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Message
from the

Executive Director

The New Normal
Virtual World
As I write this, governments across Canada are paradoxically easing pandemic restrictions and opening businesses
even though the virus that drove us into
quarantine is spreading daily. Evidently,
this is a calculated risk predicated on our
ability to make fundamental changes to how
we interact and do business going forward.
One wonders what our new ‘normal’ will
look like – it will definitely be more virtual. Since midMarch, ACMO staff have been working remotely using
electronic and virtual means to take care of business and
continue engaging members and delivering value while
distancing - just as many of you are doing for the condos
you manage.
Of course, one of the key benefits of being part of ACMO’s
professional community - our ‘secret sauce’ so to speak - is
the ability to network and learn together in person. Unfortunately, we have had to postpone many of our events, and it
remains to be seen when they will resume. But just because
we are in lockdown does not mean we have stopped learning,
connecting, educating, and advocating. We are just doing it
in different ways, virtually.
Since the state of emergency was declared, ACMO has been
busy. We ramped up the frequency and volume of member
communications to serve as an ‘information clearinghouse,’
aggregating and disseminating COVID-19 information and
condominium management best practices from reliable
sources. We also launched a series of free monthly educa-

tional webinars so members can continue to learn and collect
continuing education credits to maintain their RCM.
While in lockdown, we launched and began implementing our new 3-year strategic plan to ensure the ongoing
relevance of the association. Delivery of ACMO’s licensing courses through colleges and ACMO 2000 companies
continues unabated because ACMO worked proactively
with the colleges and the CMRAO to ensure provisions were
in place so students could complete their education and
assessment by alternate means.
Throughout the pandemic, ACMO has been lobbying
government agencies to advance the interests of condominium
managers. We lobbied the Ministry of Consumer and Government Services to make temporary changes to the Condo Act
to extend timelines and enable virtual AGMs; the CMRAO to
extend the license renewal deadline and; the federal government to extend emergency benefits to non-profit organizations
and the condo industry.
Lastly, on July 24th we will be holding our AGM to review
last years’ accomplishments, ratify a new board, and discuss
plans for the future. We hope it will be held in person but
suspect it will be the association’s first virtual AGM. While
not ideal, that is the new normal, and regardless of format,
members will be networking and learning to improve our
profession and the quality of the services we provide.
Stay safe; with any luck we will see you all soon!

Paul B. MacDonald
Executive Director
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Message
from the

President

“The RCM Advantage”
While composing this President’s
Message in the first week of May, it is
somewhat surreal to
consider the current
situation in which we
are living and dealing with concerning
COVID-19. Who would
ever have imagined that we would be in
the middle of a global pandemic in 2020?
I certainly didn’t think I would be writing another President’s Message! The
spring issue was to be my last, but due
to COVID-19, our AGM has been postponed to July, and my term has been
extended. I firmly believe that we will
learn many things from this pandemic
that will improve how we conduct
business, and be more productive in
the industry, and hopefully be better
humans in general.
It has also presented great opportunities for many condominium managers
in our industry to take the time and
reassess their career path in moving
forward onto the next level. The elite
managers in our industry are those that
hold the RCM (Registered Condomin-

ium Manager). The RCM designation
is a premium class and above the “G”
Licence. An RCM has taken the initiative
to enhance their education by obtaining
this additional credential.
Across the province, it is no secret to
the condo corporations or the general
public that there is a critical shortage
of managers. Since the introduction of
licensing on November 01, 2017, the lack
of licensed managers continues. RCM’s
in the industry are hot commodities
within an elite group.
For condominium managers, the
RCM advantage is that the industry
demand for them is remarkable and
presents better opportunities, better
properties, and preferred choice of
employment within management
companies. Condominium boards are
certainly more diligent in their selection
process when tendering for management providers. They are starting to
realize that they have different options
available to them regarding management cost and experience, including the
specific class of a manager that best fits
their community.

Condominium managers with solid
credentials and experience are the
preferred choice for communities that
want competent, trustworthy professional representation within their
respective communities.
Another advantage of being an RCM
is the opportunity to become a qualified teacher of the mandatory licensing
courses, whether in-house through an
ACMO 2000 property management
company or in the colleges that offer
these courses within Ontario.
I would like to thank all of our
managers for maintaining their professionalism, integrity, support and
selflessness during these very challenging times. We are truly blessed to have
such dedicated individuals who always
put the condominium’s best interest first
and foremost.
Wishing all of our members a safe and
enjoyable summer!

Audrey M. McGuire, RCM
ACMO President
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Newsworthy

COVID-19 and Condominiums, the CMRAO Competency Profile,
Reporting Energy and Water Use, and the ACMO Strategic Plan

Photo: © Bigstock.com/scaliger

The COVID-19 Crisis in Condominiums
There is no argument that the most compelling news
of 2020 has been the Coronavirus COVID- 19 outbreak.
Although, hopefully the worst is behind us, and it may be
considered “old news,” we would be remis if we did not
mention it in this Newsworthy feature.
The crisis hit Ontario with full force in March when residents of the province were asked to avoid crowds, wash
their hands, cough into their sleeves, and stay at home to
prevent the spread of the virus. Condominium boards and
management began emergency measures to protect their
communities by closing amenities and common elements,
posting health and safety guidelines, increasing the cleaning
and disinfecting of frequently touched surfaces, and postponing meetings when possible.
Condominium associations, condo lawyers and management firms proactively began sifting through a myriad of
sources to provide verified information and advice to condominium managers, service providers, and boards. Many news

