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Message
from the Executive Director

As I write this, my very first message to CM Magazine read-
ers, I have been in the post of Executive Director of ACMO 

for a mere 15 days. You can be forgiven for 
wondering why I would presume to write 
a message at this juncture. While I bring 25 
years of experience in association manage-
ment to ACMO, the field of condominium 
management is new to me, so I have much 

to learn. The 16th century poet John Donne once wrote that 
“No man is an island entire of itself”. I’ll be taking his advice 
to heart in the coming weeks and months as I ‘look, listen and 
learn’ and get up to speed about ACMO and our industry.  

Luckily for me, ACMO’s long-time Executive Director, 
Amanda Curtis, is just down the hallway and will be available 
to provide organizational memory and assist me in my transi-
tion. ACMO is indebted to Amanda for her years of steadfast 
leadership and it’s clear to me that I have large shoes to fill. 
Thank you, Amanda!

Thus far, my days have been spent assimilating mountains 
of information and tapping into the collective knowledge and 
experience of our community by conducting interviews with 
ACMO members, staff, board members (past and present) and 
a variety of stakeholders within the condo field. I’ve also had 
the opportunity to attend my first board meeting, something 
that doesn’t typically happen in your first week on the job! All 

of this has been very informative and useful not only for my 
orientation, but also to help frame the considerable challenges 
and opportunities that ACMO faces going forward.  

The good news is that it’s very evident to me that ACMO 
benefits from a professional staff and board of directors who 
share a passionate commitment to our association and the 
significant opportunities that lie ahead. They are focused on 
ensuring that ACMO continues to deliver tangible value to 
its loyal members and does what is necessary to stay relevant 
within the condominium industry. These are two of the key 
strategic imperatives that will be explored at a professionally 
facilitated strategic planning session for board and staff to 
be held in the fall. Leading up to the planning session we will 
be gathering inputs from a wide variety of stakeholders. The 
output of this process will be a new strategic and operating 
plan to help guide the organization over the next three years. 

In addition to our strategic planning session, I’m looking 
forward to attending the Condo Conference in October and 
connecting with both ACMO and CCI members and stake-
holders. It will be another opportunity for me to “add people 
to the island”, so to speak.  In the meantime, please don’t hesi-
tate to contact me if you would like to share your thoughts on 
what ACMO should be doing to stay ahead of the curve in the 
future – I will be listening. 

See you at the Condo Conference! 

A Passionate Commitment

Paul B MacDonald
Executive Director
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Goldview Property Management Ltd. 
will guarantee the highest standard 
of property management services.  
Our meticulous attention to detail, 
innovative and cost effective solutions, 
advanced communication networks, 
and green technology have established 
Goldview Property Management 
as a leader in the industry for 
the past 30 years.

Contact Goldview Property Management and 
your Corporation can also realize significant 

financial and operational benefits.

www.goldview.ca • 416.630.1234

51 Toro Road, Suite #200
Toronto, Ontario, M3J 2A4

Fax: 416.630.3132

tricancontract.com
905.475.6703

Quality
Recognized for our exceptional workmanship in interiors,  

we have been industry leaders for over thirty years.

Integrity
Known for being honest and direct, we pride ourselves on 

balancing both budget and environmental needs.

Trust
Driven by service and respect, our relationships are built to last.  

Our top priority is client confidence.

Refurbishment Specialists 
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2019/2020 Board of Directors

Professionalism Brings 
Tangible Value

A warm welcome once again to 
our members as we glide into the fall 

season. One thing we 
can count on in this 
industry is change, and 
it’s clear it is becoming 
more aggressive and 
more frequent than 

anyone can keep up. 
At the same time our industry is evolv-

ing and moving in a positive direction, 
and although it will not happen over-
night we are certainly working towards 
enhancing professional management to 
benefit both boards and managers.  

Like any industry within the manage-
ment spectrum, key fundamentals 
– planning, decision-making, organiza-
tion and, most importantly, leadership 
– are valuable concepts and tools that 
can be implemented for successful 
condominiums. 

Leadership in our industry is at a 
critical stage as management companies 
and boards are faced with the reality of 

a shortage of property managers, and 
anticipating that many of our members 
plan to retire within the next five years, 
management companies and boards of 
directors have to reassess their budgets 
for engaging management services. 
While supply and demand has dictated 
and driven the cost of these services, there 
must also continue to be an industry-
wide commitment to professionalism 
and the tangible value that it brings.

Administrative support is key to 
retaining condominium managers. 
This permits managers to focus on 
the actual job of management versus 
administration. Companies who offer 
this will be more attractive to manag-
ers and assist in recruiting millennials 
who we know seek a solid work/life 
balance. Mentorship programs that 
partner new professionals with seasoned 
managers will help to ensure continu-
ity in service to boards of directors into 
the future. Our industry is blessed to 
have many talented property managers 

who can mentor and pass the torch over 
to our future managers with a realistic 
succession plan. The key is enticing our 
new generation to enter the career path 
of condominium management. 

As we approach our second year 
anniversary of licensing, I would like 
to take this opportunity to thank all of 
our members for their dedication and 
commitment to this industry. It has been 
a very challenging time for all of us and 
I thank you sincerely for the passion and 
drive I witness on a regular basis. We are a 
strong team as we work together to make 
this industry a “profession of choice”.

Enjoy the remainder of the summer and 
most of all be safe and kind to one another!

Quote of the day by Audrey M. 
McGuire

“I can, I will, I do” 

Audrey M. McGuire, RCM
ACMO President
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Newsworthy

See You at the Condominium Conference 
2019 October 4 and 5 

The Condominium Conference is fast approaching. Here 
are some at-a-glance highlights. There is still time to register 
online at condoconference.ca
Conference Sessions

Beanfield Centre – 105 Princes’ Blvd. Toronto, ON M6K 3C3
Conference Exhibit Floor

Enercare Centre – 100 Princes’ Blvd. Toronto, ON M6K 3C3
Friday’s plenary keynote speaker is Barb Stegemann, the 

founder and CEO of The 7 Virtues Beauty — a company that 
sources organic, fair trade essential oils from countries expe-
riencing turmoil to create aromatherapy scents.

Saturday’s plenary keynote speaker will be broadcaster and 
host of TV’s long-running Off the Record, Michael Landsberg.

Once again, the slate of educational sessions covers a 
range of topics that will be of interest to managers, direc-
tors, owners, students and real estate agents. These include: 
Management/Boards – Breaking Up Is Hard To Do!; Under-
standing Condo Documents; Cozy, Comfort or Incarceration 

– Where Do You Want To Live? and Getting Your New Corpo-
ration Off the Ground.

Welcome Paul MacDonald
ACMO’s Board of Directors is very pleased to welcome Paul 

B. MacDonald as its new Executive Director of the organization 
effective July 22, 2019. Mr. MacDonald brings almost 25 years of 
association and not-for-profit leadership experience to ACMO 
having held roles with the Canadian Golf Foundation, Golf 
Canada, the Canadian Association of Family Enterprise and the 
Family Enterprise Xchange. Most recently, Mr. MacDonald led 
the reorganization and consolidation of two national associa-
tions, ten independent chapters and a foundation, culminating 
in the launch of a new national association. 

Mr. MacDonald holds a Bachelor of Commerce degree 
with honours from Queen’s University and brings a diverse 
background including a depth of experience in strategic and 
operational planning and management, stakeholder and 
partner relations, program development, marketing and 
communications and change management.

Exciting Times
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SUBSCRIBE FOR FREE
(in Ontario only)

You can read Paul’s inaugural Execu-
tive Director message on page 7. 

NEW ACMO Website Launch
We are pleased to announce the 

launch of ACMO’s new website! In addi-
tion to the sleek new look, we are excited 
to introduce several new features.

• The most visited pages of the website – 
events calendar, job bank, supplier search, 
list of management firms – can be easily 
found right under the image header.

•  Keep scrolling for easy access to all 
of ACMO’s publications and resources 

– CM Magazine, ACMO Envelope, 
and Manager’s Blog.

 • A site map is located at the bottom 
of the page along with a button for 
non-members to subscribe to the 
ACMO Envelope and links to all social 
media accounts.

 • CM Magazine’s new platform 
allows for a keyword search of the 
articles, and each article can be easily 
downloaded or shared on social 
media. Note: The full library of 
archived issues is coming soon.

 Visit ACMO’s new website: acmo.org
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Fundamentals of Management

Tony Seljak, RCM 
President  
Summerhill Property  
Management
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Wow. Have times ever changed from 
when people off the street would call 
themselves a condominium property 
manager, even though they had no 
experience in the management of an 
actual condominium building. Well 
back when I started to manage condo-
miniums in 1991 the Condominium 
Act was very simple, and most owners 
were new to the concept of owning 
a property in common with many 
other unknown individuals. Common 
expense fees were relatively cheap, as 

were labour rates for contractors and 
other trades were affordable. Utility 
costs made up a very small portion 
of the overall common fee and were 
largely predictable.  

