may give rise to 
the necessity for the agreements and 
processes required under section 98 of 
the Act. These options don’t exist as 

Regardless of the type of condominium, managers 
are going to have to deal with rule-breakers, 
nuisance behaviour, noises, pets, smoking, property 
damage, and the occasional nasty neighbour. {
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frequently or with as much variation 
for vertical condominiums.

Lastly, another significant difference 
between horizontal and vertical condo-
miniums that can impact the manager’s 
experience is size.

When a developer determines 
which type of  condominium to 
build, the decision often depends on 
two things: the relevant municipal-
ity requirements and the potential 
for profitability. Developers typically 

consider just how many units they can 
cram into their space for construc-
tion to maximize profits without 
over-taxing resources. It is without 
question the case that a highrise style 
of development will provide greater 
density – more units, more people, 
and, therefore, more profits. For the 
condominium manager, this can also 
translate into more problems.

However, that doesn’t mean that 
managers of highrises are necessar-

ily busier or more burdened than 
those who mainly manage townhouse 
communities.  Typically, managers of 
highrises have fewer properties in their 
portfolios, partly because each prop-
erty demands more time and usually 
earns more money due to the greater 
number of units per complex.

Our observation is that it is usual for 
managers of townhouse communities to 
be responsible for two to four times the 
number of properties just to have enough 
in their portfolio and earn a basic living. 
This can mean that they are onsite less 
often yet have more meetings to arrange 
and attend, director personalities with 
which to deal, audits to oversee, docu-
ments to read, bank accounts to balance, 
and contractors to control. 

None of this is to say that one job is 
better or worse than the other. Manag-
ers of either townhouse or highrise 
communities have many of the same 
obligations and issues to deal with, 
even though some things may arise or 
matter more in one case than another.  
Regretfully, it is also true that the 
manager could experience the same 
degree of challenge and conflict when 
dealing with board members, owners 
and residents in both cases. 

The critical key for every condomin-
ium manager is to know the property 
they are dealing with intimately and 
their differences. Managers must never 
presume each condominium is set up 
just like the others.  They must ensure 
they are attuned to each one’s unique 
features, documents and demands, 
including common and fundamen-
tal concerns such as who owns what, 
how it is defined, by whom it is 
insured, and who has the obligation 
for repair when damage occurs. It’s 
just one more way that condominium 
managers need to be amongst the 
most flexible and diversely educated 
professionals serving condominium 
communities. No sweat. n 

Michael H. Clifton, MA, LLB, ACCI, 
is a founding partner of Clifton Kok LLP, 
primarily practicing condominium law 
for condominium boards, managers, 
owners and developers since 2002. He 
is a former chapter and national direc-
tor of CCI and currently serves as mem-
ber and vice-chair of the Condominium 
Authority Tribunal.
cklegal.ca

A statistical snapshot of the condominium industry in Ontario.
Photo Credit: ACMO
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Code of Ethics to safeguard their 
management licences; 

• fulfilling their contractual obli-
gations towards the condominium 
communities under their care;

• providing timely and relevant 
advice and recommendations to their 
Boards to allow board members to 
make sound decisions;

• managing and supervising staff and 
contractors to ensure that all legisla-
tive and code requirements are met to 
mitigate risk and safeguard their corpo-
rations from liability; and

• coping with the ever-increasing 
needs, wants, and expectations of their 
condominium ownerships and their 
boards.

My favourite catchphrases include: “We 
work where you live,” “competing priori-
ties,” and “difficult conversations with 
passionately angry people.” All excellent 
ways to paraphrase the everyday chal-
lenges of condo management! The work 
of property management, specifically 
residential condominium management, 
can be challenging, especially during an 
anxiety-ridden worldwide pandemic. 
Thankfully, no two days are alike. 

As condominium managers, WE WORK 
where you live – and as if that is not 
complicated enough, YOU LIVE where we 
work! The residential property manage-
ment industry is unique in that way. It 
makes for an unusual relationship where 
we all approach the same issues daily from 

our own different and unique perspec-
tives! As you can imagine, the potential 
for friction and misunderstandings is 
ever-present. It requires all parties’ ability 
and willingness to look beyond their views 
to really hear and understand one another.

The Manager’s Competing 
Priorities

Condo Managers are pulled continu-
ously between competing priorities, 
including:

• the various employment and 
contractual obligations they have 
towards the condominium management 
firm which employs them; 

• their professional duties and 
responsibilities under the CMRAO 

Josée Deslongchamps, RCM, ACCI 
President, 
DES Services Inc

An Exercise in 
Perspective, Balance  
& Communications
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In juggling these competing priori-
ties, the manager must be wary not to 
overstep the boundaries of what falls 
beyond the scope of the condominium 
corporation’s responsibility or of his/her 
own authority, ability and responsibility. 

A Balancing Act
In accordance with the Condomin-

ium Act, 1998, those members sitting 
on Condominium boards across the 
province are generally responsible for 
managing their corporation’s affairs 
and, in most cases, to manage a multi-
million dollar investment on behalf of 
the owners they were elected to repre-
sent. They have agreed to serve their 
communities, serve as stewards of their 
condominium corporation, and are 
responsible for all activities under their 
direction/supervision.

In all cases, they are ultimately liable 
and responsible to ensure that all 
reasonable steps are taken to ensure the 
safety, welfare and security of the resi-
dents who reside within the properties 
under their care. For all of the above 
reasons, the standard of care mandated 
by the Act is relatively high; because the 
stakes are high. 

From a board member’s perspec-
tive, managing the multi-million dollar 
property which houses all of YOUR 
homes and protecting your collective 
investment is an exercise in achieving a 
finely tuned balance between:

• making sure the current owners 
enjoy a safe, comfortable, liveable 
community. In other words, managing 
your homes of the short term; 

• planning and implementing fiscally 
prudent funding plans for the building’s 
future needs to protect the collective 
investment and ensure that current and 
prospective owners may also enjoy living 
in a safe and comfortable community. In 
other words, managing your homes and 
investments in the long term.

From a licensed condo manager’s 
perspective, this finely tuned balance is 
best achieved by:

• making sound financial decisions;
• by fairly and reasonably applying 

and enforcing legislations/governing 
documents;

• by assessing and managing risk/
liability in a wholly imperfect and ever-
changing world;

• by allocating finite resources to 
seemingly infinite needs; 

• by implementing proper, safe and 
fully compliant operational procedures 
protecting the health, safety and welfare 
of all those who occupy, visit or work in 
the building. 

Of course, one mustn’t overlook the 
owner’s perspective. For every owner, 
there is likely to be a slightly differ-
ent and legitimate perspective. For 
a variety of perfectly good reasons, 
some owners may be more inclined to 
favour the short-term (operational), 
tangible, everyday needs of their home 
over the longer-term (reserve) goals 
of the corporation in which they have 
invested. Others will have a more long-
term approach to their investment and 
be willing to take a broader view to 
reserve fund contributions. Still, others 
will view the property solely as a long 
or short-term income investment and 
have different opinions on managing the 
corporation’s resources.

Somewhere between the board’s and 
the manager’s perspectives, there is a 
balance between “doing things right” 
and “doing the right things.” Somewhere 
between the condominium corpora-
tion’s and owner’s varying perspectives, 
there must be a balance between what 
is expected, what is permissible, what is 
required, and what is advisable. In most 
cases, the reconciliation of all of these 
perspectives is just one of the board’s 
many daunting tasks!

Communications – Hearing 
and Understanding One 
Another

It takes a specific mindset to remem-
ber, accept, understand and cope with 
the fact that a significant proportion 
of the owner’s communications will 
come in after regular business hours. 
In a residential property management 
setting, that makes perfect sense! From 
the owner’s perspective, evenings and 
weekends are when they are home; it is 
also when they are likely to be reminded 
of that “thing” they have wanted to bring 
to your attention.

From the condo manager’s perspec-
tive, imagine going home at the end 
of your workday with that euphoric 
feeling that comes with an empty (or 
almost empty) inbox. Unsuspecting that 
another 100+ emails will be waiting for 
you the very next morning, each requir-
ing your immediate attention first! True 
story. It helps to keep a sense of humour.