feeds, blogs, and webinars freely shared this information as a
sense of shared fear and confusion began to take hold.
In order to mitigate the spread of false and incorrect information, ACMO dedicated their website news feed to serve as
a clearinghouse for vetted articles and resources from credible sources, and shared posts on social media about the
prevention of the pandemic as it related to condominiums.
Also, ACMO hosted COVID-19 focused webinars featuring
industry experts answering questions and concerns from
condominium managers.
On behalf of its members, ACMO lobbied the Ministry of
Ontario to ease regulatory deadlines in the Condo Act, urged
the Canadian Government to extend subsidies to associations
and the condo industry, and consulted with the CMRAO to
extend licensing deadlines.
By the end of the month, with a full pandemic declared, the
Government implemented the Emergency Management and
Civil Protection Act, forcing the closure of parks & recreational
facilities, non-essential businesses, and banning group gath11

erings of more than five people. These
unprecedented measures were now
enforcible by law.
Condominium managers were
declared an essential service according to
Ontario’s List of Essential Businesses and
continued to manage the daily operations
of their condominium communities.
Managers, although they may have been
working remotely, took on the significant
responsibility of keeping their condominium community safe by ensuring the
Ministry of Health’s directives had been
implemented in their buildings. Security,

concierge services, and custodians also
stepped up their duties in protecting their
residents. We thank all of the managers
and service providers for their efforts.
Owners and boards also did their part.
Although residents were staying home,
isolating in their own suites, a new sense
of community caring began to emerge. We
were all in this together. Many residents
were making sure to take care of their
elderly or ill neighbours by buying groceries or running errands on their behalf.
When the condominium industry
realized that this could go on for an

indefinite amount of time, many questions regarding condo corp by-laws and
the Condo Act began to arise. How long
could an AGM meeting be postponed
and could it be held virtually? What
about mandatory in-suite fire inspections? Was landscaping considered an
essential service? Do you still register
a lien to collect common expense fees,
when an owner lost their job due to
COVID-19? What are the legal and ethical implications in this situation? The
longer the pandemic went on, the more
questions arose.
There is no doubt that this pandemic
will be a catalyst for changes to operating procedures, bylaws and regulations
within the condominium industry.
CMRAO Releases the
Competency Profile for
Condo Managers in Ontario
In 2019, the CMRAO began its preparation for the transfer of duties for
setting education requirements from the
Minister of Government and Consumer
Services to the Registrar of the CMRAO,
effective November 1, 2021.
The CMRAO released their Competency
Profile that defines the condominium
management profession in Ontario in
February 2020. You can download a copy
of the document from their website at
www.cmrao.ca.
The comprehensiveness of the new
competency profile is attributed to the
knowledge and efforts of the CMRAO
Advisory Committee, and the group
of subject matter experts established,
which consisted of highly experienced
condominium managers from across the
province, as well as individuals who came
from a teaching/training background.
Reporting Energy and Water
Use in Condominiums
Energy and water usage represents some
of the highest operating costs in your
condo. Ontario’s Energy and Water Reporting and Benchmarking (EWRB) initiative
can help to save money by tracking usage,
identify energy and water efficiency opportunities, and compare your energy and
water usage to similar buildings.
Under the Reporting of Energy
Consumption and Water Use regulation,
condominium corporations of large
buildings need to report their building’s
energy and water use once a year to the
Ministry of Energy, Northern Develop-
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ment and Mines (ENDM) by:
• July 1, 2019, for buildings 100,000
square feet and larger
• July 1, 2020, for buildings 50,000
square feet and larger
The property codes defined by Ontario’s
Municipal Property Assessment Corporation (MPAC) are used to determine which
building types need to report.
• Multi-residential – with 7 or more
self-contained units, code 340
• Multi-residential – with 7 or more
self-contained residential units, with
small commercial unit(s), code 341
• Residential condominium, code 370
• Residential leasehold condominium
corporation, code 378
If there are multiple buildings on a
property, they can be reported individually or cumulatively.
The gross floor area of a single building,
or structure, is the total number of square
feet that is measured between the exterior
surfaces of its enclosed fixed walls.
This area also includes:
• Places inside the building or structure’s supporting areas, such as any
common areas.
• Atriums, elevator shafts, mechanical

equipment areas and storage rooms.
• The gross floor area does not
include any exterior, unroofed or
open-air spaces, such as an outdoor
parking area.
Calculating the gross floor area of
your building is essential to determine
if you need to report and to produce
accurate energy and water usage metrics.
There are several ways to calculate your
building’s gross floor area:
• For smaller structures, you may be
able to measure the exterior sides of the
building to determine the area of one
storey, and then multiply this value by
the number of storeys.
• You can consult blueprints or
architectural plans with accurate
measurements.
• You can hire a third party to determine the building size.
A one-year exemption is permitted
if the property is newly constructed,
and a certificate for the occupancy of
the property is issued in that year.
For more information, check the
Government of Ontario website at www.
ontario.ca/document/guide-energyand-water-reporting

ACMO Strategic Plan
Published
A few months ago ACMO announced
its new Strategic Plan for 2020-2022.
The plan represents the culmination
of a comprehensive strategic planning
process that started in the fall of 2019
and engaged staff, board directors and
various members and stakeholders.
Building on its successful 44-year foundation, this plan signals the beginning
of an exciting new path for ACMO as we
evolve to ensure our ongoing relevance as
the premier community for condominium
management professionals in Ontario.
Over the next three years, ACMO will
implement initiatives that:
• expand its professional community
and improve its member experience;
• increase awareness of ACMO and its
programs;
• lead the way in condominium
management education and expertise;
• build a sustainable organization that
will serve its member’s needs for years
to come.
Download a copy of the ACMO Strategic Plan at www.acmo.org/about-us/
strategic-plan. n
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The RCM Advantage