The new Condominium Act (second 
revision since 1990), saw the enforce-
ment of new safety regulations, huge 
labour cost increases in the operation 
of contracting companies, massive 
increases in lawsuits and insurance 
rates that culminated in expensive 
common fees. All of these factors 

place greater pressure on the prop-
erty manager to contain costs and 
obtain greater value for the owners. 
Property managers must ensure 
buildings operate more efficiently 
while maintaining qualified staff and 
experienced contractors as condo-
miniums cannot afford to operate 
with poor management.

Property managers are increasingly 
dealing with sophisticated board 
members and savvy homeowners who 
can now access a tremendous amount 

Change with the Times
Anyone involved in the Ontario condominium industry knows that change happens. We asked 
executives of ACMO 2000 companies to provide their thoughts for an executive-level discussion  
of why management companies must change with the times, this includes staying current with 
technology, offering well-trained and compensated managers, and operating at a high level  
especially as condominium construction continues to grow across Ontario. If you are a director, 
owner, government partner and others in the industry, this discussion will be important for you.
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Elevate your career
Prepare for your Registered Condominium Manager 
(RCM) designation with George Brown College
Gain a strong foundation in condo management with our Condominium 
Management Certificate – offered in partnership with the Association of 
Condominium Managers of Ontario (ACMO). Taught by industry professionals, 
courses explore the essentials of condominium law, financial management, 
administration, human resources and facilities management.

All courses are offered in the evenings at our 
St. James Campus, conveniently located in the heart 
of downtown Toronto. Completion of the following 

four certificate courses will allow you to write the Registered Condominium 
Manager (RCM) exam administered by ACMO:

•  Condominium Law
•  Condominium Administration and Human Relations
•  Financial Planning for Condominium Managers
•  Physical Building Management

coned.georgebrown.ca/condo
For more information, contact us at 416-415-5000, ext. 2163,  
or cebusiness@georgebrown.ca.
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of condominium-related informa-
tion on their laptops. Any property 
managers who are not trained and 
knowledgeable cannot possibly 
survive. Today’s owners demand that 
their property manager be able to 
respond and keep track of hundreds 
of emails and expect responses within 
hours if not minutes – not like the 
good old days when we just used to 
put their response letters in the mail. 

Technology is now a property manag-
er’s most useful tool. They can keep in 
touch with their owners and board 
members instantly. Additionally, manag-
ers are often required to use specialized 
software that allows them to manage 
property websites (so minutes and 
corporate documents can be posted), 
create owner-specific portals which 
allows them to communicate with a 
large number of owners instantly. 

Proper ty managers  are  now 
required to ensure their condomin-
ium corporations comply with the 
new Condominium Act.  Each prop-
erty manager must ensure that they 
personally comply with the licensing 
requirements as the failure to do so 
has serious repercussions that could 
include financial penalties. 

Condominium board members are 
now seeing the difference in what a 
highly trained, experienced and skilled 
property manager can bring to their 
building. To hire and build a good rela-
tionship with such a manager, boards 
now know they have to pay their prop-
erty manager a competitive wage due to 
the increasing number of condomini-
ums and a shortage of qualified licensed 
property managers.

The industry is slowly attract-
ing more educated and professional 
people to the profession, but there is 
still a long way to go, and unfortu-
nately until the profession recognizes 
and deals with the poor life–work 
balance that many in this profession 
face, there will continue to be a short-
age of great property managers.  n

Tony Seljak has been a property 
manager and an RCM for over 25 years 
and is President of Summerhill Prop-
erty Management an ACMO 2000 
Certified company that has been in 
business for over 20 years serving the 
condominium community.
summerhillcondos.com

For ad rates please visit 
WWW.ACMO.ORG >  
CM MAGAZINE > AD RATES  

A wide choice of Ad sizes  
to suit your advertising needs!

cm
condominium manager

c: 647 407 5030t: 905 282 0728
www.certifiedbuildingsystems.ca

f: 905 282 0730
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Fundamentals of Management

Next Gen Managers
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may initially struggle in a leadership 
role depending on the varying demo-
graphics in a workplace. As a young 
leader it is important to establish trust 
within a team and by doing so, age 
becomes a factor that is not consid-
ered important. A leadership team that 
is considered “young” will be able to 
contribute fresh, innovative ideas and 
lead an organization to future success, 
but it is imperative that the trust and 
relationships are built and maintained 
for growth and achievement. 

A successful option for creating and 
sustaining trusting relationships, which 
is affected by overall employee morale, is 
taking part in regular team building exer-
cises. These exercises may be out of office 
activities as well as brief weekly team 
check-ins. It is an activity to encourage 
communication, build trust and increase 
collaboration. A millennial is not satis-
fied with a 9-to-5 desk job, which is why 

As the millennial generation grows 
in the workforce, managers and leaders 
are required to adapt to the changing 
expectations, ideal work environment 
and team dynamics. With a significant 
change in demographics in a workplace 
comes an adjustment to the genera-
tional differences. 

The millennial generation has a 
strong desire for feedback. There is an 
underlying need to be recognized for 
a job well done and receive approval 
from leaders and peers when meeting 
and exceeding expectations. On the 
other hand, constructive criticism is 
also important so growth and improve-
ment can be established in a positive 
manner. Their natural desire to prove 
themselves can make them eager and 
productive team members. When a 
leader is able to identify how a millen-
nial will respond to certain tasks and 
assignments that leader can adapt the 

roles and allocation of responsibilities 
accordingly. By adapting to varying 
personalities, trust and loyalty can be 
developed between team members 
which creates an overall productive and 
pleasant work environment  

Feeling like a valuable team member 
is important when it comes to the 
millennial generation as is the need 
to be part of an organization that has 
a strong company culture. Company 
culture is often a motivating factor 
for efficiency. When an individual 
believes that the company that they 
work for fits with their own prin-
ciples and lifestyle they are more 
motivated to contribute in a positive 
way. With the feeling of being part 
of a company with a strong culture 
comes the potential desire for growth 
and advancement. Some millennials 
strive for a position where they can 
be a leader and a mentor. A millennial 

Melissa Kirkaldie, RCM 
Executive Director  
of Property Management 
Wilson Blanchard Management
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a career in property management may 
be very appealing. Therefore, interact-
ing with team members for regular team 
building activities would be considered a 
valuable tool. 

Flexibility in a career is expected 
by millennials as they are results-
focused and would not be satisfied 
being tied to a desk for hours on end 
throughout the workday. Balance 
between personal and professional 
life is important to millennials, which 
may attract more millennials to the 
property management industry. Tech-
nology has an impact on the ability to 
achieve a work-life balance as teams 
have access to many tools that allow 
them to communicate and respond 
quickly and easily from wherever they 
are. The millennial generation has the 
skills and desire to utilize the advance-
ments in technology and allowing 
them to do so will be a key factor in 
increasing career satisfaction. n

Melissa Kirkaldie, RCM is Execu-
tive Director of Property Management 
with Wilson Blanchard Management 
Inc. She is based in Cambridge.
wilsonblanchard.com

ACMO 2000 Certification Program
Effective August 15, 2019

ACMO 2000

In 2013, we began including updates on ACMO 2000 certifications awarded to companies that have successfully  
completed the certification process as well as the required compliance audits. 

The mission of the ACMO 2000 Certification Program is to equip condominium management firms to provide quality 
service by:

• developing a series of core operational standards and procedures;

• certifying those firms who meet the standards; and

• providing a structure for ongoing measurement of the firm’s performance.

ACMO 2000 Compliance Audit
Goldview Property Management Ltd.
Lionheart Property Management Inc.

Larlyn Property Management Ltd.
Maple Ridge Community Management Ltd.

M.F. Arnsby Property Management
Nadlan-Harris Property Management Inc.

ACMO 2000 Certification 
FirstService Residential

Brilliant Property Management Inc.
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Ann Horruzey, RCM 
FirstService Residential

The Ethical Manager

So, what makes a condominium 
manager a good ethical manager, one 
who does the right thing all the time? 

As managers we have fiduciary 
obligations to the corporations we 
manage.  Keep in mind that fidu-
ciary obligation means total trust, 
good faith and honesty which makes 
an ethical manager a good manager 
to have at our sites and something to 
strive for as a manager. We have large 
budgets to handle – some of them run 
up to a million dollars a year depend-
ing on the size of the corporations 
and the amenities associated with 
them. We are under obligations to 
assist our residents and corporations 
with the management of their shared 

common elements, and most resi-
dents take pride of ownership of, not 
only their individual homes, but the 
common elements as well.  Boards put 
a large amount of trust in managers 
and management firms to do their best 
in good faith and honestly.  Trust is 
the key here and why managers should 
always do the right thing all the time.