As condominium managers, we 
routinely communicate about sensi-
tive and sometimes embarrassing issues 
such as rules infractions, enforcement, 
complaints, hoarding, pest infestations, 
staff management/discipline and other 
assorted public health and mental health 
issues. We are often called upon to have 
difficult conversations with passionately 
angry people on a day when they are 
clearly not at their very best. More often 
than not, these conversations happen 
in the owner’s home, whereby all rights 
they should be entitled to feel safe from 
interference. 

The passionate response, though 
sometimes somewhat unpleasant, is 
understandable. That said, from an 
employment perspective, the passion 
occasionally results in a difficult-
to-manage and unacceptable work 
environment for our staff. From the 
condo manager’s perspective, they are in 
their workplace and should be entitled 
to the protection of workplace policies.

Like every other condominium 
management challenge, these can only 
be overcome by remembering that 
there is always more to a situation than 
what initially meets the eye; that there 
is always more than one side to a story. 
Every person is uniquely equipped (or 
sometimes ill-equipped) to deal with life 
challenges, and their approach, while it 
may be significantly different from your 
own, maybe just as effective or better 
than yours. 

In the end, a balance between our 
varying perspectives and our competing 
priorities can best be achieved by find-
ing a way to speak openly and politely 
without judging/offending. Keep an 
open-minded approach and be willing 
to listen with the purpose of under-
standing, rather than just replying. Try 
to understand or at least acknowledge 
each other’s perspectives and keep a 
sense of humour! n

Josée Deslongchamps, RCM, 
ACCI, and member of the CMRAO Ad-
visory Committee, is owner, president 
and principal condominium manager 
of DES Services Inc, with 30+ years of 
experience in the Ontario condomin-
ium industry. Josée’s focus on building 
strong relationships within the condo-
minium industry has continued to be at 
the heart of her management approach. 
desservicesinc.com
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Interested in earning your RCM designation? Visit www.acmo.org to learn more.

Vanessa Anton Wayne Arthurs Mercia Arunkumar Majid Attaran Elinor Bahiti

Amanda Boakes Danielle Brooks Dean Lee Cooper Elisha Day Erlinda Domingo

Jeff Ereqi Richard Fernandes Kozeta Fino JJ Foulds Junida F. Galanxhi

Monika Gdula Kelly S. Halkett Andrew Harling Natashia Houser Mariana Hritac

Thomas Inrig Jessi-Lynn Langford Selena Livingstone Kathleen Markle Heather Mattanda

Denise McAsey Mary Morden Ali Noureddin Steve Paas Romina Pereyra

Laurie-Ann Reed Bahareh Safekourdi Joanna Schell Gowri Shakthi Margarita Valenta

Yianni Vassilakakos Shannon Wilde Alket Xhakollari

Congratulations!
TO THE GRADUATING
RCM CLASS OF 2020

ACMO wishes to recognize those members who 
achieved their RCM designation this year, and have 

demonstrated a commitment to professionalism and a 
higher standard of condominium management.

Not Pictured: 
Roxana Mirea, 
William Robinson, 
Jason Shaw

*As of November 30, 2020.
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invoked to give the property manager 
authority to bypass the board and 
express direct concern to the owners. 

Currently, the only way to ensure the 
management company is not drawn 
into a potential lawsuit is to terminate 
the contract. Therefore, if a reputable 
management company gives notice 
to the condominium, owners should 
consider this a “red flag.” Owners 
should demand to know the reason for 
the termination. A positive relation-
ship between a management company 
and a functional board automatically 
renders owners more trusting of the 
board and management.

Building Financial Trust
Here are some tips on how a condo 

team can build financial trust with owners:
• The manager and board should be 

familiar with the past year-end statement 

Before one can discuss how to 
build trust with condo owners, trust 
must first be established amongst the 
individual board members and then 
between the board and the property 
management company.

Document and Seek Advice
If there is any reason to question 

trust between a board and manage-
ment company, this must be resolved 
first. If a board is concerned about their 
manager’s responses to questions, their 
financial records’ accuracy, is getting 
“push-back,” or is unsure of what to 
ask, they should seek professional advice 
from their accountant or lawyer.

Conversely, if a manager is not comfort-
able with the decisions being made by a 
board or by an individual director who 
may be acting on their own, the matter 
must be addressed immediately at a board 

meeting and noted in the minutes. If not 
recorded in the minutes, the manager 
should send a letter to the board docu-
menting the concern. If the board refuses 
to accept the manager’s advice or the 
manager is not amenable to working with 
the board, regrettably, there is no alterna-
tive but to terminate the management 
agreement with the corporation.

Giving notice to a condo corpora-
tion because of a dysfunctional board 
is always lamentable. Unfortunately, 
in most instances, the owners have no 
idea what is transpiring. There should 
be a venue whereby a management 
company can inform the owners as to 
what is happening. Ideally, the owners 
might call an owners’ meeting to discuss 
the situation and possibly elect new 
directors. One way to resolve this crisis 
is to have an emergency clause in the 
management agreement that may be 

Financial Transparency and 
Building Trust with Owners

Condo Living: A Manager’s Perspective

Maria Finoro, RCM, ACCI, FCCI 
MF Property Management Ltd.,
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to answer any questions raised at the AGM. 
Not knowing this or relying solely on the 
auditor to answer questions will raise 
concerns. The auditor typically provides 
an overview of what transpired over the 
past year. It is the board and manager 
who are fully aware of how all the funds 
were spent. A board placing blame on a 
manager for overspending is illogical when 
it is the board that should be making all 
decisions and should be signing contracts 
and all cheques. If a board does not know 
how money was spent and questions the 
manager, then there is a serious problem;

• Bring a copy of the past year’s 
General Ledger to the AGM and high-
light items that may be in question. No 
one expects you to recall what transpired 
over the past twelve months, but you’ll 
earn respect if you can provide answers 
promptly at the meeting. Being elusive, 
unsure, or expecting the auditor to 
answer every financial question can be 
suspect in the audience’s eyes;

• Ensure that the operating and reserve 
fund accounts, including all reserve invest-
ments, are reconciled monthly and a copy 
of the statements given to the board, even 
if the board and manager are not meeting. 

The board needs to be assured that condo 
fees are collected on a timely basis and that 
suppliers are paid on time. The reconcili-
ation statement is crucial in forming part 
of the monthly report. If cheques are not 
cashed for months or the reconciliation 
does not match the bank or financial state-
ments, further investigation is required. 
Trying to find fraud months later is much 
harder to unearth. Self-managed condos 
should be following the same protocols. 
Whether the budget is 2-million dollars or 
$20,000 per year, treat the condominium’s 
financial management seriously.

Transparency is Key
We recently took over some condos 

and quickly learned that the previous 
management companies failed to collect 
condo fees on time, so the condomin-
ium corporations lost their lien rights. 
These companies should have been held 
accountable for the arrears but were not. 

Directors are advised to file complaints 
with the CMRAO and/or bring the 
management companies to Small Claims 
Court. For example, a small condo I 
worked with was left in financial ruins 
because the owners trusted a person who 

was both a director on the board and the 
building’s manager. This person became 
close friends with some of the other direc-
tors and manipulated them for personal 
financial gains. The situation finally came 
to light when new directors were elected, 
albeit with push-back from this person. 
They started asking pointed questions 
regarding the financial status of the condo 
and sought professional advice. 

Always provide financial records to 
owners as mandated by the Condomin-
ium Act, 1998. There is no reason not to 
be transparent about the finances unless 
there is something to hide. However, if 
an owner is persistently asking ques-
tions, and it appears that they have a 
personal agenda, then there is a process 
to deal with this. (This issue is not 
addressed in this article). 

Be very wary of a manager or board 
that promises owners the condo fees 
will be reduced or will not increase. In 
my 30+ years of experience, it is rare if 
ever this happens. As a condo owner, 
I would question how condo fees can 
remain unchanged. Are proper reserve 
fund contributions being made? Is the 
condominium adequately insured? Is 

2861 Sherwood Heights Drive, Suite 28  •  Oakville, Ontario  L6J 7K1
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all mechanical equipment regularly 
maintained? 

If a condo is comprised mostly of 
investor-owned units and the major-
ity of the board are those investors, is 
the board trying to keep the condo fees 
as low as possible for their personal 
benefit? If they don’t live at the condo, 
are their priorities different than the 
owners who do? Guess who gets stuck 
in the middle? The property manager 
receives the residents’ complaints but 
has no control over authorizing work if 
the board doesn’t approve. 