Henry Dwinnell, RCM Non-practicing
Project Manager
Tri-Can Contract Incorporated

The Importance of

Retaining both my ACMO membership and the RCM designation has
been, and continues to be, important
to me and my career for a variety of
reasons. I got my start in the industry
over 30 years ago at Blue Mountain
Resorts in Collingwood, working in
their Hotel and Convention department. But when they began planning
the development of tow nhome
condominiums, I began commuting
to Humber College in Toronto to take
ACMO’s condominium management
courses in preparation for managing these townhomes. At the time,
the courses were taught by industry
leaders such as Andy Wallace, John
Dzenekoj, Bob St. George, and Myrna
14 I CM Magazine SUMMER 2020

Plaggenborg. The insights gained
through the courses allowed us to
manage the new townhomes professionally, and through ACMO, we were
able to connect with consultants for
technical audits, reserve fund studies
and professional trades.
During my tenure as a property
manager, I served a three-year term
on the board of directors for ACMO.
We knew the association was going
to be a crucial support network for a
fast-growing industry. Under the direction of Don Braden, we promoted the
association throughout the province,
educating managers on the vision
of ACMO and the objective of the
RCM designation. It was during these

three years that Don Braden teasingly asked me numerous times why
I had left the beautiful Blue Mountain
Resorts to move back to Toronto to
manage condominiums. While I loved
the atmosphere of the resort town
of Collingwood, I was motivated by
wedding plans, starting a family and the
growth of the Toronto condominium
market. I felt that the city was where I
was going to be able to make the most
significant impact in our industry
and support the association’s mission.
Funny enough, one day, many years
later, I received a phone call from Don
Braden proudly telling me, “I am calling
you from my new job at your old desk
at Blue Mountain Village, and I love it!”

Photo: © iStock.com/ Branimir76

Maintaining Membership
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In 2002, after many positive years in
property management, I joined Tri-Can
Contract Incorporated. I was involved
in multiple renovations during my
time as a manager, and I was able to
draw on and leverage my previous
condo management experience in my
new role in sales and project management. Maintaining my relationships
within the industry through ACMO
and having the RCM designation beside
my name has been invaluable. Both
property managers and board of directors appreciate that I have continued
with my education in the industry and
giving them an extra level of confidence
in my ability to add value and service
them professionally during major interior refurbishments.
Over my 30 + year history in the
industry, my network has grown
exponentially. I enjoy connecting
with managers and being able to stay
current with the changes happening in
the condominium market. Continuing my education and maintaining
my ACMO membership and RCM
designation facilitates stimulating
conversations with property manag-

ers and keeps me well-informed on
the current issues and events. I am
also continuously corresponding with
property managers about the projects
and challenges in their buildings, help-

{

tion points, I am continuing my
education through ACMO’s webinars,
online resources, the annual conference, monthly luncheons, and social
events. Doing so keeps me connected

I enjoy connecting with managers and being
able to stay current with the changes happening
in the condominium market.

ing them to find solutions – whether
related to our construction services, or
for other services in the industry – it’s
all about the networking.
With the introduction of government licensing, it is no longer possible
to maintain the RCM designation
if you are not a practicing property
manager. However, I am delighted
that ACMO created the RCM NonPracticing designation for members
like myself. Although I am no longer
required to accrue continuing educa-

with managers and industry leaders so
I can stay current in an ever-changing
profession. I greatly appreciate the
exciting 33-year journey that ACMO
has taken me on, filled with education,
networking opportunities and fond
memories. n
Henry Dwinnell, RCM Non-Practicing, has been Project Manager at
Tri-Can Contract Incorporated for the
past 17 years.
Tricancontract.com

30+ Years Experience in Building Envelope & Restoration
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LEED Platinum Certified Products
2861 Sherwood Heights Drive, Suite 28 • Oakville, Ontario L6J 7K1

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

Dean McCabe, RCM, ACCI, AIHM
President
The Meritus Group

The Impending Deadline
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for Transitional General Licensees

There have been many articles, conference sessions and blogs about the current
and future shortage of condominium
managers. The impending deadline
for Transitional General Licensees to
complete the transition and obtain their
General License has created a fear that
many experienced managers will choose
to walk away from the profession rather
than complete the educational requirements. This possibility raises concerns
that have a variety of possible solutions.
There is no doubt that the condominium industry will be stronger if we
can prevent the loss of 100-200 experienced managers, but that should NOT
be done by extending the deadline or
making exceptions to the standardized
requirements.

One solution – and I believe the
most positive and important one – is
for us, as an industry, to learn to use
the Limited Licensees that are entering
the profession.
When the licensing structure was
announced, many looked at the
Limited License as the regulatory
equivalent of the property administrator. This view needs to change, and
condominium boards (especially for
smaller condominiums) can benefit
from the value that those learning and
gaining experience managing condominiums can deliver.
That value is tempered by the added
expense that condominium management service providers will incur in
order to supply the necessary over-

sight, training, and mentoring for
Limited Licensees. Much has been
made about the services that Limited
Licensees cannot provide, including responsibility for responding to
records requests, managing requisitions from unit owners, signing status
certificates and authorizing purchase
orders for over $ 500 from operating accounts. However, there are still
many services that those gaining the
necessary experience for their General
License can provide such as:
• Preparation for board meetings
• Reporting to board members at regular
board meetings
• Maintenance of corporate records
• Presentation of financial statements
• Preparation of variance reports
19
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• Undertaking property inspections
• Enforcement of rules – including documenting violations and correspondence
to owners
• Supervision of staff and contractors
There are challenges that we face in
fully realizing the benefits of Limited
Licensee. The $ 500 spending limit
imposed on them is too restrictive in
my view. This unnecessarily low threshold does not offer valuable protection
to unit owners, given the industry
standards that have evolved over time.
Standard management contracts place
a limit on non-emergency expenditures by management on behalf of a
condo, with expenditures that exceed
that limit requiring board authorization. The current $500 limit is not even
enough to authorize the painting of a
wall, a drywall repair, or the purchase
of office supplies. I believe that giving
a board the authority to set these limits
provides greater flexibility for the
condominium and allows the level of
responsibility to be set by those who
have worked on developing their skills
and those of the manager.