Since we handle large budgets, we 
depend on good, reliable and compe-
tent contractors to carry out this work.  
Inexperienced managers or managers 
who bring contractors from the web 
or unknown contractors to the corpo-
rations, sometimes bring a multitude 
of trouble with them.  Most large 
management firms spend consider-

able time investigating contractors, 
using them at sites and generally 
reviewing their work ethics and stabil-
ity in the work places to ensure our 
corporations are managed to a high 
standard. Having strong connections 
with well-established contractors 
make our jobs easier. They bring with 
them years of experience, and we can 
rely on them and trust them to meet 
our high expectations for the job to 
be done right and done right the first 
time. When managers bring in these 
unknowns, sometimes they will get 
lucky, other times not, especially on 
large projects. Keep in mind most of 
our projects are large projects.  Manag-
ers have to take on the role of overseer, 
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Walid Habis, P. Eng
cell: 416.569.6300  I  tel: 416.646.2283  I  email: habisw@momentuseng.com
8-1445 Bonhill Rd. Mississauga, Ontario L5T 1V3

Assessments, Restoration and/or Replacement:
Parking Garages  I  Exterior Walls/Balconies

Roof Assemblies  I  Windows 

Reserve Fund Studies

Technical Audits
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one who handles the payment sched-
ule, one who ensures the project stays 
on schedule, one who must make sure 
to limit the inconvenience of our resi-
dents. This puts a burden on managers 
and boards in general. When we use 
contractors who are unknown, the 
burden is doubled or even tripled onto 
the manager causing undue hardship, 
more work and even possibly loss of 
trust with the board. Once you start 
losing trust with the board, the board 
will have you removed as they feel that 
you are not doing the work in a true 
honest and good faith manner. Doing 
the right thing all the time allows for 
a great working environment between 

the manager, management firm and 
the board.

A good manager needs to establish 
an honest rapport with not only the 
board but with the residents of the 
community and their colleagues they 
work with. An ethical manager will 
be honest to all and to themselves as 
well. Your reputation in this area of 
expertise is all we really have other 
than the knowledge and education 
we have learned over the years.  So 
build a clean reputation and strive to 
be the best manager you can possibly 
be at all times. One should never lie 
to the community or the board as this 
will undoubtedly lead to breaking of 

ACMO’s Codes of Ethics

As the sole professional association for condominium managers 
and management companies in Ontario, ACMO strongly 
encourages all its members to adhere to its Codes of Ethics. 
Managers must pledge to follow 14 rules found within the 
Code of Professional Ethics. Each of ACMO’s Codes was 
developed to instill public confidence in the condominium 
management profession and to ensure that confidence extends 
throughout the condominium communities that are managed  
by individuals and by management companies. 

In addition to a code for managers, ACMO has developed two 
complementary codes – for management companies and for 
associate members of the association. 

You can find ACMO’s Code of Professional Ethics, Code of 
Corporate Ethics and Associate Code of Ethics here:

acmo.org/about-us/code-of-ethics/code-of-professional-ethics

acmo.org/about-us/code-of-ethics/code-of-corporate-ethics

acmo.org/about-us/code-of-ethics/associate-code-of-ethics

CMRAO Code

Managers are also held to the professional Code of Ethics contained 
within the Condominium Management Services Act, 2015, which 
sets out “the general obligations of condo managers and condo 
management companies, and promotes professionalism, reliability and 
quality of service.”

www.cmrao.ca/en-US/complaints/code-of-ethics/

the fiduciary obligations that we hold 
dearly as good managers.  Like in every 
working environment you will come 
across good and bad, but we should 
always strive to do our best and weed 
out the bad.  Having CMRAO as our 
new watch dog does so but still we need 
to do more to remove the bad ones.

How we treat others and others treat 
us helps to establish us as good manag-
ers, but sometimes the situation will 
escalate causing discord within the 
community which is not good.  Being 
the best all the time is the way to go.  
Good common sense, great morals, 
trust, loyalty, education and knowl-
edge are just a few ways to determine 
a good manager from a bad manager, 
and if we apply them in our day-to-day 
operations at our sites, we will show 
and gain the respect and trust we aim 
for, so aim high!

A good manager will help the 
community they work in, in what-
ever way possible, they will continue 
to educate the board on the proper 
procedures, and above all else help 
them make the proper decision for 
the best interest of the corporation.  
However, you will run into times 
when this may not always work and 
when you do, make sure you have it in 
the minutes, and let the board know 
that what you believe they are doing is 
wrong. This way you keep a moral and 
strong ethical status.

Being the best ethical manager is 
being the best person you can be.  Use 
the tools you have learned from your 
mentors and from the courses and 
from whomever else leads you in the 
right direction of being the best you 
can be.  When you come across some-
one who you feel is not being a good 
manager report them and don’t be shy 
about it.  We have finally reached a 
point in our industry that we are being 
viewed as professionals and we need to 
keep it that way as we still have a long 
way to go to ensure that we all can be 
the best we can be. Professional, ethi-
cal managers! n

Ann Horruzey, RCM has been a se-
nior property manager for the past 20+ 
years. She enjoys the most rewarding ca-
reer with its ups and downs, dealing with 
people’s problems daily and wondering 
when she’ll get to her own job.
fsresidential.com
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Within the field of  property 
management, technology has evolved 
greatly over the past few decades. It’s 
changed the way safety and security, 
daily operations and resident inter-
actions take place. Automation alone 
has altered the way staff and residents 
interact with each other. From parcel 
delivery to parking management, 
amenity bookings and email commu-
nication, there’s no doubt that online 
management has had a far-reaching 
impact on daily life in condo commu-
nities across the country.

Board meeting minutes, move in/
move out documents and resident 

profiles are stored safely in the cloud 
and accessible via permission-based 
controls. The amount of time and 
money saved makes online manage-
ment the obvious choice for most 
condo communities. 

But, has all this technology made it 
harder to retain a personal touch?

For some, there is a growing sense 
that technology can take away from 
the personal touch many property 
managers like to provide, so it is very 
important to have great communica-
tion skills. A personal touch can, and 
should, be the cornerstone of every 
interaction in a condo community – 

even with the shift towards a greater 
reliance on technology. Integration 
between humans and technology 
should never be at the expense of 
convenience. Rather, it should make 
everyone’s life easier. 

While there will never be a substi-
tute for face-to-face interaction, more 
user-friendly platforms and some 
simple practices by management can 
actually help bring people together. 
Smart technology that is easy-to-use 
helps everyone on staff deliver great 
resident experiences.

Here are some tips to the bridge 
between technology and human interac-

Peter Pietrzkiewicz,  
Founder and CEO 
Concierge Plus

Retain a Personal Touch 
with a Tech Focus
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tion, making life in a managed community 
easier and more enjoyable for all:  

• As the property manager, you 
should be accessible to all, especially 
your residents. Email shouldn’t be the 
only channel that is used to contact you. 
Allow residents to reach out by call-
ing your phone or implement a pager 
system. Next, make sure you get back to 
them within one business day. 

• When new residents move in, auto-
mated personalized welcome messages 
should be sent to their inboxes. In 

addition to bylaws and welcome docu-
ments, property managers should take 
a moment to welcome newcomers to 
the building. If an online property 
management platform is used, take the 
opportunity to explain how to access 
and use the platform. It’s also a good 
idea to explain the benefits of the plat-
form including how the technology can 
help make their lives easier.

• Make sure to update your resi-
dent/community portal with your 
picture and contact information for 

a more personal touch. Include a bit 
about your background so residents 
feel that you are approachable and 
consider asking board members to do 
the same. In fact, many communities 
even host periodic “meet and greets” 
for all residents to cultivate a sense of 
connectivity among neighbours.

• A resident/community portal can 
help you improve your communica-
tion with the building(s) as a whole so 
post announcements and updates on a 
regular basis. Announcements should 
be grouped for relevant recipients, 
for example a water shut down in the 
01 line should only go out to 01 resi-
dents, not to everyone in the building. 
This reduces the overall communica-
tions that residents will receive from 
management – you don’t want people 
to start ignoring your communication 
because they receive too much or irrel-
evant information! It will also make 
them feel more closely connected with 
the management platform itself (not 
to mention management) because the 
communication they receive will be 
useful and specific to them.

• Figuring out what residents want 
in order to improve service can be a 
complicated and daunting task. But 
today, a property manager can easily 
leverage automated surveys and other 
forms using real-time communication 
to collect useful feedback from residents.

Overall, it is really about making the 
extra effort to connect with residents 
on a personal level and make them feel 
a part of the community. Many people 
choose condo life in part because of 
the community aspect and, at the very 
least, almost all residents are looking for 
convenience in their daily lives. 