Do Your Due Diligence
As in every business, there are repu-

table management companies and 
some that should have their licences 
taken away. It is up to the board to 
ensure they do their due diligence and 
check references before entering into 
a management company contract. 
Ask other professionals in the condo 
industry, such as lawyers and auditors. 
They work with management compa-
nies regularly, and they will be able to 
provide information based on their 
experiences. Review their financial 

package and check their history with 
the CMRAO. 

The volunteer director who manages 
their small condo’s finances should not 
be offended if the board asks to view the 
financial records every month. Set aside 
personal friendships and remember that 
the board is responsible for the communi-
ty’s finances as a whole. If something goes 
awry, the financial impact is significantly 
higher when fewer units share the burden.

Finally, everything may seem to be 
running smoothly in your community 
until something goes wrong. Then all 
trust is lost, and the finger-pointing 
begins. Putting some processes in place 
to prevent a financial disaster is an inex-
pensive, diligent thing to do. n

Maria Finoro, RCM, ACCI, FCCI, is 
the founder of MF Property Manage-
ment Ltd., a reputable, ACMO 2000 
Certified company which has been serv-
ing the Wellington/Waterloo region for 
28 years. She is currently Past President 
of the CCI-Grand River Chapter and 
serves on the Communications and 
Conference committees. 
mfproperty.com

38 I CM Magazine WINTER 2020 39



Condo Living: A Manager’s Perspective
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An Owner’s Guide
to the Declaration, By-laws and Condo Rules

work to create and operate a condo 
corporation. Everything in the condo 
corporation’s documents and every-
thing that is done on the property must 
comply with the Act. The condo corpo-
ration’s documents are structured as a 
hierarchy: the Declaration; the By-laws, 
which must adhere to the Declaration; 
and the Rules, which must comply with 
the Declaration and the By-laws. 

The Declaration
The Declaration is the foundational 

document for the condo corporation. It 
is prepared by the Declarant (the condo 
corporation’s developer) and does not 
have to be reasonable. Going back to the 
analogy of a company, the Declaration 
sets out the condo corporation’s struc-
ture: who has what responsibilities and 

As a condominium unit owner, you 
do not just buy your unit; you also buy 
into a community and have joint owner-
ship of the common elements. 

It can be helpful to think of yourself 
as a shareholder in a company. You and 
all of your fellow co-owners are the 
shareholders and the only investors in 
this company. Unlike a conventional 
company, the condo corporation is not 
designed to make a profit. Instead, as the 
investors, you share in “profits” through 
an increase in the market value of your 
units. Using this analogy, you profit by 
getting an increase in the value of your 
“shares” in the company. 

It is not all good news, though; you 
also share the risks and the costs of 
operating the company. For example, 
if there is an unexpected and unbud-

geted expense (i.e. the roof fails early 
and needs to be replaced entirely), the 
owners must come up with the funds 
to cover that expense. Ultimately, as an 
investor, a well-run condo corporation 
is your best asset. 

The condo corporation’s governing 
documents (the Declaration, By-laws 
and Rules) each serve a unique purpose. 
When operating well, these documents 
set the stage to allow the condo corpora-
tion to grow and adapt to any necessary 
changes. As an owner, understanding 
these documents will help you know 
how your condo corporation operates 
and what your role and responsibilities 
are within the condo corporation and 
the community. 

In Ontario, the Condominium Act, 
1998 (the “Act”) sets out the frame-

Laura (Glithero) Gurr,  
JD, BA (Hons) 
Cohen Highly LLP
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jobs; what is the definition of a unit (the 
unit’s boundaries); what is part of the 
common elements; who is responsible 
for paying for what (i.e. is it the owners’ 
responsibility to maintain and replace 
windows, or the condo corporation’s 
responsibility?), etc. The Declaration also 
spells out each unit’s percentage of the 
contribution to the common elements. 
Understanding the Declaration is the key 
to understanding your obligations as an 
owner as well as the fundamental struc-
ture of the condo corporation. 

Since the Declaration is the foun-
dational document for the condo 
corporation, it is extremely difficult to 
change (either 80% or 90% of owners 
must approve changes to the Decla-
ration, depending upon the type of 
change). This is to protect you, the 
investor/owner. Prior to finalizing an 
Agreement to purchase your unit, you 
and your lawyer should carefully review 
the Declaration so that you clearly 
understand what you are purchasing. 
Going forward, you will want to know 
that there will not be any foundational 
changes as to how the condo corpora-
tion operates without receiving proper 
notice and having an opportunity to 
consider and approve any change.

The By-Laws
The By-laws are next in the hierarchy 

of condo documents. Condo corpora-
tions, like companies, have By-laws to 
deal with a wide range of governance and 
operational matters. In a condo corpo-
ration, the By-laws must be reasonable. 

Typically the first By-law sets out the 
Board of Directors’ qualifications, the 
number of people serving on the Board 
of Directors; the process for meetings and 
elections; whether the corporation can 
borrow money; and what is the standard 
unit for insurance purposes. The Board 
of Directors can make, amend, or repeal 
By-laws, but owners must be given notice 
of any changes to the By-laws, and, with a 
few exceptions, any new By-law must be 
passed by a majority of owners. 

The Rules
Finally, the condo corporation also 

has Rules. Like all businesses and prop-
erties, condo corporations need to have 
clear and reasonable Rules that promote 
the safety, security, and welfare of the 
owners and prevent unreasonable inter-
ference with the use and enjoyment of 
the units and common elements. 

The Rules can be changed more easily 
than the other documents. The Board can 
change the Rules without approval from 
the owners, but the owners must be given 
30 days’ notice about any changes before 
those changes become effective. Since the 
Rules must respond to the community’s 
evolving needs, it makes sense that the 
Board can more easily change the Rules. 

We saw this very clearly when condo 
corporations needed to respond quickly 
to changes in the world, including the 
legalization of cannabis, short-term 
rental operations, and the coronavirus 
pandemic. Where Rules are needed to 
promote safety and security, the Board 
should be able to use their judgement to 

act quickly and respond to the commu-
nity’s needs. By requiring notice of a 
Rule change, owners who oppose the 
proposed new Rule(s) can petition a 
meeting to change the new Rule(s). 

Owning a condominium is an invest-
ment. Unlike a company, it is operated 
by a volunteer Board of Directors who 
must manage the condo Corporation by 
following and enforcing the Declaration, 
By-laws and Rules. 

While maintaining and increasing 
market values for units is and should stay 
a primary focus of the Board of Direc-
tors, they cannot ignore the democratic 
rights of the owners. For this article’s 
purposes, I have used a company anal-
ogy, but the condo corporation is also 
a community and operates as a fourth 
level of government. A well-run condo 
corporation requires good governance 
and proper budgeting, both of which 
are in all the owners’ best interests. This 
requires transparency and responsible 
leadership by an elected Board of Direc-
tors and assisted by professional and 
accredited property managers. n

Laura (Glithero) Gurr, JD, BA 
(Hons), has extensive experience in 
condominium law and acts for many 
condominium corporations around 
Southwest ern Ontario. Laura also prac-
tices administrative law, including devel-
opment and land use planning, property 
tax appeals and exemption applications, 
expropriations, landlord and tenant mat-
ters, and regulatory compliance issues. 
cohenhighley.com
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RCM Profile

Mentor(s) in the industry: Dean 
McCabe and Tracey Gunn.

Dean and Tracey are two of the best 
out there. To work with them, learn from 
them, and grow based on the learnings I 
have received from them is like no other 
experience a manager could ever have.

What path brought you to a career 
as a condominium manager? In 2012 I 
worked in the marketing field and looked 
for a change.  I talked to a friend about 
what I could explore as a new employ-
ment opportunity. At the time, I was 
managing a few rental income proper-
ties on the side for an investor. I enjoyed 
the experience, so my friend, a property 
manager, told me I would be a great 
condominium manager and to apply 
for a position as an assistant manager. I 
asked her what a typical day looked like as 
a manager and when she told me I would 
get to manage a community of residents, 
use my customer service skills and work 
with trades to maintain and repair the 
building. I was intrigued!  I applied to 
the same company that she was working 
with and was hired as an assistant prop-
erty manager and promoted to a property 
manager in 6-months. Eight years later, I 
haven’t ever looked back or regretted my 
decision to change professions.