While managers and condominium management service providers
will benefit from the development
of future managers, board members

{

open-minded if they have innovative
approaches to problem-solving.
One of the advantages of the new
license requirement is the ability to attract

One of the advantages of the new license
requirement is the ability to attract young talent
to our profession.

and owners must face the reality that
a potential shortage in experienced
General Licensees will affect the
cost of those managers. This means
that there is great potential value in
Limited Licensees who are working
hard to establish themselves in a new
career path.
Note to Supervising Licensees: Working with Limited Licensees gives you an
opportunity to mentor a new generation
of managers. Give them responsibility,
hold them accountable, teach them as
they gain experience on the job and be

young talent to our profession. Those
that choose condominium management
as a career are the future managers, and
while we all agree that practical experience should be part of the training for a
full general license, we need to find a path
that allows those gaining that experience
to contribute to the industry. n
Dean McCabe, RCM, ACCI, AIHM is
president of The Meritus Group and vicepresident of ACMO. He can be reached
at dean.mccabe@themeritusgroup.ca.
themeritusgroup.ca
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The RCM Advantage

Winston Stewart
President and CEO
Wincon Security

Condominium managers play a vital
role in ensuring the proper functioning
of the forest of towers that have sprung
up across Canada’s major urban centres
in recent years. When we think of their
responsibilities, we think of everything
from managing building maintenance
and capital upgrades to hiring staff and
working with condominium boards, to
providing effective financial oversight
for the property. What we don’t often
consider is how security factors into a
condominium manager’s duties.
Condominium managers typically
hire security firms to oversee building
concierge duties, set the service-level
agreements for property patrols, work
with security providers to ensure effective
building by-law enforcement, and more.
Their recommendation of a security
firm to the condo board has potentially
22 I CM Magazine SUMMER 2020

massive implications for a building’s
residents. And from our experience,
those with the Registered Condominium
Manager (RCM) designation have the
extra tools necessary to make the most
informed recommendations.
As we know, security personnel are the
first point of contact for most residents
and visitors when they enter a building.
They enforce those aforementioned by-law
rules and are often the very first responders in cases of emergency. If fire crews
or paramedics are required at the scene,
security guards are typically the ones who
meet and direct them to necessary on-site
resources. If there is a major maintenance
issue such as an elevator breakdown, security personnel are often the ones informed
of the issue first, before relaying details to
building management to organize repairs.
That’s an especially critical role at a time

when condos are growing ever taller, and
access to upper floors becomes a major
risk factor for residents, particularly in
emergency situations.
Condo owners want to know that
management has done their due diligence in selecting a security firm to
protect their property and provide the
very best service experience possible.
Finding a manager with the necessary
skill set to provide that guidance can be
a challenge. The industry has seen a
widespread shortage of qualified property managers in recent years due to the
explosion in condo development. Many
buildings have suffered from a lack of
managerial experience and expertise.
In terms of qualifications,
performance and expectations for
condominium managers, the RCM
designation sets a higher standard than
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Why Does an RCM Designation
Matter to Condominium Security?

Photo: © iStock.com/ FangXiaNuo
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the General License. With a rigorous
educational program at its foundation
and experience and continuing education, requirements they have a better
understanding of how to properly vet
prospective security firms in areas
such as reliability, service quality and
product offerings. It takes an experienced manager not only to understand
the technology but to assess budgets
and negotiate the price of the equipment provided.
The right security firm will also
help a condo manager identify areas
of potential risk and liability across a
property. Again, if the task is to protect
and help enhance the value of a building—especially one soaring to 50 floors
or more—the risks can be complex and
numerous. RCM-designated managers
have the advanced training necessary to
understand and manage complicated
issues on the security front, skills that a
General Licensee may lack.
Lastly, because condo managers
are the ones that liaise directly with
condo boards to set everything from
budgets to maintenance schedules,
their recommendations hold added

weight and importance. For example,
if they make the wrong strategic security staffing suggestions, or encourage
the adoption of a security technology
that may be inadequate, the ramifications can be significant and lasting
with potential impacts on a condominium’s bottom line.
The guidance an RCM-designated
manager can provide is vital to a building’s
long-term success, improving financial
performance, quality of life, and reducing legal liability. Achieving all of those
goals also means making effective security
procurement and deployment decisions.
Condo boards would be wise, then, to
think carefully when reviewing a prospective condo manager’s qualifications—their
safety and security depend on it. n
Winston Stewart is the President
and CEO of Wincon Security, a Scarborough, Ont.-based security firm that
has delivered property monitoring and
protective services to retail, commercial, industrial and condominium clients across the Greater Toronto Area for
more than 25 years.
wincon-security.com
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Ronald Outram, Life RCM
Retired
Provincial Property
Management Limited