Taking the time to articulate how tech-
nology can create a sense of community 
while also showing how it can simplify 
their daily lives can go a long way in 
getting resident buy-in. 

Lastly, don’t forget that everyone 
has different levels of skill and under-
standing of technology. Make sure that 
in-person training for all technology 
platforms takes place in your commu-
nity and is provided by your online 
management provider; it’s a must and 
it will save you time and money in the 
long run. n  

Peter Pietrzkiewicz is founder and 
CEO of Concierge Plus.
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Today the condominium industry 
is seeing growth in property manage-
ment positions, and as a result there 
is a growing need for skilled talent to 
occupy these positions. Often over-
looked as qualified talent are other 
condominium contract workers who 
possess relevant and transferable skills 
to become successful property manag-
ers. Some of these contract workers 
include: concierge security, superin-
tendents and cleaners to name a few. 
In order to capitalize on these cross-
over jobs, contract employees should 
be recognized by property managers 
as potential colleagues in their build-
ing community and as such should 
be encouraged to consider property 
management as a career path that 

provides experience and skills as well 
as opportunities unique in today’s 
workplace.

An excellent industry example of 
someone who crossed over their learned 
skills was a former concierge security 
staff employed by Condor Security. 
Matthew Reijerkerk consistently put 
effort into developing and advanc-
ing his skill set while working towards 
completing required ACMO courses to 
satisfy the new licensing requirements 
from CMRAO. 

An important aspect of any career 
transition is pursuing the necessary 
training and education. Matthew’s story 
that follows is a good example of how 
to successfully cross over into condo-
minium management by incorporating 

effective learning and networking with 
condominium community peers. 

Matthew’s Story
When I first entered the condo-

minium industry as concierge, the 
importance of being the “face of the 
community” formed the foundation 
of my role as a concierge security and 
helped me develop specific skill sets 
to manage various unique situations. 
Learning how to communicate with 
different personalities that comprise the 
community was critical. Through train-
ing workshops facilitated by Condor 
Security, I learned to listen actively, 
appreciate the source of conflict and 
formulate solutions to unique prob-
lems at hand. Understanding the value 
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Crossing Over
into Condominium Management

Benjamin Tabesh 
CPP, PSP, HBSc 
Founder and CEO, 
Condor Security

Matthew Reijerkerk 
Assistant Property Manager, 
Royale Grande Property  
Management Ltd.
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of consistency and accountability while 
maintaining a level of professionalism 
demonstrated my strong work ethic to 
the condominium community. Effective 
communication and conflict resolution 
were two important transferable skills in 
my transition to property management. 
Almost every day, property managers 
must contend with issues ranging from 
noise complaints to scheduling build-
ing-wide maintenance projects. The 
ability to effectively communicate to a 
wide spectrum of personalities becomes 
second nature to dedicated property 
managers and concierge security.

As a young adult fresh out of univer-
sity and trying to find my footing in 
the job market, it was overwhelming to 
figure out my next steps towards a career. 
Condominium concierge services, 
like many other entry-level positions, 
appealed to me as a job that crossed 
over with a variety of potential career 
paths. In particular, I had many oppor-
tunities to communicate with property 
managers as well as the Condor Security 
team regarding the nature of the condo-
minium industry. These conversations 
gave me access to their knowledge and 
experiences, which gave me insight on 
whether property management was a 
good fit for me. Their active encourage-
ment and feedback regarding my work 
inspired me to seriously consider pursu-
ing a career I heard nothing about prior 
to working as a concierge.

It was through the keen interest and 
encouragement from property managers 
and Condor Security that I discovered 
the ACMO courses offered through 
Humber College. I decided that property 
management would be my next career 
goal and this program was an invest-
ment into my professional future in the 
industry. I attended these courses on 
weekends and studied during the week, 
balancing my workload with my course-
work. I received assistance from both 
the property management and Condor 
Security when it came to reviewing 
certain aspects of the courses, in partic-
ular, interpreting Condominium Law, 
Finances and Building Systems. 

Much of my success is a result of 
personal commitment and ambition 
that can be summarized with three 
very important habits that I developed 
during my career in the condominium 
industry. First, staying committed to 
being a team player in your condo-

minium community, volunteering 
your effort to help the greater good of 
a team and company. Second, showing 
your leadership potential by executing 
everything with passion, trustworthiness 
and decisiveness. This is how I was able 
to first get promoted to head concierge, 
which eventually helped me transition 
into condominium property manage-
ment with confidence. Lastly, taking 
initiative by continuously develop-
ing my skills and finding new learning 
opportunities. Investing in continuing 
education provided by ACMO allowed 
me to solidify and secure my transi-
tion into property management. Many 
of my former classmates in the ACMO 
courses sought out job opportunities 
mentioned during class or referred by 
their respective instructors. Attending 
various industry-related workshops and 
webinars offered by your employer, in 
my case Condor Security, was also vital 
for my successful transition into prop-
erty management. 

As presented in this industry example, 
there are many transferable skills gained 
from working as a contractor that can 
be applied to transition to property 

management. However, like any other 
career advancement one must be moti-
vated to learn on the job, network and 
build relationships with industry peers, 
and invest in continuing education 
offered by educational institutions as 
well as employers. Contract employees 
should also be recognized by property 
managers as potential colleagues who 
encourage and mentor them on how to 
seek the right opportunities to build up 
their career path into management. n

Benjamin Tabesh CPP, PSP, HBSc 
is the founder and CEO of Condor  
Security. A quality focused Security  
& Concierge service provider operating  
in the GTA. Contact information:  
btabesh@condorsecurity.ca.
condorsecurity.ca 
condorconcierge.ca 

Matthew Reijerkerk is an As-
sistant Property Manager with Royale 
Grande Property Management Ltd. and 
one year into his limited licence. He is 
part of the property management team 
at 550 Wellington West Condominiums 
in Toronto, Ontario.
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Budgeting is one of the most impor-
tant things managers do on behalf of the 
corporation and the board. Although 
managers are not responsible for approv-
ing the budget, they do have to gather 
all the information and put together a 
document for the board of directors’ 
consideration and final approval. It is 
important to understand that there is no 
such thing as a perfect budget as some 
of the items you are budgeting for are a 
projection of expenses that in some cases 
never really materialize. Creating a budget 
is not a simple task, although with prepa-
ration it is not an impossible one either. 
It is important for property managers to 
know what is required prior, during and 
after preparing a budget.

• Information gathering: Budgeting 
requires a lot of data. Pending invoices, 

contract amounts, quotes, work orders, 
utility expenses, future projects, upcoming 
booked services, are some of the types of 
items that need to be listed when working 
on a new budget. It is crucial that expenses 
that have not made the books for the 
current fiscal year are accounted for and 
present at all times throughout the process. 

• General Ledger assignments: Budgets 
are prepared for boards and owners, 
so they need to be clear and easy to 
understand. It is important once all the 
information has been put together that 
the manager selects the General Ledger 
(GL) codes and categories they will be 
using. Expenses allocated to the right 
category will help whomever is reading 
the budget to comprehend why specific 
amounts have been assigned by quickly 
looking at the code name.

• Amounts/Costs: The corporation 
has contracted amounts that do not 
change regularly. Those amounts are 
very straightforward and unless the 
board is considering switching contrac-
tors, those amounts should not change, 
which makes them predictable and fixed. 

On the other hand, expenses such 
as utilities and general expenses (not 
contracted) are the ones to look out for. 
Those expenses may fluctuate based on 
the season, the one-off repairs or the 
regular service calls. Having data about 
the age of the building and previous year 
expenses comes in handy when figuring 
out those costs for the next budget. 

• Reserve Fund Study (RFS): As per the 
Condominium Act all corporations must 
have an RFS done and make contributions 
towards it. Managers need to check that 

Daniel Perez-Arteaga, 
RCM, GL 
FirstService Residential

Budget Prep Tips
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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
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the right amount has been entered, the 
right contribution table has been reviewed 
and that any updates to the RFS have been 
done prior to the budget. Increases to the 
RFS contributions are significant and 
could have a big impact on the finances 
of the corporation if not done correctly.

• Utilization of Surplus: It is common 
for boards to use the prior year’s surplus 
to reduce or avoid any increases on the 
upcoming year’s budget. Managers 
need to remember that expenses only go 
up and rarely down. Using the accumu-
lated surplus could eliminate increases, 
but could also result in a bigger increase 
the following year. Providing this type 
of information to the board is good 
practice from a disclosure perspective 
as the decisions the board makes could 
have long-term consequences that 
could end up in a bigger incremental 
in following budgets.

• Increases: Be cautious and mindful. 
Many managers think that the increase 
is the increase and nothing can be done. 
In some cases that is correct, but not 
always. Recommending new contrac-
tors, obtaining new quotes and further 
negotiating with vendors could benefit 
the corporation and reduce cost. Just 
because owners pay the bills does not 
mean everything can take place at the 
same time. Special projects, additions 
and changes that are not needed should 
be looked at and considered at length 
before adding them to the budget. 