How has your membership in ACMO 
helped you in your career? The support 
that ACMO offers managers is excep-
tional. I appreciate how they have adapted 
to the current times and have continued 
to provide the same high-quality infor-
mational sessions but in various formats 

The joy it created in the building amongst 
the resident made me very happy. It felt 
great to know that I could give the resi-
dents a small bit of hope during a time 
that was pretty scary for all of us.  

We so rarely hear the words “thank you” 
in our job that when I get a thank you 
from a resident or when a resident takes 
the time to write to me to tell me that they 
appreciate my work in helping solve their 
problem, it feels great to know I could help 
and to me, that is a personal success.

What’s your biggest challenge as a 
manager? The biggest challenge I face is 
accepting that I can’t always please every-
one, and not everyone will love what we do 
when managing their community. I am a 
people pleaser, and I have had to learn over 
the years that people have lots of opinions, 
and they are not afraid to let others know 
it. Sometimes those opinions don’t line up 
with the vision of our Board of Directors 
and which we have for our communities. 
Learning to accept that a difference in 
views is not a personal attack on the work 
that we do each day but just an alternate 
viewpoint was a valuable lesson for me 
to learn and apply to my daily life. We as 
managers can’t take things personally, and 
we have to remember that while our build-
ing is our place of work, it is home to the 
people who live there. 

What’s your favourite part of the 
job? The element of the unknown and 
not knowing what to expect on any given 
day is always exciting for me. In what other 
jobs can you have the fire department 
on-site, a massive leak, a resident stuck in 

so that everyone can find something that 
works for them to take part in.  

The weekly newsletters are also a great 
source of current information relevant 
to what is happening in our industry. 
Being a member of ACMO helps me 
ensure that I continue to grow and 
advance as a manager.

What is one must-have skill for a 
condominium manager? Why? Manag-
ers need to be adaptable and able to 
respond to anything at any point in time. 
I find there are days when I map out all 
that I need to complete, and then I get 
that one call about some disaster that has 
just occurred and find that my entire day 
is off course.  You are now dealing with 
anything and everything, yet nothing you 
planned to deal with that day! Managers 
wear so many different hats during the 
day, and often we have to jump from one 
hat to another with little notice, or some-
times we find ourselves wearing two hats 
at once. Hence, having the ability to adapt 
to the situation you are in now and not 
get overwhelmed is a considerable skill 
for managers to possess.  

Tell us about a personal success 
story on the job. A personal success 
story comes from helping a resident 
and making a difference in their life. If 
it helps them figure out a weird noise 
in their suite to help re-build their suite 
after a significant flood/leak, or just 
spending time talking to them. During 
the early days of COVID, I had little notes 
of encouragement delivered to each resi-
dent’s door once a week, anonymously. 

Kelly Halkett, RCM
The Meritus Group Inc.
Year entered the profession: 2012
Year RCM obtained: 2020
Other education: Diploma in Retail Management,  
Medical Office Assistant Certificate
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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

44 I CM Magazine WINTER 2020



LIST OF ADVERTISERS

ACMO Members:

Association of Condominium 

Managers of Ontario ................................ 61

BEST Consultants Martin 

Gerskup Architect Inc. .............................. 10

Brown & Beattie Ltd. ................................ 20

CCI-National ............................................. 25

Cion Coulter Corp. ................................... 17

Common Ground Condo Law .................. 12

CondoSecure ........................................... 16

Criterium-Jansen Engineers ..................... 32

Crossbridge Condominium Services Ltd. .... 44

CWB Maxium Financial ............................ 10

DC Restoration ......................................... 10

DEL Condominium Management Inc. ......  20

Elite Residential Concierge Services Inc. .... 24

Enco Caulking & Maintenance 

(A Div. of Enco Air Leakage Services Ltd.) ... 38

Four Seasons DC HVAC ........................... 54

Gardiner Miller Arnold LLP .................... OBC

Goldview Property Management Ltd. ....... 10

Humber College ........................................ 32

IBX Services ............................................... 8

Integricon Property Restoration 

and Construction Group Inc. .................... 45

McIntosh Perry ......................................... 56

Mohawk College ...................................... 44

Maple Ridge Community Management .... 28

Nadlan-Harris Property Management Inc .... 6

New Water Plumbing Inc. ......................... 42

Pacific Paving ........................................... 21

Pro Line Pool & Spa Services ................... 48

Read Jones Christoffersen  Ltd. ............... 39

Rikos Ltd. ................................................. 50

Royale Grande Property Management Ltd. . 13

Snaile ...................................................... IBC

Spectrum Building Services ...................... 47

Tiron Contracting ....................................... 4

Tri-Can Contract Inc. ................................ 24

Unilux CRFC ............................................. 16

Whiterose Janitorial Services Ltd. ........... IFC

Wilson, Blanchard Management Inc.  ....... 52

an elevator, and a kind resident bringing 
you cookies and tea all in one day? The job 
can never be considered dull or boring!

Best business advice you ever 
received. My first Regional Manager told 
me that she wasn’t an expert plumber, 
lawyer, or security guard but surrounded 
herself with the industry’s best experts 
to rely on them for their knowledge 
and experience. I still follow this advice 
today as I hire what I consider the indus-
try’s best contractors. I pull from their 
knowledge and expertise to ensure that 
the community I manage is maintained 
at the highest level possible.

Answer this statement – I am an 
RCM because… It demonstrates that 
I am committed to the industry, to 
continued learning and professional 
development while ensuring that I offer 
service to the communities that I manage 
that is both regulated and respected.  

Where do you see yourself in five 
years? I am sure I will have a bit more 
grey hair and maybe a few more wrinkles 
from the job in five years. However, I am 
confident I will still be in the thick of 
things, managing a considerable high 
rise, and hopefully sharing my love and 

knowledge of the job with others.  
What recent project that you 

completed can we highlight? Recently, 
we completed a large-scale replacement 
of the storm drainage system at the 
community I currently manage. With 
the recent heavy storms that Toronto has 
experienced, our current storm drain 
system was inefficient and could not 
handle the volume of water collected.  As 
a result, it failed at a catastrophic level 
(think of seeing Niagara Falls pooling 
and collecting inside your building). The 
project involved installing a secondary 
drainage line and connecting it into 
the main building line, which sounds 
easy, except when you remember that 
you have to drill through concrete walls 
and building infrastructure. It creates 
significant noise and the closure of 
some amenities as the drainage system 
ran through the building’s gym. It was 
an exciting challenge to ensure the proj-
ect was completed, on time and within 
budget, with minimal disruptions to 
the residents’ lives. It was an incredible 
learning experience in seeing how and 
why the engineers do what they do and 
the reasoning behind it.   n
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RCM Profile

Mentor(s) in the industry:  I have 
worked at MF Property Management Ltd. 
since 2009 and have spent the majority 
of the past 11 years working closely with 
Carla Guthrie, who is now the CEO.  She 
not only introduced me to the condo-
minium industry and all that it had to 
offer, but she also taught through exam-
ple how to be an effective communicator, 
leader and mentor to others.  

I also feel incredibly fortunate to work 
each day as a part of our company’s 
all-female corporate/ownership team.  
These women have shown me that 
there are no boundaries and continue 
to teach me new skills, both personally 
and professionally, day after day.    

What path brought you to a career 
as a condominium manager? How has 
your membership in ACMO helped 
you in your career?  Like so many 
others, I stumbled into this career.  An 
undergraduate degree in biology and 
health studies left me wondering which 
direction to go. I ended up filling a 
maternity leave position at MF as an 
administrative assistant to pay the bills.  
I moved into bookkeeping shortly after 
and decided to start taking my ACMO 
courses at that time.  

I found the ACMO courses extremely 
valuable and was able to take them 
consecutively while working full time.  
Representatives from MF attended the 
annual ACMO/CCI Conference each 
year and were able to apply what we 
learned to real-life scenarios. Once 

ful at times.  My favourite part of being 
a condominium manager is the unpre-
dictability of the job! You never do the 
same thing two days in a row, which 
keeps it interesting.   