A Brief History

of the RCM Designation
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designation to be a Registered Condominium Manager or “RCM.”
The years from 1977 to 1983 were spent
concentrating on getting ACMO recognized with management companies, the
Government, and professionals serving
the industry. At the time, the Education Committee faced the dilemma of
not having anyone who had achieved an
RCM to qualify future RCMs. As such,
after much deliberation on how best to
establish a way to assess, evaluate, and
grant a candidate the designation, the
committee decided to approach Seneca
College in early 1983. Seneca College
subsequently proposed a method of evaluating potential RCM candidates, which
the committee accepted.
Based on Seneca College’s recommendations, each committee member
developed 25 questions and answers
covering the areas of Legal, Insurance,
Administration, Finance and Building Maintenance. The resulting list of
300 questions was provided to Seneca

College, from which they prepared and
adjudicated the RCM examination.
Eighteen seasoned and experienced
managers arrived to write the first exam.
I remember it well; all eighteen managers were so nervous and wondering,
“What if I fail it?” From these humble
beginnings came a world-class program
that today accounts for more than 900
RCMs in the industry in Ontario.
With more than 40 years of experience, and being a member of a number
of real estate associations, in my opinion, ACMO’s RCM is the only way to go
for serious condominium managers who
want to achieve a higher standard. n
Ronald Outram, Life RCM, is a
founding member and was both a past
president and board member of ACMO.
He is now retired from Provincial Property Management Limited, which he
founded in 1972, and enjoys travelling
with his wife.
provincialpropertymanagement.ca
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On Friday, March 30, 1984, eighteen practicing condominium property managers
were presented with a certificate acknowledging they had achieved the requirements
by the Association of Condominium
Managers of Ontario. They had completed
the education and practical experience
required by the ACMO to be designated as
a “Registered Condominium Manager,” and
would now be able to use the RCM initials
after their name.
It is hard to believe that this was 36
years ago. When asked to write something on how the RCM designation came
about and how it was implemented, it
started a lot of personal reminiscing.
In 1977, after several years of frustration, several of us in the industry,
headed by Darwin Kealey, met with
the Ontario Government. Many meetings later, we formed the Association of
Condominium Managers of Ontario in
1977 and subsequently incorporated the
association in 1981. The Incorporation
Documents and By-laws provided for a
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Eric Plant, RCM
Director
Brilliant Property
Management Inc.

Photo: © Bigstock.com/ Elnur

A General Licence
is Not Enough
Last week I found myself dealing
with a particularly touchy problem.
Without going into detail, water was
everywhere, and no one seemed to
be able to agree where it was coming
from. To make matters worse, one
resident refused access and claimed
they had simply spilled a small pot of
water while cooking, while the resident
below had a ceiling caving in from
gallons of foul-smelling water from
above. Both residents threatened to sue
if they were required to pay anything.
The longer story involves a set of leaky
aquariums and an online fish business,
but I digress.
The point is, the role of a condominium manager can be complicated

— very complicated. To do the job well
requires detailed knowledge of various
laws, insurance procedures, conflict
management, finance, and of course,
how every component of a building
works. This means that on any given
day, a manager is expected to be a
pseudo lawyer, accountant, engineer,
and a mediator all rolled into one. True,
we are not likely to be an expert in any
one of these fields, but the expectation from our boards is that we know
enough to add value. Of course, the
level of value is subjectively determined by the director and each board.
Some boards have little patience for the
manager who regularly asks to spend
money seeking advice from others.

This is not to say that the job of the
manager is more difficult than other
professions, just that it has its unique
challenges. The main problem in our
industry is education. Few professions
allow their licensed members to take
on such a high level of responsibility
with so little training. For example, a
teacher requires two years of education, an engineer and an accountant
at least four, and a lawyer three before
even starting their careers under
substantial supervision. Yet condominium managers can get a General
Licence after four online courses
and two years on the job. What they
do during those two years and how
much supervision they receive is, to
29
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a large extent, up to the management
company that they work for.
Let’s consider this for a moment.
With four courses and two years on the
job, a licensee can be placed in a position of considerable control over what
is effectively a multi-million dollar
corporation overseen by a volunteer
board of directors who themselves
have only a limited amount of relevant training. This lack of education
for managers and directors can have
profound repercussions for condominium owners. It is not uncommon
for owners to wind up facing special
assessments, unnecessary lawsuits, or
poor workmanship on projects, due in
part to managers who either lack the
qualifications needed to effectively run
their business or lack the skills to stop
their volunteer boards from making
critical mistakes.
So how does the RCM stack up to the
General Licence holder? To the casual
observer, it appears that the requirements for the RCM are actually quite
similar to those of the General Licence.
The RCM requires the same four courses
and a similar amount of on the job
training. This being the case, what makes
someone with an RCM stand out?
There are a number of differences;
however, one of the main ones is that
the RCM designation is voluntary. This
simple fact can account for a large
difference in quality between General
Licensees and Registered Condominium
Managers. RCMs, by definition, have
gone above and beyond the minimum

requirements and have taken an active
role in their own education because they
are required to do continuing education every year as part of maintaining
their designation. And although the
base educational requirements remain
similar, the attitude of the manager can
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community, which has been supporting, advocating for and connecting
managers for 44 years. ACMO members
have access to a wealth of resources
and the opportunity to network with
other professionals to share experiences, expertise, and best practices.