This article did not have as a main inten-
tion a step-by-step explanation of how to 
complete a budget. Its principal idea was 
to highlight some items I thought would 
be useful and could serve as a reminder 
of aspects we tend to forget when going 
through the process of budgeting. 

A board’s and manager’s duty is to be 
conservative and diligent when work-
ing on the budget. Expenses are not 
fully predictable which means we can 
sometimes get it wrong and end up in a 
deficit. Deficits do happen and they are 
hard to explain, nevertheless owners 
will understand the difference between 
a special circumstance deficit and a 
mismanagement one. n

Daniel Perez-Arteaga, RCM, GL 
is a Regional Director, with FirstService 
Residential who has been in the indus-
try for over six years. Daniel is an RCM 
and General Licence holder.
fsresidential.com

Follow us on:
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Condominium management requires 
a diverse set of skills. These skills need to 
be updated constantly in our ever-chang-
ing role. Evolving continuing education 
requirements are the norm and have been 
for some time; in most professional occu-
pations you should expect to see these 
requirements continue to develop as the 
bar is raised in our industry year after year.

To be successful at anything you need 
to commit to it, and this commitment 
includes personal growth, stepping 
outside your comfort zone, getting 
comfortable with being uncomfort-
able, as well as a willingness to take 
calculated risks that others won’t.

The definition of success in condo-
minium management differs for each 
of us and we see that in the career 
paths of our industry colleagues. Many 
managers become an integral part of 
the communities they manage. They 
are respected by the boards, residents 
and staff alike. The thought of leav-
ing the community is like leaving old 
friends, so they stay in the role for 
several years, sometimes decades. This 
brings continuity to the community 
and provides them with a wealth of 
knowledge, which is difficult to replace.

Some managers move between 
service providers in search of greener 

pastures, a few extra dollars, growth 
opportunities, positive workplace 
culture, and work–life balance. They 
will hang their hat wherever they 
find what they are looking for. Other 
managers who have chosen to remain 
in the same organization for many years 
have rotated between condominium 
portfolios, many seeking to positively 
impact communities they serve. 

This begs the question: what is the 
best way to achieve progression in the 
industry? Is it better to stay with one 
company, one community, or move 
from organization to organization? 
The answer is yes, no and maybe; there 

Craig McMillan, RCM, ACCI 
President 
Maple Ridge Community  
Management (MRCM) 

Leveraging Your Skills
to Achieve Progression 
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is no right answer as circumstances as 
well as various factors outside of the 
manager’s control will dictate their 
own personal journey.

Determining your career path and 
how to navigate the maze of options 
to propel your career onward is no 
easy task. There is no short cut to 
tenure; think of your career path as 
a set of milestones extended over a 
period.  Put your time in at each tier 
all the while preparing for the next. 
Be ready as opportunities arise so you 
are ready for them when they are avail-
able.  Experiencing and successfully 
completing tasks or duties multiple 
times through multiple seasons and 
years will help you develop your skills 
in each discipline. 

If you are currently in an admin-
istrative role, it is important to gain 
experience in being responsible and 
accountable for tasks or projects. Look 
for other opportunities to step up and 
contribute to your own development.  
Become the lead person on specific items 
at board meetings, enrol in a condo-
minium management course through 
ACMO and work your way to holding 

a General Licence. This path will open 
many doors and advance your career in 
as little as two years.

If you are newer to condominium 
management but have a wealth of busi-
ness experience to draw on, you likely 
have many transferable skills includ-
ing experience dealing with clients, 
customer service, financial review, 
business acumen, project manage-
ment, people management, time and 
cost management or procurement, all 
of which can be utilized in condomin-
ium management. The ability to relate 
to residents, vendors, service providers, 
and professionals (lawyers, engineers 
and auditors for example), will enable 
you to be flexible in your approach, 
gaining trust and showing trust with 
all stakeholders will benefit your career 
growth. Exercising good judgment by 
utilizing active listening as well as the 
ability to observe the situation from 
another’s point of view will allow you 
to react and respond wisely. You will 
have to start with a limited licence, 
however, with your added experience 
and skill sets, you will find the path to 
General Licence easier to achieve. 

Already a General Licence holder, 
obtaining your RCM designation is 
a must; if you don’t already have it, 
sit the exam, not only does it set you 
apart from other general licencees, 
it will likely be a requirement within 
many organizations in order to move 
up the ladder and take on more 
senior responsibilities. In any busi-
ness, promotions are not given, they 
are earned. More importantly these 
positions require a change from being 
a manager to a leader of people, to 
quote a mentor of mine: Managing 
buildings is the easy part, managing 
people is the real challenge. Leading 
teams requires a different skill set than 
that of a manager. If you are ready to 
direct your career path towards lead-
ership, show up eager every day, step 
up to challenges and offer solutions 
to complex issues. Raise your hand 
in times of turmoil and ask how you 
can help.   Always remember that 
you need the support of the people 
around you, so treat the people in 
your care with respect and kindness. 
Look at your peers and colleagues 
and ask yourself this question: How 
do I get noticed? To be successful in 
these highly demanding positions, 
integrity, honesty, patience as well as 
maintaining an even temper in trying 
situations will allow your professional-
ism to shine through for all to see that 
you are ready when the opportunity 
for advancement presents itself. An 
even keeled demeanour and a posi-
tive approach will be essential to your 
long-term success. 

The condominium management 
industry offers many opportunities for 
growth and development, a place where 
anyone can achieve progression if they 
have the will to do so. n

Craig McMillan is President of 
Maple Ridge Community Management 
(MRCM), an Associa Company. He holds 
his RCM designation from ACMO, and 
his ACCI designation from CCI-Nation-
al. He currently serves on four industry 
committees: The Professional Develop-
ment Committee and Communications 
Committee with ACMO; the Profession-
al & Business Partners Committee with 
CCI-GHC; as well as CMRAO’s Advisory 
Committee. 
mrcm.ca

BUILDING SCIENCES INC.
CONSULTING ENGINEERS

SOLUTION TO ALL YOUR ENGINEERING NEEDS
We offer to our clients effective professional solutions in Structural, Civil, 
Mechanical and Electrical engineering, with a specific focus on Condominiums. 

 Performance Audits, Reserve Fund Studies and Life Cycle Costing

 Professional advice on any stage of the Performance Audit process

 Building systems condition assessments

 Technical, facility and energy audits at any level of detail

 Investigations and troubleshooting

 Complete project management services

 Contract procurement for projects of any size

 Specifications, bidding documents and tendering services

 Recommissioning of building components and systems

For further information on our vast range of professional services contact:

Nick Tassone, President or
Dusko Vukosavljevic, Senior Project Manager

905.760.0869 or 1.888.2534.724 (1.888.BLDG.SCI)
www.buildingsciencesinc.com

Building Sciences Inc.
Consulting Engineers
221 Rayette Road, Unit 1
Concord, ON L4K 2G1

Find out why some of  our clients are with us for more than 15 years
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Licensing Update

Do You Have a Transitional  
General Licence?

your company who can confirm your 
experience, or two members of a 
condominium board for whom you 
have provided full-time condominium 
management experience who can also 
confirm your experience.

Once approved, you can place an 
order for the course manual for the 
first exam you wish to write, as the 
exams are based on the course manu-
als. When you feel you are prepared, 
you can either make an appointment 
to write your exam at the ACMO office, 
or you can make arrangements to write 
at a community college test centre. You 
would do this for each of the four exams.

Those taking challenge exams must 
achieve a grade of 75%; failure to do so 
requires that you must take the course 
for that subject area.

You should be sure to complete your 
last challenge exam prior to the dead-
lines listed for the courses above, should 
you not successfully complete the exam 
and have to take the course instead.

Janice Schenk, BA, BEd (Adult Educa-

If you have a Transitional General 
Licence (TGL), you know that you 
must complete the educational require-
ments to get your General Licence 
prior to June 30, 2021. If you have not 
already done so, here is a summary of 
the options you have to complete the 
educational requirements.

You can complete the four 
ACMO courses.  

Successful completion of an ACMO 
course requires a grade of at least 51% 
on the final exam AND an overall course 
grade of 60%.

ACMO courses can be completed 
in-person at Humber College, George 
Brown College, Mohawk College and 
Conestoga College. In-person courses are 
offered three times per year, with classes 
starting in January, May and September. 
In order to meet the June 30th deadline, 
you must be enrolled in the last of your 
four courses for January 2021.

ACMO courses can be completed 
online through Ontario Learn. Online 

courses are offered six times per year, 
with classes starting in January, March, 
May, July, September and November. In 
order to meet the June 30th deadline, 
you must be enrolled in the last of your 
four courses for March 2021.