Best business advice you ever 
received.  Don’t take it personally! 99% 
of the time, the resident is voicing their 
frustration, and you just happen to be 
on the receiving end.  Being a condo-
minium manager can be thankless, so 
control what you can and don’t let your-
self get caught up in what you can’t.   

Answer this statement – I am an 
RCM because… It adds an extra level 
of credibility to the licensing system by 
the CMRAO.    

Where do you see yourself in five 
years?  I see myself at MF Property 
Management Ltd., continuing to mentor 
other staff (managers, bookkeepers, 
administrative staff) in all aspects of 
the industry using my past experiences.    

What recent project that you 
completed can we highlight?  This 
isn’t recent, but almost ten years ago, I 
assisted in setting up our company to 
offer status certificates online.  This led 
to integrated accounting and property 
management software.  Soon we had 
individual corporation websites and 
e-communications set up.  Now, this is 
the norm, but at that time, this was all 
very new!  It was a lot of hard work, but 
it is still so gratifying to see the positive 
impact that this technology has had on 
our boards and residents. n

I obtained my RCM, I continued to 
participate in ACMO education semi-
nars and have been pleased that ACMO 
has continued to expand its offerings 
and education topics outside of the GTA.    

What is one must-have skill for a 
condominium manager? Why?  Flex-
ibility!  We all know by now that the 
day (or night!) of a property manager 
rarely goes as planned.  Be prepared for 
anything and never leave deadline items 
to the last minute in case something 
comes up.  This is a skill that has served 
me well over the past several months!  

Tell us about a personal success 
story on the job. At a time when I was 
working simultaneously in bookkeep-
ing and condominium management, we 
took over a corporation from another 
management company that was in rough 
shape.  Although it was not assigned to 
my portfolio, I worked with the prop-
erty manager to sort through financial 
records, collect old receivables, bring 
payables up to date and account for 
missed reserve transfers.  We success-
fully produced an accurate financial 
statement (among many other things), 
and the board was thrilled.

What’s your biggest challenge as 
a manager? What’s your favourite 
part of the job?  My biggest challenge 
as a manager is the unpredictability of 
the job.  There is a reason that condo-
minium managers need to be flexible 
– and while the constant change makes 
the job interesting, it can also be stress-

Jamie Poodry
MF Property Management Ltd.
Year entered the profession: 2011
Year RCM obtained: 2013
Other education: Bachelor of Science, Honours
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the practical application of your experi-
ence to qualify for the RCM designation 
and the general licence. 

RCM Requirements
The RCM requirements include: 
• An RCM Candidate MUST be the 

primary contact person for the Board of 
Directors, Owners and Service Contrac-
tors for at least one Condominium 
Corporation, one  Shared Facility of two 
or more Condominium Corporations, or 
one phase of a Phased Corporation. 

• The RCM Candidate must have 
prepared and presented Property Manage-
ment Reports as well as presented and 
interpreted Financial Statements for at 
least eight meetings of a Board of Direc-
tors or a Shared Facilities Committee.

• The RCM Candidate has had to 
enforce the Corporation Declaration, 
Bylaws and Rules. They must also fulfill 
their role in the procedures dealing with 
the collection of arrears and in the prep-

Your efforts to obtain the RCM designa-
tion were not in vain. It was hard work, 

and you earned every 
letter. If you have come 
to believe that it is the 
same as the general 
licence and let your 
RCM to lapse, please 
allow me to point out 
some of the differences 
to give you an alternate 

perspective. My objective is to provide you 
with some food for thought about aban-
doning the RCM designation by giving a 
closer look at the requirements.

RCM vs General Licence
Let’s start with some simple truths 

about what it takes to earn the RCM 
over and above the general licence. First 
and foremost is the number of hours 
you must work performing managerial 
tasks. To qualify for a general licence, 
the requirements dictate you need 2,920 

hours, representing two years of practi-
cal experience. This is based on a 30-hour 
workweek, as defined by the Employment 
Standards Act (remembering that this is a 
minimum standard), as a full-time job at 
which point benefits may become payable 
by an employer on behalf of an employee. 

By contrast, your RCM requires 4,160 
hours of full-time work performing 
managerial tasks, representing two years’ 
experience based on a 40-hour workweek. 
As an RCM, you already have more than 
1,240 hours of full-time practical applica-
tion. This works out to about 7.2 months 
of more experience. 

Now let’s look at the courses, which are 
the current foundation for both desig-
nations. These courses require a passing 
grade of 60% so that you can apply for 
your general licence. To apply for your 
RCM, you are required to obtain a mini-
mum of 75% on an exam covering all 
four courses. There are also differences 
in the minimum task requirements set for 

Why Should You Maintain 
Your RCM Designation?
By Catherine Murdock, RCM

Catherine 
Murdock

RCM Licencing
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aration of Status Certificates.
• The RCM Candidate will have super-

vised corporation staff along with trades 
and contractors.

• The RCM Candidate has dealt with 
after-hours and weekend emergencies. 

• The RCM Candidate has prepared or 
participated in the preparation of at least 
one Annual or Special General Meet-
ing information package and has taken 
primary accountability/responsibility 
for the meeting’s organization.

• The RCM Candidate has prepared 
or participated actively in the prepara-
tion of at least two annual budgets and 
presented them to the Board of Directors 
for approval. In addition, the Candidate 
has prepared or actively participated in 
the preparation of at least two budget 
packages for the owners.

• The RCM Candidate now needs two 
other RCM members in good standing 
to sponsor them.

Continuing Education
Many opinions have been expressed 

about the continuing education require-
ment to earn 20 CE points per year to 
maintain your RCM designation, but this 

is a universal and necessary element of 
how professionals in any field stay current. 
We need to share knowledge and expertise 
regularly. This certainly has been a great 
year to participate in free ACMO webinars 
to gather those points at the rate of 1 per 
30-minutes of related information. 

A further bit of information about 
the RCM is that you need the designa-
tion to be an instructor of a course at a 
community college or run for the board 
of directors of ACMO. You may also need 
it to advance within your own company, 
especially if it is an ACMO 2000 company.

General Licence Requirements
Now let’s examine the requirements 

for a General Licence. The applicant 
would have:

a) Planned and participated in meet-
ings of the board of a client;

b) Planned and participated in meet-
ings of owners, including at least one 
annual general meeting;

c) Participated in preparing a budget 
for the condominium corporation that 
has been presented to the board of direc-
tors of a client;

d) Interpreted audited financial state-

ments for a client and presented them to 
a board of directors of the client;

e) Prepared and presented reports to 
the board of directors of a client; and 

f) Has overseen the maintenance or 
repair of units, common elements as 
per the Condominium Act, 1998 or client 
assets, if any.

The Gold Standard
Clearly, there are differences between 

the general licence and the RCM. The 
general licence does allow you to work as 
a condominium manager. However, the 
RCM is the gold standard that elevates 
you above the general license and sets 
you apart as a manager committed to a 
higher standard, with more experience 
in more areas of servicing a condomin-
ium community. 

ACMO has done an excellent job of 
promoting and advancing the designation 
to the boards that we serve. When look-
ing for a manager, board’s often ask for an 
RCM, understanding that while the person 
will have to have a general licence, they also 
have something extra they worked hard to 
achieve to make them the better manager. 
And in these days of record condominium 
growth in Ontario and the correspond-
ing shortage of “fully qualified” managers, 
how lucky are you if you are also an RCM. 

In conclusion, I believe RCMs are better 
prepared to deal with this occupation’s 
pressures. I hold my RCM as a higher 
standard and a valuable measure of my 
knowledge, experience, and dedication. 

I encourage all the RCMs out there 
that have put their designation aside to 
please reconsider your decision. ACMO 
will welcome your inquiries as to how to 
return to the fold of our community.  I 
can’t help but ask myself, why on earth 
would you abandon this valuable and 
coveted designation if you worked so 
hard for so long to achieve it? n

Catherine Murdock, RCM, has been 
a condominium manager and district 
manager with Del Property Management 
for the past 28 years, overseeing 29 condo 
communities. Catherine received her RCM 
in 2005 and began the in-house RCM pro-
gram at Del in 2006. She is also the desig-
nated team leader for ACMO 2000 stan-
dards at Del. Catherine was elected to the 
Board of ACMO in 2013 and has served in 
the past as Treasurer and President. 
delpropertymanagement.com
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Demand for a Greener Tomorrow
Invites Condo Managers to Invest in Efficient 
Smart Tech

ment is easy because it’s accessible, 
scalable and easy to modify.