RCMs, by definition, have gone above and
beyond the minimum requirements and have
taken an active role in their own education

be drastically different. This can mean
more attention to detail, integrity, and a
stronger desire to do the job well.
The second difference is that the
RCM requires continuing education.
Managers with RCM s are required
to earn at least 20 educational points
each year by actively engaging in the
condominium management community. This involves going to educational
seminars, luncheons, and networking
events that help to further their education. As ACMO continues to increase its
educational offerings according to its
new Strategic Plan, we can also expect
higher-quality resources and educational content to become available to
RCMs looking to learn more and to
improve their skillsets.
A third difference is the fact that
RCM s are part of ACMO ’s professional condominium management

Unfortunately, General Licence holders
don’t have the support of a professional
community.
The job of the condominium manager
isn’t getting any easier. There are more
regulations being passed down, more
expectations from owners and boards,
and an ever-expanding body of knowledge that needs to be learned in order to
succeed. While the industry has a long
way to go in terms of educational standards, managers who have gone beyond
the General Licence to achieve their RCM
designation continue to prove that they
are up for the challenge. n
Eric Plant, RCM is a director at Brilliant Property Management Inc., and is
a member of the ACMO Board of Directors. He can be reached at eric@brilliantproperty.ca
brilliantproperty.ca
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Janice Schenk, BA, BEd
(Adult Education)
ACMO’s Director of Education

Forward Momentum
for a Licensed Profession

Based on the Report on the Competency Profile for Condominium Managers in Ontario 2019, published by the CMRAO.
www.cmrao.ca/resources/publications/competencyprofileconsultationreporten.pdf
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ity for setting education requirements
for licensing will shift from MGCS to the
Registrar of the CMRAO. Consultants
were hired, input was sought from the
CMRAO Advisory Committee, and a
group of subject matter experts (SMEs)
began meeting, along with CMRAO
staff, to develop the competency profile.
I was honoured to be appointed to the
SME Panel, and to participate with seven
condominium managers from across the
Province in this process.
What is a competency profile?
As defined in the Report on the
Competency Profile for Condominium
Managers in Ontario 2019, “the competency profile describes the minimum
expectations (i.e. professional competencies) of an individual applying for
a General Licence with the CMRAO”
(Report, page 15). The expectations are
not only for those at the point of applying for the General Licence but also for all

General Licensees through their career.
The expectations are further defined as:
“an observable ability of a condominium manager at the point of qualifying
for a General Licence that integrates the
knowledge, skills, and judgement required
to manage and protect the condominium
corporation and its assets in accordance with
applicable legislation.” (Report. Page 15)
What is the purpose of
a competency profile?
One of the most obvious uses of a
competency profile is as a standard against
which to assess condominium manager
licensing education and its outcomes.
Once a Limited Licensee has completed
the required education (and met all the
other requirements of a General Licence),
have they received a thorough grounding in the competencies required? The
CMRAO is currently developing a course
curriculum and blueprint matched to
the competency profile to ensure that the
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It has been just over two years since the
Ministry of Government and Consumer
Services (MGCS) introduced the licensing
of condominium managers and condominium management providers, and
established the Condominium Management Regulatory Authority of Ontario
(CMRAO) to oversee licensing and regulation of the profession. The CMRAO acts
to protect the public by making sure that
condominium managers and firms practice safely, competently and ethically.
As of January 6, 2020, there were 3499
licensed condominium managers and
condominium management providers in
Ontario, up about 5% from September
2019. As the profession develops, what is
the next step to ensure continued forward
momentum for condominium managers
and management providers?
In the Fall of 2019, CMRAO undertook to develop a competency profile for
the profession. This was driven by the
fact that in November 2021, the author-
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answer to this is a resounding “yes”!
But what other purposes does a
competency profile serve, and why is it
published prominently on the CMRAO
website? In the future, the competency
profile can potentially be used to:
• Provide advice/guidance to members
(of the profession)
• Develop standards and policies
• Inform matters related to professional
conduct
• Assess applicants for entry and/or
re-entry into the profession

• Inform continuing education requirements (Report, page 5)
What should condominium
managers do?
Every active, licensed manager in
Ontario was sent the draft competency
profile and was asked to respond to a
survey about it in September 2019. There
were 513 licensees who responded. Once
the final profile was published, I have
heard from a number of managers who
feel that the list of competencies is over-

whelming and who are concerned that
they won’t “measure up.” I would suggest
that managers visit the CMRAO website
and spend some time reading the Report
and Competency Profile. Familiarize yourself with the context of the profile and
look at the 79 competencies, how they are
broken down, and how they are categorized. In particular, look at the description
of each of the domains under which the
competencies are grouped: foundational,
management and professional. The
domain description is a summary of the
competencies in that domain as follows:
Foundational: Professional condominium managers have a strong foundation
in building and maintaining relationships
with stakeholders using effective communication strategies and critical thinking to
enhance condominium communities.
Management: Professional condominium managers are responsible for the
effective operations of the condominium
corporation within the legal framework.
They protect financial and physical assets
to ensure the property is well managed.
Professional: As regulated professionals, condominium managers promote and
protect the best interests of the condominium corporation while upholding
ethical standards of behaviour. They are
also committed to continuous professional
development to ensure consumer protection. (Report, pages 17, 18 and 20)
Once you are familiar with what is
outlined, I think it will become clear that
these are competencies that managers
demonstrate every day. Condominium
managers are smart, competent professionals who deliver a high level of service
to their corporations. Do not fear the list
of competencies; embrace it as a way to
demonstrate to your board the width and
breadth of the knowledge and skills you
bring to their community and the value
you add each and every day. Be proud of
what you do and stand tall as the competent professionals you are. And for those
who wish to demonstrate an even higher
standard of commitment and dedication
to the profession, consider joining ACMO
and becoming a Registered Condominium
Manager (RCM). n
Janice Schenk has been ACMO’s Di
rector of Education since 2008. She has
been involved in the revision and supervision of the four ACMO courses now
required for the General Licence.
acmo.org
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Leader of the Year
Harold Cipin, MSc, Hons BA, RCM
Senior Advisor
City Sites Property
Management Inc.
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Validation
It all began in the summer of 1995 when
I was offered an onsite management position to deal with the day-to-day operations
of three 216-unit residential buildings and
a standalone recreation centre. Coming
from a multi complexed facilities background I figured this shouldn’t be that
difficult even though I didn’t know much
about condominiums. Take some courses,
ask a few questions and apply my skill
set. Easy. Not so fast, wise guy! Let’s not
forget about the legislation, the physical
plant and building infrastructures, not to
mention some financial accountability
and dealing with people, pets and parking!
Within the first couple of weeks, I was
scheduling four board meetings a month,
walking all four buildings with my superintendents (top to bottom) on a regular
basis and receiving calls from residents
daily. Thankfully, the principals of the
company were always available to assist
and, over time, became my mentors. After
all, I was “learning on the job.”