Courses, both online and in-person, 
have limited class sizes and fill up 
quickly. It would be advisable NOT TO 
WAIT until 2021, but rather sign up 
now to ensure you can get the courses 
completed in the time left.

You can complete four 
challenge exams (in place  
of the ACMO courses).

If you have at least five years of experi-
ence as a condominium manager prior 
to November 1, 2017, you can apply to 
write four challenge exams in the place 
of taking the four courses.

The challenge exam application is 
found at https://acmo.org/licensing-
education/challenge-exams, and 
requires that you provide a resume 
plus either one senior manager from 

Janice Schenk, BA, BEd  
(Adult Education) 
ACMO 
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Details of Distinction 

When it comes to renovating a condo-
minium, early, clear, and continuous 

communication are key, 
believes Anita Wiklém, 
Creative Director and 
Founding Partner of 
Wiklém Design inc. and 
Wiklém Design+BUILD 

inc.  And when her firm sat down with the 
board of directors at Marina Del Rey III 
in Etobicoke, the conversation focused on 
developing an updated design strategy for 
the 28-year-old building. Given the age 
of the tower, the condominium corpora-
tion was able to leverage the reserve fund 
budget without the project translating 
into higher monthly condominium fees 
for the owners.  Notwithstanding this, 
the 33-storey building would, by nature 
of its size, mean a large ticket renovation. 
The board wanted to ensure that what 
could potentially feel like a large expense 
initially, would add up to increased prop-
erty values. The governing principles for 

Elevated status. Clever lighting, 
mirrors, and strong stainless 
accents take this cab from  
drab to fab. 

decisions regarding the project included 
Quality, Longevity, and Value.

The company set to work developing 
a plan with a renovation strategy that 
included modifying only what needed 
to be updated and working with existing 
components where possible. Successful 
projects start with considerations around 
carpet, paint, and wallpaper and move 
from there into details that are distinct 
and add to the character of the build-
ing. Partnering with the board, Wiklém 
Design inc. developed design solutions 
with forward thinking details that would 
expand the potential of the property – 
immediately and well into the future.

It is all in the details.  The beauty  
of “sum of the parts” design:  
elevator lobbies and corridors  

are a culmination of distinct  
details and anchor the  

premises in timeless elegance.

By Sharon Nease

Marina Del Rey III, 2269 Lake Shore Blvd. West, Etobicoke
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Making the Connection: The Grand Lobby hits the lights fantastic and the emphasized 
Concierge area lends Marina Del Rey III a bright, welcoming persona. Additional finishing 
touches add class and elegance in unexpected ways from the ground up.

Before

The Resident/Visitor Journey Begins 
with the Grand Lobby

The entrance of the building was 
instantly transformed by new front 
doors, an investment that will add 
value for decades.  Inside, the design 
team opened up the concierge wall and 
moved the desk forward into the vesti-
bule (concealed in glazing) and into the 
Grand Lobby, creating an approachable, 
open area. The desk gained additional 
ground as a focal point thanks to light-
ing detail under the counter area. The 
Board invested in two new highly 
modern chandeliers, surface mounted 
pot lights, and wall sconces. New matte 
and gloss floor tiles were installed to 
delineate a single seating area from the 
rest of the lobby area and give the space 
grandeur and luxury.

Wiklém Design inc. recognized that 
replacing the outdated stonework at 
the lobby elevator would be costly and 

Penthouse Suite: elegant 
details, strong corridor design 
and entrances are so nice to 

come home to.

Before
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Before After

The beauty of “sum of the parts” design: elevator lobbies and suite corridors are a culmination of all the 
beautiful details 

time consuming. Instead, the team 
drew inspiration from it and were able 
to the earmark funds saved for other 
things. The gold in the existing treat-
ment was too strong so the horizontal 
lines were painted over to match the 
stonework and create a neutral, 
monochromatic look.  Valuing the 
warm gold, the colour was redeployed 
through the tower in various ways 
including metallic gold accent wall 
coverings, brass accents, and inlays in 
the tiles on each floor.  Formerly, the 
double doors leading to the ground 
level terrace suites were a hazard when 
opening and closing. New doors were 
designed and installed with panes of 
FireLite glass making them inviting 
and safer to operate.

The elevator was an exercise in the 
layering of design details. The lobby 
accent tile continued into the floor of 
the elevator cab and an inlaid square 
in the light tile was flanked by stain-
less baseboards. Inside, charcoal frames 
the mirrors and espresso laminate wall 
panels. The board had requested an 
additional railing to protect the lower 
portion of the mirrors from damage. 
Not one, but two safety railings are 
functional and strong in their simplicity, 
sending a message of a strong, top-qual-
ity building. 

When coming off the elevator, mood 
evoked by colour and texture contribute 
to the optimal resident and visitor expe-
rience.  Solution-dyed CYP (Colour Yarn 
Placement) carpet has proven to be an 

The forward-thinking details of the newly reinvented Grand Lobby make Marina Del Rey III a sought-after 
investment.

Before

ity doors and baseboards were stained in 
a rich charcoal to extend the palette used 
in the grand lobby and elevators to the 
suite corridors. Existing door handles, 
hardware, and number plates were 
replaced by elegant, satin finish versions. 
Dark granite thresholds were installed 
for every suite – a durable, timeless, low 
maintenance upgrade. Suite doors were a 
practical investment and will last through 
several refurbishment projects.

Strategic Design Delivers 
Results 

Strategic, well-planned design 
elements are the sum of several, distinct 
“attention to detail” parts. People see 
the complete look – a complete, well 
thought-out building with original 
elements infused with new life. When 
woven together they culminate in a 
cohesive, integrated living experience for 
residents, guests, and future buyers alike.

Marina Del Rey III is a self-man-
aged building with assistance from/
association to DEL Property Manage-
ment. The refurbishment was carried 
out by Tri-Can Contract Inc. 
Interior Design by Wiklém Design inc.

excellent choice and was used through-
out the corridors, adding movement and 
interest with a slight wave pattern.  To 
save on costs, design elements from the 
original wall sconces were removed and 
retrofitted to LED. 

After discussion, the board decided to 
purchase new suite doors. The high-qual-
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There has been a lot written lately 
about electronic voting at condominium 

meetings since the first 
phase of amendments 
to the Condominium 
Act, 1998 (the “Act”) 
came into force on 
November 1, 2017.

The Act now allows for voting by 
telephonic or electronic means, if the 
condo’s bylaws so permit. With the 
Act now allowing for electronic voting, 
lawyers and others in the condominium 
industry have been trying to come up 
with creative ways to use it to increase 
owner participation in meetings.

The approach that seems to be 
getting the most traction is one that 
allows owners to submit electronic 
ballots for the election of directors and 
other matters that will come before a 

meeting, prior to the meeting. This is 
similar to submitting electronic prox-
ies before a meeting, but there are 
some significant differences.

The first is that if an owner submits a 
proxy, the owner can revoke the proxy 
prior to the start of the meeting or can 
submit a new proxy which will auto-
matically revoke the previous proxy 
submitted. Once an electronic ballot 
is submitted prior to a meeting, it is 
unclear whether the owner has any abil-
ity to change his/her vote prior to the 
vote being called at the meeting.

Another significant difference is that 
with a proxy, the owner does not have to 
indicate how the proxy holder is to vote 
on any particular matter at the meeting, 
but can authorize the proxy holder to 
vote on the owner’s behalf at the meet-
ing. This allows the proxy holder to 

listen to any discussion at the meeting 
and to ask questions before deciding 
how to vote. There is no such ability 
with an electronic ballot cast prior to 
a meeting. If an owner cannot attend a 
meeting personally, the owner can vote 
on a matter in advance using an elec-
tronic ballot, but without the benefit 
of any participation in the meeting and 
hearing any discussion on the matter.

There are also questions about 
whether a person who submits an elec-
tronic ballot can be counted towards 
quorum. A corporation may pass a 
bylaw to govern the manner in which an 
owner or a mortgagee may be present 
at a meeting of owners or represented 
by proxy. Electronic voting bylaws are 
being drafted to provide that some-
one who submits an electronic ballot 
prior to the meeting is deemed to be 

By Warren Kleiner

Electronic Voting: 
The Better Alternative?

Your Condo | Meetings
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present at the meeting. The question 
is whether a bylaw that provides that 
an owner who is not in fact “present” 
and able to participate at a meeting can 
nevertheless be deemed to be present is 
reasonable and therefore valid.

In the writer’s view, to be present as 
opposed to being represented by proxy, 
you must be able to participate in the 
meeting, whether present in person or 
by electronic means, such as partici-
pating through a form of webcast that 
allows the owner to submit questions 
contemporaneously.