Internal operational systems were 
designed to run at full capacity – 24/7. 
It’s excessive and unnecessary consider-
ing the challenges we face today in many 
industries regarding energy consump-
tion and CO2 emissions. With the help 
of smart technologies like artificial intel-
ligence (AI), Internet of Things (IoT) 
connection, and machine-learning, we 
have ways to flatten the curve for energy 
use in condos with more efficient use of 
heating, cooling, gas and water. 

This is a new approach compared 
to more traditional, manual building 
operations that are not economically 
feasible for non-profit corps. And it all 
starts with a few steps, all for little to no 
up-front capital:

Step 1: Assessment
During an initial assessment, engineers 

analyze the property and equipment 
operations. They look for inefficiencies 

Condominium managers are like 
business owners. A business owner’s 

task list never ends, 
and new to-dos are 
always adding up: 
making sure resi-
dents are happy and 
comfortable, balanc-
ing budgets, overseeing 
building operations, 

adhering to maintenance and equip-
ment upgrades, and the list goes on.

Another line item on that to-do list 
is ensuring condominium properties 
are up to snuff on environmental stan-
dards. As climate changes, a building’s 
wellness and control become increas-
ingly top-of-mind for managers, and 
multi-residential buildings (condos, 
especially) offer an untapped opportu-
nity to become a sustainability leader. 

Buildings make up 40 percent of all 
carbon emissions globally.1 And build-
ings in Canada make up 11 percent of 

the country’s greenhouse gas (GHG) 
emissions.

In fact, since lockdown restrictions 
were put in place at the beginning of 
2020, and with more people living and 
working at home 24/7, residential carbon 
emissions increased by five percent glob-
ally.2 Although it’s a small increase, it 
demonstrates buildings’ critical role in 
dampening our collective GHG. 

Getting Started
So, where do condo managers even 

begin to start on this task? Thankfully, 
there are readily available, eco-friendly 
technological solutions promising 
benefits like improved energy efficiency, 
longer equipment lifespan, enhanced 
operations flow, energy cost savings and 
better tenant health and comfort. 

The first step starts with assessing and 
retrofitting a condo’s mechanical rooms 
to be more resilient and energy-efficient. 
Targeting machinery and existing equip-

Your Condo | Technology
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Ph
ot

o:
 ©

 B
ig

sto
ck

.c
om

/ 
A

nd
re

yP
op

ov

Brad Pilgrim

4948 I CM Magazine WINTER 2020



in equipment and predict the oppor-
tunities for a property to realize energy 
and cost savings in the future. They 
determine what demand indicators are 
needed to gain better control and match 
the supply of these systems with the resi-
dents’ demand dynamically. With this 
estimate in hand, they work collabora-
tively with condo managers to identify 
what building set up is best. Once the 
plan is approved, it is time for step two. 

Step 2: Installation 
Installation involves attaching smart 

sensors and controls to current equipment.
These new sensors act like messen-

gers. They run on a connected internet 
network and send mass amounts of 
information on how your building 
is functioning. For example, floor 10 
might have high humidity, or there’s a 
boiler pump down; or an exhaust fan 
on level 3 isn’t running as smoothly as 
it could be, etc. 

The software collects data and uses it 
to calculate and balance the best heat-
ing, ventilation and air conditioning 
(HVAC) settings for the building under 
various conditions, i.e. winter heating vs. 
summer cooling.

Step 3: Reap the rewards
Positive operational changes can be 

undertaken in less than a month, with 
virtually no disruption to condo opera-
tions. To benchmark where energy 
was conserved, a monthly report will 
illustrate savings and overall energy 
performance in the form of water, air, 
heating and cooling, just to name a few. 

Not only will these smart tech-
nologies help rebalance a building’s 
operational function, but they can 
predict the best living conditions for 
your residents in real-time. 

For example, keeping CO2 levels low 
in shared spaces is crucial for resident’s 
memory3, overall health and productiv-
ity.4 Smart sensors located throughout 
a condo can help recalibrate CO2 levels 
to a healthy 350-1000 parts per million, 
which is recommended for ideal resi-
dent comfort.5 

As an added feature, an alerting 
system is included in some software. If 
the condo’s heating system goes down 
mid-winter, tenants are sure to notice 
within an hour or so – maybe less. 
Receiving a service alert about the heat 
failure means it can be remedied long 

before tenants realize there’s a problem. 
This is an essential service for property 
managers as time is the most valuable 
commodity they have.

Valuable Cost Savings
Finally, with efficient operations 

comes valuable cost savings. With 
condo operation systems running at 
optimized performance levels, condos 
can see a return on investment up to 70 
percent. This means more money saved 
for the condo’s cash reserve that can be 
used for future maintenance demands, 
landscaping, facility upgrades, main-
taining low fees for owners, and 
creating healthy surpluses. 

Not to mention existing smart condo 
building technologies have reduced up 
to 7 million pounds of GHG emissions. 
Overall, having greater visibility into a 
building’s energy performance offers 
condo managers peace of mind for meet-
ing sustainable and cost-saving targets. 

With rising demand and a need for 
climate action, condominium managers 
and their boards have a unique oppor-
tunity to tap into existing technologies 
to reach a property’s environmental 
and cost-saving goals. These smart 
technologies invite condo boards to 
become more dynamic and efficient in 
their operations. So, what are you wait-
ing for? See how your building can take 
sustainability metrics as seriously as 
profit metrics. n 

1. https://www.worldgbc.org/news-media/global-
status-report-2017
2. https://www.nature.com/articles/s41558-020-
0797-x
3. https://www.yaleclimateconnections.org/2016/07/
indoor-co2-dumb-and-dumber/
4. https://www.yaleclimateconnections.org/2016/07/
indoor-co2-dumb-and-dumber/
5. https://www.washingtonpost.com/news/energy-
environment/wp/2015/10/27/why-your-office-air     
could-be-crimping-your-productivity/

Brad Pilgrim is CEO and co-founder 
of Parity Inc. Over the past three years, 
Brad has led Parity Inc. to develop and 
deploy an AI-powered energy manage-
ment platform for multi-residential 
buildings to eliminate energy waste 
in buildings and cultivate more sus-
tainable urban environments. Using 
this platform, Brad and his team have 
helped prevent more than 5 million lbs 
of CO2 emissions from their customers’ 
buildings since 2017. 
paritygo.com
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Insurance Risk Management

• Test shut-off valves on toilets to 
make sure they are not seized.  If you do 
not have an individual shut-off valve, it 
is suggested that you have one installed 
the next time you have a plumber in 
your unit to attend to repairs.

• Do you have a gas-powered 
furnace? Furnaces should be serviced 
yearly. Many service providers 
offer yearly maintenance contracts 
that ensure your system is working 
correctly every year.

• Do you have a hot water heater in 
your unit?  If it is more than ten years old, 
consider replacing it.  Alarms and trays 
can be purchased for hot water tanks 
that notify you when the tank is leaking.  
Know how to shut the tank off so it won’t 
continue to fill when it is leaking.

• Keep dryer vents free from lint. The 
most common cause of house fire is 
related to the clothes dryer. 

• Properly working smoke detectors and 
carbon monoxide detectors are required 

I often hear unit owners say, “I 
don’t need insurance as my Condo 

Corporation carries 
insurance.” This state-
ment could not be 
further from the truth.

Corporations carry 
insurance that allows 
them to restore a unit 
to the standard unit 
definition; however, 

owners often make upgrades to their 
units for which they are responsible.  
For example, if the unit came with a 
builder’s grade carpeting, and it was 
removed to install hardwood flooring, 
the owner assumes responsibility for 
insuring the new flooring.

With ever-rising insurance premi-
ums on Condominium Corporation’s 
in Ontario, the best thing that Condo-
minium Corporations can do is 
manage the risk.  To keep premiums 
low, active risk management shows 

insurance carriers that the corporation 
is doing everything they can to avoid 
the need to file an insurance claim.  
Keeping owners informed and asking 
them to participate in mitigating these 
risks can help minimize insurance 
claims for both the corporation and 
the owners themselves. 