So, it all really started when I had
the opportunity to meet with the one
owner everyone feared and refused to
deal with. He was, by all accounts, a bully
and an incredibly abusive and challenging resident who was unrelenting in his
demands. We sat on a bench outside
the recreation centre under the warm
afternoon sun and talked. Well, he did
most of the talking and I the listening.
After about an hour of conversation, it
became evident that all he was asking
for was that his board and our management listen, respond, and show that they
cared for the corporation, owners, and
the property. It all boiled down to the
“2 C’s; “Communication and Caring!
Before we left, he thanked me with a
smile and a firm handshake. I replied,
saying that it wasn’t necessary, and it
was my pleasure, to which he retorted
no it was because I was the first person
in years who took the time to meet with
him and listen to his concerns.

I communicated his concerns to the
board, action was taken, and I continued
to update him throughout the process.
Over the ensuing weeks and months, his
attitude toward others in the community had changed, as did their attitude
toward him. A positive result on all
fronts. Where did this change come
from? Believe it or not, it started with my
mentors. They instilled in me the importance of communication. To this day, it is
the number one criterion in the skill set
I look for in managers, new and old. My
mentors also encouraged me to take the
ACMO courses and to obtain my RCM!
I received my RCM in May of 2000.
Looking back, it was challenging and
time-consuming to balance going back to
school with learning a new job and raising
a young family. But in the end, it was all
worth it because obtaining my RCM has
validated my career, and a true career was
what I was looking for. I came to understand that I really did not want a 9-to-5 job.
37
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I wanted more; to be able to assist residents
with their issues, to provide leadership to
the boards and their respective communities, and to give back to the profession that
gave me such a glorious opportunity.
My RCM was not my first accreditation. I received my master’s degree in 1975
in Physical Education and Recreation. I
enjoyed an incredible career in that field
as a result of my five years of university
education. But when I changed to condominium management, my formal RCM
training opened new doors of opportunity. I served on the ACMO board for six
years, with two as president. I received the
RCM of the Year Award and President’s
Citation in 2009, and most recently, the
Leader of the Year award in 2019. There
is no doubt in my mind that none of that
would have happened if not for the RCM
designation. This designation is special
and should be treated as such.
Condominium management is a
unique profession, and notwithstanding
the new licensing requirements, managers should strongly consider obtaining
and retaining their RCM. For more than
40 years, ACMO has worked diligently to
garner recognition and respect for our

profession, the government, condominium boards, and other industry.
The RCM designation has played
an integral part in that evolution
and elevation of our profession and
represents a higher standard than the
General License. Now is not the time
to allow the designation to become
obsolete or irrelevant, and ACMO is
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in what we have obtained academically, what we have accomplished
as managers to date, and what we
dream about achieving in the future
is commendable. Placing those three
letters after your name expresses that
professional pride and a commitment
to a higher standard to everyone you
are in contact with. n

obtaining my RCM has validated my career,
and a true career was what I was looking for.

taking steps to build more recognition
and value into the program. Rather, it
is the time for all RCMs to stand tall
and proud and to recount the doors
that have opened, the respect we have
received, and the experiences we have
shared with colleagues and friends.
I continue to cherish my career in
condominium management and the
opportunity to mentor many managers throughout these past 20 years
since I received my RCM. Taking pride

Harold S. Cipin is currently the Senior Advisor with City Sites Property
Management and the past president of
the company. He is a past president of
the ACMO board, as well as a speaker
and moderator of various ACMO/CCI
conferences, and a frequent contributor
to CM magazine. He is a former recipient
of ACMO’s RCM of the Year award, the
President ‘s Citation and, most recently,
the 2019 Leader of the Year award.
citysitesmanagement.com
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Jason Shaw, B.Comm, RCM
Property Manager
Arnsby Property Management

Recently I was asked, “As a new Registered Condominium Manager, what does
being an RCM mean to you?” Almost
automatically, I wanted to respond with
something akin to what can be found on
the ACMO website under “What is an
RCM Designation.” While the definition
is certainly true, it doesn’t offer much
personal insight or relate to my own experience in becoming an RCM. Looking back
to when I first considered this industry and
designation, my initial interest in obtaining the RCM was as an investment in
myself and my career. From that perspective, I think the answer has two parts; what
does being and RCM mean to me now?
And what will it mean in the future?
I started in condominium management approximately 4 years ago in the
40 I CM Magazine SUMMER 2020

middle of some major changes and
uncertainty. The industry had been operating for many years as a sort of “Wild
West” of managers. Most managers were
skilled and qualified gained through
years of experience in this industry (or a
related industry) but found themselves
competing against any person who was
able to secure a property management
contract. With updates to the Condominium Act, 1998, regulatory changes
were set in motion to impose standardized educational requirements in order
to work in the field.
Is Regulation a Bad Thing?
The new regulations caused some
grumbling throughout the industry, but
I wondered whether heightened regu-