Although bylaw provisions which 
deem an electronic voter to be present 
for quorum purposes are a creative way 
to allow for electronic voting while still 
obtaining quorum, we will not know if 
this bylaw provision is valid until the 
courts weigh in on the matter. Until 
a court finds to the contrary, we will 
likely see an increase in the use of elec-
tronic voting prior to a meeting, which 
is seen by many as beneficial to the 
condominium industry.

There is certainly a place for electronic 
voting in condominiums but it does not 
eliminate the need for proxies. Owners 
have the right under the Act to attend a 
meeting in person or by proxy. Proxies 
are not just about voting, but also about 
participation generally, including the 
ability to ask questions of the board and 
management at the meeting. This is an 
inherent and important right of owners. 
So even with electronic voting, there is 
still a need for proxies for those owners 
who wish to appoint a proxy holder to 
attend a meeting with authority to vote 
on an owner’s behalf.

Electronic voting is an important 
development in condominium law, but 
does not, in the writer’s view, replace 
proxies or eliminate the need for proxies. 
Rather, it provides an additional tool to 
allow an owner to participate in a meet-
ing where that owner wants to limit his/
her participation solely to voting on 
matters prior to the meeting.

Even with electronic voting, condo-
miniums should continue to include 
proxies with Notices of Meeting.

Electronic voting can assist to 
increase participation by owners, 
including in condominiums that have 
traditionally had difficulty getting 
quorum for meetings, or conducting 
other business such as passing bylaws. 
This is similar to the services provided 
by electronic proxy service providers, 
which allow owners to electronically 
submit proxies and indicate how they 
wish to vote on particular matters 

directly on the electronic proxy. Elec-
tronic proxies were being used before 
the recent amendments to the Act with 
much success. Electronic voting does 
not seem to offer any benefits over 
using electronic proxies.

In the writer’s view, while electronic 
voting is promising and represents 
an additional tool to increase owner 
participation in meetings, there 
are still significant questions about 
how it will be applied. These ques-
tions likely won’t be answered until 
the results of an election featuring 
electronic voting are decided by the 
courts. In the interim, voting using 
electronic proxies appears to be the 
safer alternative, and offers many if 
not all of the same benefits as elec-
tronic voting. n

Warren Kleiner is a partner with 
Shibley Righton LLP practicing as a 
real estate lawyer with a focus on 
Condominium Law. Warren primarily 
represents condominium corporations. 
He assists condominium boards and 
management companies, and advises 
on all matters relating to condominium 
governance. Warren is active with the 
Canadian Condominium Institute 
and the Association of Condominium 
Managers of Ontario. He is also on the 
CMRAO’s Stakeholder Implementa-
tion Working Group.
shibleyrighton.com

There is certainly a place for electronic voting  
in condominiums but it does not eliminate  
the need for proxies.{
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Ensuring a successful long-term 
relationship with your contractor can 

sometimes be tricky 
g iven t ight  dead-
l ines , a long  w i th 
ever-increasing job 
demands. However, 
it is possible if  you 

communicate your expectations 
clearly right from the start. Clear 
concise communication is so impor-
tant in any relationship, whether it’s 
personal or professional. You need to 
ensure that right from the start your 
contractor understands your expecta-
tions. This will ensure you both have 
the same mindset and vision going 
forward.

When you think about it, due to 
extremely long hours, board meetings 
and building issues, we sometimes 
see our contractors more than our 
spouses and significant others. A 
contractor/client relationship is truly 
like a marriage – it takes hard work 

and mutual respect. Ensuring a good 
solid contractor relationship will pay 
off tenfold.

One of the most important things to 
consider prior to beginning a relation-
ship with your contractor, whether it 
be your elevator, HVAC, landscaper, or 
security contractor, is that it truly is a 
partnership. Our job as your contrac-
tor is to help make you, as the property 
manager, look good.  Sometimes high-
stress situations can put a strain on the 
relationship. In the end, it’s so impor-
tant to always remember that your 
contractor is your partner. We want 
to help, and are there to work hard, 
but we need to have the mutual respect 
that any relationship deserves.

There is no exact science to a contrac-
tor–property manager relationship. 
However, there are a few ground rules 
that will help ensure a positive experi-
ence from the start. 

Here are 6 tips to ensure you foster a 
good relationship with your contractor:

Tip 1: Define Your Expectations

Ensure that right from the start you 
define your expectations, and those of your 
board of directors.  It means that from Day 
1, you clearly outline how you want your 
contractor to provide his/her services at 
your site. A good idea, is to hold a start-
up site meeting with all parties involved, 
i.e., your contractor representative, your 
superintendent/building operator, the 
property manager, and sometimes even 
board members are a good idea. This way 
there are no surprises and your expecta-
tions have been expressed and clearly 
defined right from the beginning.

Tip 2: Strong Lines of 
Communication

Ensure that you continue throughout 
the duration of the contract to keep strong 
lines of communication open with your 
contractor. Whether it be that you want 
to meet quarterly, yearly, or you just want 
a phone call once in a while, ensure you 
define what your needs are up front.  

Your Condo | Professional Services & Trades

By Linda Duttmann

How To Get the Most Out of the  
Relationship with Your Contractor
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Tip 3: Show Appreciation 
It really is very simple. The little things 

truly do matter. You want to stand out 
from all your contractors’ other custom-
ers. You never know when you may need 
a quick price or a rush job, and going that 
extra mile with simply ‘being kind’, will 
go far. I understand that with today’s high 
expectations and constant turmoil, it’s 
sometimes hard to take the time to show 
your appreciation, but it really does pay 
off. A loyal contractor will go a long way 
in helping you run your building.

Tip 4: Know Your Points of 
Contact

Sometimes the more points of contact 
there are, the easier it can be for things 
to get lost, forgotten or never reach 
the appropriate person or depart-
ment. From the beginning, ensure you 
understand who the points of contact 
are, i.e., service, invoicing issues etc. Try 
to streamline the communication. Make 
sure your contractor knows what form 
of communication you prefer, i.e., email, 
phone etc. Always remember, however, 
to follow up any major items with an 
email so there is a proper trail.

Tip 5: Ensure Your 
Contractor’s Time at Your Site 
is as Pleasant as Possible 

Remember that you are paying your 
contractor for the work they provide to 
you, but you really should try to make 
coming to your site as pleasant as possible. 
Try not to have the attitude that you are 
paying good money, and you can easily 
find someone else to do the job. Take the 
approach that you are in it for the long 
haul and want to work with your contrac-
tor for many years. They will appreciate 
that. Remember, you hired them because 
you trusted them, so make sure that while 
they are on site, they have the time to 
do their job without distractions, e.g., 
a superintendent accompanying them 
while they are performing their work. 

 Tip 6: It’s Really just a few 
Simple Words – Kindness and 
Respect

Just treating your contractor with kind-
ness goes a long way! Whether it is your 
site technician, your account representa-
tive, or the internal folks who you may deal 
with regarding invoices, for example. We 
will work harder for you if you treat us the 
way you would want to be treated. It’s also 

important, not just in verbal dealings and 
personal interactions, but emails as well. I 
think sometimes emails can be taken the 
wrong way, and, depending on what the 
issue is, it may be better to pick up the 
phone and then follow up with an email.

Having a good relationship with your 
contractor is so important! I think over 
the years many managers and contrac-
tors can sometimes lose sight of just 
how important that really is. In the end, 
owner/resident comfort is the common 
ground and goal that both you and your 
contractor want. Ensuring we have a 

good working relationship will better 
position us to make this happen. 

In closing, the definition of ‘kind’ is: 
humane, compassionate, gracious, amica-
ble, considerate, altruistic, good-natured! 
Let’s all work towards just being kind! n

Linda Duttmann is senior terri-
tory manager with Ambient Mechanical. 
Linda has been in the HVAC industry for 
over 25 years. She has worked for a num-
ber of OEMs, and is considered an HVAC 
specialist in the condominium market. 
ambientmechanical.ca
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ANNIVERSARY

With 17 chapters across the country, we are in your area!

Website:  www.cci.ca

Tel: (416) 491-6216  |  1-866-491-6216
Email:  info@cci.ca

Celebrating 35 years as the only 
National, Non-Profit Organization 

in Canada that represents 
the entire Condo Community.
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A Day in the Life

In our multicultural communities, it is important to 
recognize the diversity that your communities bring  
to our positions and to maintain an open perspective.

Once upon a time our cleaner reported a new 
resident had placed two small glasses of milk 
outside her unit door. We were all scratching our 
heads, as we’d never seen such a sight and thought 
it to be most strange. Furthermore, in our property 
management world, we’re sometimes taken aback 
with what is unfamiliar to us, and, in a condominium 
context items would have to be immediately 
removed as Rules don’t allow items to be left in 
corridors, especially two glasses of milk prone to 
spillage and damages to the carpet.

Long story short, following this strange encounter 
with “glasses of milk”, we soon determined this 
was a cultural ritual to “bless the home and 
welcome guests.”