Tips to Share with Residents
Here are a few preventative measures 

you can recommend to your owners to 
mitigate insurance risk: 

• Know where the water shut-off 
valves are in your unit. Turning off the 
water in an emergency can be the differ-
ence between flooding a single unit or 
continuing to damage multiple units. 

• Repair water leaks as soon as they 
are found.  

• Do not leave cooking or running 
water unattended. 

• Test fuse panels and make sure they 
are appropriately labelled.

Your Condo | Insurance

By Teresa Girardin, RCM 
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in all units by law. Smoke detectors and 
carbon monoxide detectors should be 
replaced every ten years and tested every 
month. Battery-operated detectors need 
their batteries replaced twice a year.

• When purchasing a new washing 
machine, remember to buy new hoses 
as well. Old hoses can become brittle and 
leak or blow due to high water pressure 
from within.

• When making alterations to your 
unit or having plumbing and electri-
cal work done, only use licensed and 
insured contractors.

• Report any dangerous conditions 
outside your unit to the condominium 
manager immediately.

• When you are on vacation, have 
someone check your unit a few times to 

ensure everything is ok.
• Review your insurance policy and 

make sure you are adequately covered. 
Condominium Insurance packages are 
available from most insurance compa-

nies.  Take your insurance carrier a copy 
of the Condo Corporation’s insurance 
certificate and a copy of the standard 
unit bylaw, which is included in your 
document package and ensure you have 
sufficient coverage.

Recommendations for 
Owners

Owners should make sure they have 
coverage for the following:

• Contents of the unit.  All personal 
belongings are excluded from the corpo-
ration’s coverage in all circumstances.

• Betterments and improvements were 
made to the unit.  The flooring example 
is one such betterment.

• Liability in the event that someone is 
injured within the unit.

• Coverage for the corporation’s insur-
ance deductible if the damage is deemed 
to be the owner’s fault due to neglect or 
lack of maintenance.  

• Alternative accommodation in case 
they are unable to occupy the unit while 
it is being restored.

Owners can also get “special assess-
ment” insurance.  This does not cover 
the type of special assessment to top up a 
reserve fund but would cover them in the 
event a lawsuit ensues, and the individual 
is awarded more than what the corpora-
tion’s insurance covers. n

Teresa Girardin, RCM, is a partner 
at Condos Plus Property Management. 
Teresa is the full-time office manager 
and has her own small portfolio of prop-
erties. She also serves on the Board of 
Directors of the London Chapter of The 
Canadian Condominium Institute.  
condos-plus-property-management-
inc.business.site

With ever-rising insurance premiums on 
Condominium Corporation’s in Ontario,  
the best thing that Condominium Corporations 
can do is manage the risk.  {
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Overcoming Chargeback 
Hazards

damage and responsibility to repair this 
damage, the corporation might have 
inexpensively resolved its chargeback lien 
claim on its summary judgment motion.

An S. 92 Chargeback Checklist
Before exerting any chargeback claim, 

the condo should:
• Carefully analyze the evidence and 

statutory criteria to ascertain whether the 
chargeback is authorized by any of sections 
57, 92, 98, 105 or 134 of the Condo Act;

• Since most chargebacks arise under 
s. 92 (work is done for the unit owner) or 
s. 105 (an insurance deductible claim), 
check your declaration to determine if 
the owner is required to maintain and 
repair the defective portion of the unit 
or common elements;

• Carefully document, photograph 
and assemble evidence at the outset to 
support the need for the work and the 
owner’s failure to do it;

• Where the owner is unresponsive 
in an emergency or where damage is 

Chargeback claims against a unit owner 
often turn into a dispute unless clearly 

documented evidence 
and adherence to a set 
of chargeback proce-
dures can convince the 
owner that the corpora-
tion’s claim is valid.  Two 
recent cases highlight 
the need to take care.  

In Beswick v. YRCC 
1175, the court held that a condo should 
not have charged back the cost to repair 
some townhouse owners’ exclusive-use 
common elements without first advis-
ing them of the anticipated repair costs.  
In Beswick, the townhouse owners were 
obligated to maintain and repair the 
steps and interlock on the exclusive use 
common elements in front of their units, 
but the condo advised them it would be 
doing the replacement work at the town-
house owners’ cost.  The court disallowed 
the condo’s chargeback claim because 
the corporation’s notice did not advise 

those owners of the expected cost of the 
work and, therefore, had not fulfilled its 
duty to provide reasonable notice to the 
owners before undertaking that mainte-
nance work.  The owners should have been 
given an opportunity to obtain their own 
quotes or do the work themselves.  This 
case inherently imposes additional work 
and complications for a corporation to 
process its chargeback claim.

A recent endorsement in PCC 223 v. 
Tung provides another cautionary tale.  
In Tung, the judge dismissed the corpo-
ration’s motion for summary judgment 
regarding a lien registered against the 
owner’s unit.  The lien was a chargeback 
to repair damage to the roof when Ms. 
Tung improperly removed HVAC equip-
ment.  The judge found that the condo 
and owner provided insufficient evidence 
and that it would be unfair to resolve 
the dispute by way of a summary judg-
ment motion lacking clear documentary 
evidence.  Had the condo provided more 
detailed evidence documenting the roof 

Your Condo | Caselaw
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to approve the owner’s scope of work, 
plans, drawings, specifications and 
choice of contractor;

• Advise the owner of any applicable 
declaration provisions and renovation 
rules (and any s. 98 criteria if common 
elements will be modified);

• Make sure the owner knows that 
if the owner does not undertake the 
work before the deadline, the corpo-
ration will complete the work at the 
owner’s cost;

• Include an s. 19 notice of entry in 

the s. 92 notice for a day or two after 
the work deadline, to allow the corpo-
ration to inspect whether the work has 
been completed;

• Obtain at least two quotes if the 
owner’s work is not done by the dead-
line.  The proposed contractor should 
preferably inspect the failed component 
and confirm in writing that the compo-
nent needs to be repaired or replaced.  
The report should include dated photos 
and explain the required materials, 
scope, method and cost of repairs;

• Forward the chosen contractor’s 
quote to the owner, particularly advis-
ing the owner of the anticipated costs 
(as now required by the Beswick case);

• After the contractor completes 
its work, send the owner a demand 
letter indicating a specific due date for 
payment deadline (at least 30 days), 
and attach the contractor’s invoice and 
detailed report proving completion of 
its work;

• Instruct the corporation’s lawyer 
to register a lien to collect the charge-
back amount if not paid within seventy 
days after the due date.  Standard lien 
procedures, notices and expiry of lien 
deadlines continue to apply using the 
date of default in payment;

• When a chargeback arises under 
an insurable event of damage, provi-
sions in the corporation’s declaration, 
standard unit by-law and insurance 
deductible by-law provisions can give 
rise to varying results affecting the 
corporation’s ability to recover repair 
expenses and legal costs.  Expect that 
the lawyer will often need to respond 
to a chargeback dispute by a care-
ful analysis of the facts and all legal 
requirements;  

• Recognizing that chargeback lien 
claims often become contentious, the 
corporation cannot expect the lawyer to 
guarantee the collection of its legal fees 
from the unit owner; however, in most 
cases, lien legal fees are, in fact, recov-
ered from the owner under sections 85, 
92 and 105 of the Condo Act.

You can overcome the hurdles often 
presented by chargeback liens and avoid 
contentious disputes, but recent cases 
have not made this easier. n

J. Robert Gardiner, B.A., LL.B., ACCI, 
FCCI, manages Gardiner Miller Arnold’s 
CondoLienMachine™ 
gmalaw.ca

continuing to occur, immediately do the 
work necessary to minimize damage, loss 
or potential injury.  Issue an s. 92 notice 
requiring the owner to fix remaining, 
non-emergency damage;

• Give the owner a specific but 
reasonable deadline to obtain quotes 
from their contractor to complete the 
work, taking into account that extra 
time may be required if the declara-
tion or an s. 98 agreement requires 
the board to provide its prior written 
consent.  If so, allow time for the board 
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Building Envelope Retrofit Projects:
Making Data-Driven Decisions to Reduce Energy Losses

fact, reliable data should be the under-
pinning of any business decision. 

A Data-Driven Approach
Data-driven decision making involves 

measurable project goals that are based 
on unbiased, objective data.  Research 
should be conducted, and the required 
data collected before the plans are set – not 
after, as is sometimes the case. Quality data 
obtained should allow for various alter-
natives to be considered and evaluated to 
determine the best course of action that 
serves the organization’s purpose. The facts 
need to be assembled into an at-a-glance 
overview with graphics or visualizations 
from which actionable insights may be 
gleaned. Such a report should be user 
friendly and understandable by all stake-
holders, not just a select few. Data powers 
the engine that is constant improvement.

Data is a useful tool, but only if the 
resources exist to gather it and analyze 
the data about energy losses related 

Any project, including a building 
retrofit, benefits from having several 

key components:  a 
measurable goal, an 
action plan, and a way 
to evaluate the results. 
Although these would 
appear to be simple 
enough, often retrofit 
projects lack the speci-
ficity and clarity needed 
for their success.

Because the build-
ing envelope is the 
“face” of the build-
ing to its occupants 
and the public, and 
because so much 

energy loss is attributed to the building 
envelope, it should be an obvious target 
for retrofit projects. Still, building enve-
lope retrofit projects may be especially 
prone to lack of clarity and foundation 
in known facts. 

Assumptions & Resources
Retrofits to remedy energy losses 

through the building envelope are 
sometimes based on assumptions (if we 
repair the roof, the moisture problem 
will be solved), uncertainty (this retro-
fit needs to be done, but we don’t know 
the short and long term payoffs), failure 
to prioritize spending according to the 
most urgent requirements (let’s fix the 
sealing because that’s the cheapest, not 
necessarily the most critical thing to 
do), and failure to consider the values 
and mission of the building owner (a 
decision to improve the aesthetics when 
there are more pressing issues to be 
considered for the long-term sustain-
ability of the building).  

Both financial and human resources 
may be wasted when plans are based on 
assumptions, decisions are made with-
out proper research, and returns are 
uncertain.  This waste will be addressed 
by data-driven decision-making.  In 

By Mansour Asrani and Susan Horne

Mansour 
Asrani

Your Condo | Retrofit

Susan Horne

5554 I CM Magazine WINTER 2020



ings to “see” the energy losses due to 
faults in the building envelope, includ-
ing in hi-rise buildings. Infrared is used 
to measure the heat radiated by aspects of 
the building envelope. An up-close visual 
inspection of a particular wall may show 
no visible signs of cracks, for example, 
but a thermal image may tell a much 
different story. 

Thermal images clearly reveal differ-
ences in temperature between the 
outside air and the surface temperature 
of the various components of the build-
ing envelope based on real conditions 
at the present time.  They are based 
on factual data instead of the reported 
perceptions of cold spots or drafts by 
building occupants.

Many temperature differences are 
unintended and unwanted. Some may 
indicate the presence of moisture inside 
the wall.  When moisture-laden air 
is allowed to penetrate the building’s 
exterior through cracks and crevices, 
it condenses and may wet the insula-
tion. Other temperature differences are 
caused by convective air currents (air 
leaking out of the building due to cracks 
or cavities in the building envelope) 
and conduction (heat moving from a 
warmer object to a cooler one). 

Drone Technology
The use of drones to identify energy 

losses has changed the landscape of build-
ing inspections for this purpose. The next 
challenges are: What can be done with this 
data? Of all the sources of energy losses, 
which should be addressed first? Which 
energy management strategies will gener-
ate the best return on investment? These 
are the questions faced by building owners, 
investors, and property managers alike. 

to the building envelope.  Assemble 
it into an orderly, comprehensive, 
meaningful collection and weed out 
the irrelevant details.  Extract the 
most significant facts based on the 
goals, values and mission of the orga-
nization. Establish specific retrofit 
goals as a result. Define and priori-
tize the problems and determine the 
most effective use of limited funds to 
address the issues. Quantifiable costs 
should be weighed against measurable 
benefits. Priorities need to be estab-
lished, and a complete plan developed. 
A data-driven approach should be a 
pillar of the organization’s culture.

A data-driven approach to retrofits 
offers additional long-term benefits: 
objective data collected is useful for clearly 
documenting the concrete results of 
efforts made to achieve energy reduction 
targets, achieve GHG reduction targets, 
and become more sustainable. Energy 
performance can be compared before and 
after the retrofit in quantifiable terms. The 
data can be used to demonstrate retrofit 
outcomes when communicating with 
stakeholders, building occupants, financial 
institutions, and government.

Thermal Imaging
Historically, attempts to determine 

where energy losses in the building enve-
lope occur have not generated precise 
data, nor have they provided the means 
to benchmark the “before” and “after” 
status of a retrofit. These same methods 
have been inconvenient for building 
occupants; hi-rise buildings make such 
information gathering even more diffi-
cult, if not impossible.

The introduction of infrared cameras 
mounted on drones has enabled build-

Reliable Evaluation
Only by knowing the precise cost of 

the energy wasted can a realistic plan be 
created to remedy these failures, starting 
with the most critical ones. The existence 
of artificial intelligence (AI) to calculate 
and quantify these energy losses defines 
the next evolution of building envelope 
retrofit opportunities.  AI enables the 
data acquired by the drones to be action-
able on a broad scale.

The cost of energy losses due to leaked 
gas in a single insulated gas unit (IGU) 
can be over $60.00 per year.  This amount 
is staggering when you consider a hi-rise 
building with over 4000 of those poor 
performing IGUs – a total, an annual loss of 
over $275,000!  Based on reliable data, such 
dollar values make a building envelope 
retrofit project a worthwhile investment.

Only by reliably identifying energy 
losses, analyzing the data, quantifying 
it, assessing costs versus benefits, and 
establishing priorities can a data-driven 
retrofit plan for rectifying building 
envelope failures be created. n

Mansour Asrani is a project manager 
at QEA Tech with 20 years of experience 
working on innovation and technology 
development with a decade of successful 
experience in cleantech and environmen-
tal solutions. Mansour specializes in im-
age processing and precise imaging tech-
nologies.  He is responsible for managing 
building envelop thermal inspection and 
energy loss quantification projects. 

Susan Horne is a retired College 
Chair and is currently self-employed as 
a writer/editor of reports, articles, cur-
riculum, and textbooks.
www.qeatech.com  
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Professional Services, Suppliers & Trades
Directory

WEI CPA PROFESSIONAL CORP.
Chartered Professional Accountant

Licensed Public Accountant

Specialized in Condominium Financial Statements 
Review & Audit

5000 Yonge Street, Suite 1901, Toronto, ON  M2N 7E9
Tel: (416) 628-9423 

Email: services@tax-depot.ca
Fax: (416) 352-5713
www.tax-depot.ca
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And the Winners Are…

Each year, ACMO honours exceptional achievements in the condominium industry with its annual awards of excellence.  
Due to the pandemic restrictions, this year’s awards ceremony was held online as part of the second ACMO Virtual Luncheon 
of the year on Friday, November 27, 2020.   

Individuals were nominated by fellow peers, board members, professionals, and trades in various award categories. Submis-
sions were reviewed and evaluated by the 2020 Awards Committee consisting of Babak Ardalan, RCM, James Davidson, Peter 
Leong, Sally Thompson, Armand Conant, and committee Chair, Vince Bennett, RCM. 

We are proud to recognize the following winners of the ACMO Condominium Management Awards. Congratulations to 
all the nominees and winners! 

Gabriela Farias, RCM, Manager of the Year, who 
has demonstrated an extraordinary commitment and 
dedication to professional condominium property 
management.

Judy Statham, RCM, Leader of the Year, who has 
demonstrated team leadership in business practices 
and/or in the development of professional property 
managers.

Debbie Wilson, RCM, Donna Farr Award winner, an 
ACMO instructor who has demonstrated outstanding 
dedication to the delivery of the RCM program.

GetQuorum, Associate Award winner for their 
exceptional contribution to ACMO and the 
Condominium Industry in Ontario.

Edward Chin, Genesis Award winner who is new in  
the profession and has displayed exceptional service.

Brian Horlick, Special Recognition Award winner in 
recognition of his achievements that have positively 
impacted the condominium industry in Ontario.

ACMO Condominium Management Awards 2020
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