The good news was the new owner understood  
the bigger picture and was not offended when 
asked to remove. Which is only a “bonus” in a 
property manager’s world.    

It certainly further educated all of life’s 
interesting “tidbits”, and reminded us to always 
tread gently into the “unknown” while keeping 
an open mind. n

We’re pleased to launch a new series of occasional articles that highlight some of the teachable 
moments in the lives of our condominium managers. Special thanks are extended to Tammy Stapleton, 
RCM for sharing one of her favourite tales. If you have a one-of-a-kind story you’d like to share with  
CM readers please send this to editor@acmo.org.

How Do You Support Diversity 
in Your Condo Community

Tammy Stapleton, RCM 
FirstService Residential
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2861 Sherwood Heights Drive, Suite 28  •  Oakville, Ontario  L6J 7K1

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

Featuring Repairs, Assessments and Reporting on:

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

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

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

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

LEED Platinum Certified Products

30+ Years Experience in Building Envelope & Restoration

DEDIC ATED LOC AL PROFESS IONAL

For the Life
of  Your
Community

DEDIC ATED LOC AL PROFESS IONAL
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Davorin Corak, RCM
Coldwell Banker Real Estate Management Leaders
Year entered the profession: 1990
Year RCM obtained: 2009

{
The firm is an ACMO 2000 Certified 
Company. I report directly to Ermidio 
Alves who is the president of Coldwell 
Banker Real Estate Management Leaders, 
the first Coldwell Banker brand of prop-
erty management franchises in Canada.

Mr. Alves is a Certified Commer-
cial Investment Member, a Certified 
Property Manager, a Registered Condo-
minium Manager, a Fellow of the 
Real Estate Institute of Canada, and a 
Professional Associate of the Canadian 
Condominium Institute.

In the next while, I plan to continue 
to work closely with our Market-
ing Manager, Pedro Coelho, Assistant 
Marketing Manager, Amanjot Baines 
and Comptroller Bonnie Hatcher to 
ensure steady but careful expansion of 
the business. We are expanding, but we 
want to ensure that our firm never loses 
sight of its core mission and that our 
existing customers are happy.

What recent project that you 
completed can we highlight  Over the 
years I completed many succesful proj-
ects such as underground garage repairs, 
roof replacements, garage ramp replace-
ments, chiller/boiler/cooling tower 
replacements, corridor refurbishments, 
window replacements, lighting retrofits, 
irrigation system retrofits, etc. However, 
what brings me the most pleasure is the 
fact that I was able to mentor, assist and 
advise many administrators/assistant 
managers who progressed in the indus-
try. It makes me proud to see them in 
senior positions and holding the RCM 
designation. n

Other education: Technical School, 
Millwright Diploma, Police Sciences 
Diploma, Condominium Management 
and Administration Certificate

I am currently working towards a 
CPM designation.

Mentor(s) in the industry: There 
have been many people from the 
condominium industry that assisted 
me and inspired me throughout my 
career. However, the first condomin-
ium manager I reported to was George 
Lamrock. He was an RCM and life-
time member of ACMO. He inspired, 
supported and advised me on how to 
achieve my goals. George unfortunately 
passed away a few years ago. I will always 
remember his support and his “style of 
management,” which I emulated and 
was able to use time and time again.

What path brought you to a career 
as a condominium manager? How 
has your membership in ACMO 
helped you in your career? I started 
this career path as a condominium 
security manager in a large complex in 
Mississauga. This allowed me to learn 
the basics about how condominiums 
function. Since I had a mechanical 
background, I was able to progress fairly 
quickly in the condominium industry. 
I joined ACMO as a Humber College 
Student in 2002. That assisted and 
encouraged me to further advance my 
career. It was a great network I was able 
to establish, and I learned the impor-
tance of the RCM designation. 

What is one must-have skill for a 
condo manager? Why? In my view 

the most important skills condo-
minium managers must possess are 
“people skills” and diplomacy. Besides 
all the knowledge that is required in 
condominium management, these two 
skills are most important. If a manager 
cannot be diplomatic and communicate 
effectively, a career in condominium 
management will not be very successful.

Tell us about a personal success 
story on the job. In the past I took 
on many challenging properties that 
required a large effort to turn around. I 
used to stay at the property until every-
thing was organized and systems were put 
in place so that the condominium could 
be run efficiently. Afterwards, I would 
move to another location to do the same.   

What’s your biggest challenge as a 
manager? What’s your favourite part 
of the job? The work/life balance is the 
biggest challenge. My favourite part of the 
job is that every day is different and new 
challenges appear daily – out of nowhere.

Best business advice you ever 
received. Two best pieces of advice I 
was ever given were:  do not take things 
personally, and treat others the way you 
wish to be treated.

Answer this statement – I am an 
RCM because … The manager with 
the RCM designation is recognized as a 
knowledgeable professional that boards 
of many condominium corporations are 
looking for. 

Where do you see yourself in 
five years? I am currently working as 
Regional Director for Coldwell Banker 
Real Estate Management Leaders. 

RCM Profile
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CONDOMINIUM MANAGEMENT. 
ELEVATED. 

It’s more than a condominium. It’s one of your biggest investments – and your home.  
Shouldn’t every aspect of it be of the highest quality? 

For 40 years, ACMO has worked to improve the quality of the condominium management profession.  

With access to quality education and a strong network of professionals, condominium managers with the RCM 

designation provide a higher level of service to you, your fellow board members, and the industry as a whole. 

Bring a higher standard home. Choose a manager with the  
Registered Condominium Manager designation.  |  ACMO.org



Professional Services, Suppliers & Trades
Directory

Park Thompson  
CPA CA ACCI FCCI

Partner

201-121 Willowdale Avenue, 
Toronto, ON M2N 6A3

Telephone 416 225 4700

CONSULTING ENGINEERS �

Building Science
and Materials 

Engineers

�

Rocco Liscio, M.Eng., P.Eng.
Vice-President

2051 Williams Parkway 
Unit 21
Brampton, Ontario L6S 5T4
Tel: (905) 792-7792
Fax: (905) 792-7829
Cell: (416) 560-7700
Email: rocco@davroc.com
www.davroc.com
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Follow us on:

Building Science •
and Materials

Engineers

Materials Testing �

and Inspection

2051 Williams Parkway
Units 19, 20 & 21
Brampton, Ontario
Canada L6S 5T3
Tel: (905) 792-7792
Fax: (905) 792-7829
Cell: (416) 454-7400
Email: dcousins@davroc.com
Web: www.davroc.com

David Cousins, P. Eng
President
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We are looking for articles and accompanying images for the 2019/2020 CM magazine. The themes are  
established and approved by the Communications Committee.  But if there is a topic you would like to write 
about that does not fit one of our themes, no worries. Please send an email to editor@acmo.org and if suitable 
we will be more than happy to include your story idea on our confirmed article list.

Photography Guidelines
A picture tells a thousand words. And with more and more hobby photographers, iPhones, Androids and tablets, 
DSLRs and point and shoots, there should be no shortage of great story-telling images. Here are some guidelines 
to help you submit the best author’s head shot, condo balcony, lobby or interior image to support your article.

Specs
Images should be in colour and in jpeg format. Resolution should be 300 dpi and image size should be approximately 
8X10 in real size (2400X3000 pixels). If you must use a cellphone, please ensure that there is sufficient light to take the 
photo. Steady yourself and your camera to minimize camera shake.

2019/2020 Themes

Winter
Technology to  
Manage Work and Life
Articles due October 25
Ads due November 8 

Spring
The 2020 Manager 
Articles due January 25
Ads due February 8

Summer
The RCM Advantage 
Articles due April 25
Ads due May 8

Fall
Diversity and Its 
Challenges 
Articles July 25
Ads due August 8

Tator, Rose & Leong
Chartered Accountants

Edmund Leong, B. Comm., CPA, C.A. 
edmundl@tarole.ca

160 EGLINTON AVE., EAST

SUITE 603
TORONTO, ONTARIO M4P 3B5

TEL. (416) 924-1404 ext.225 
FAX (416) 964-3383



The Back Page

The Summer of 2019

There’s nothing lazy, hazy or crazy about summertime for 
ACMO and its members. The days were filled with events 
such as the annual Heron Point Golf Tournament and the 
Deer Creek Golf Tournament. In addition, there was a well-
attended breakfast seminar in Oshawa.

ACMO members were also busy with community events 
that included barbecues, environmental clean-ups, street fairs 
and other get-togethers to promote strong relationships. 

At the June luncheon, ACMO congratulated John Dzenekoj, 
RCM on his 40+ years of membership with the Association. 
John was ACMO’s original RCM graduate, a founding member 
as well as past-president. Congratulations to everyone and 
keep up the good work. Ph
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John Dzenekoj, RCM
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