lation is, in fact, a bad thing? From the
perspective of a condominium manager,
knowing that your competition and
colleagues must follow the same regulations and have the same credentials
levelled the playing field and discouraged unqualified persons from entering
the industry. From the perspective of a
condominium owner, increased regulation appeared necessary to protect them
and ensure that their stake in a multimillion-dollar building/community was
professionally managed.
While adapting to the new regulations wasn’t easy at first, I believe it
has benefitted the career-minded
condominium manager. The awareness and publicity resulting from
these changes mean the RCM desig-
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What Does or Can
RCM Mean?
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nation is being recognized by our
clients as necessary, more often than
not, when hiring a manager for their
community. I think all condominium
managers would agree that this is a
complex industry, and to be effective,
you must have a working knowledge
of many different areas including
finance, general management, law,
and building sciences. What the RCM
designation means to me now is that
I belong to a group of professionals
who have agreed that rigorous training through education and industry
experience is necessary to continue
to exceed the expectations of a newly
regulated industry, and provide excellent service to our clients.
RCM Designation Recognition
While awareness of the RCM designation and what it means is higher
than ever within our industry, I think
there is still room for growth especially
outside our industry with the broader
general public.
Recently I was hanging my newly
acquired certificate in my office, and I
thought, how did I end up on this path?
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When I graduated from university,
working towards my RCM designation wasn’t my plan; in fact, I didn’t
know that such a career or designation
existed. At the time, my classmates and I
were aware of other high-profile professional designations, and I considered
continuing on to become a chartered
accountant (CA) Why doesn’t the RCM
have the same profile?
In speaking with other condominium managers about how they got into
condominium management, a familiar
response is, “I sort of fell into it.” I get
the impression that at some point, we
recognized our skillsets fit well in an
industry we hadn’t previously considered. If there is a condominium manager
out there who trained specifically for
this role right out of school, I haven’t
met them. I think with some effort, the
current generation of RCMs could help
change that path for future condominium managers.
The Next Wave
The next step is pushing that awareness with post-secondary students, so
we catch the next wave of condomin-

ium managers early. At the very least,
we’ll create awareness with the next
wave of owners. As a student, I had a
difficult time deciding what career path
to follow and worked in one for a few
years before realizing it wasn’t right for
me. We need to make students aware
of the endless growth potential of
condominium management, which is
suited to those who work well across a
range of responsibilities without being
entirely focused on one.
Our goal, and collective responsibility, must be to raise awareness to the
point where the role of condominium manager is synonymous with the
RCM, in just as accountants, lawyers, or
engineers are associated with their designations. n
Jason Shaw, RCM, holds a Bachelor of Commerce degree from the University of Guelph. Jason is currently a
Property Manager with Arnsby Property
Management, and manages a portfolio
of Condominiums and Social Housing
Communities within London, Ontario
and surrounding area.
arnsby.com
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Ruki Mohamedbhai, RCM
GPM Property Management Inc.
Year entered the profession: 2001
Year RCM obtained: 2014

Mentor(s) in the industry: Mo Killu,
VP GPM Property Management Inc.

His knowledge, patience and passion
for assisting and seeing his employees
thrive have helped me to become more
confident, focused and self-directed.
What path brought you to a career
as a condominium manager? I began
working as an assistant to a manager
for almost ten years of my career, which
gave me valuable experience working
with different managers and buildings,
but I had a desire to achieve more.
How has your membership in
ACMO helped you in your career?
ACMO has created a platform for ongoing education and the ability to meet
and collaborate with different professionals in the industry.
What is one must-have skill for a
condominium manager? Why?
The most important skill for a condominium manager is the ability to not
take things personally. One should
always be aware that they are the first
point of contact for a frustrated resident, and by separating yourself from
the situation, you can actively listen to
their concerns and address their needs
in a professional manner.
Tell us about a personal success
story on the job. In 2001, I was given
the opportunity to work part-time as an
assistant to a condominium manager.
Being very new in the industry, I did not
have the confidence to work in a serviceoriented environment. However, within
three months, I was able to both adapt
and refine my skills as an assistant, which

led to being offered a full-time position
working at various locations across the
GTA. This continued for 10 years before
being promoted to a manager and
recently secured a position as a Client
Relationship Manager.
What’s your biggest challenge as
a manager? My biggest challenge is
constantly having to prove myself at
work. Being a woman, an ethnic minority and maintaining religious attire at
work presents me with a unique set
of obstacles. At times, I feel I need to
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afraid to ask questions, and to document
everything — this will protect you.
Answer this statement – I am an
RCM because… It gives me the recognition of knowledge in the industry, which
allows me to confidently assist clients
and owners.
Where do you see yourself in
five years? In five years, I see myself
expanding my knowledge and building
the confidence to grow my company. I
would like to use my experience to help
other managers in achieving their goals.

My biggest challenge is constantly having to prove
myself at work. Being a woman, an ethnic minority
and maintaining religious attire at work presents
me with a unique set of obstacles.

prove to others that I belong in this
position. I have had instances whereby
residents prefer to speak with my male
superintendent when dealing with
issues, and being challenged on my
knowledge of governing documents
binding the corporation.
What’s your favourite part of the
job? I’ve always enjoyed problemsolving and finding the most efficient
way to tackle an issue. This fueled my
interest in working on bigger projects,
as there are several moving parts at play
to achieve the results.
Best business advice you have ever
received. The best business advice I’ve
received is always be proactive, never be

What recent project that you
completed can we highlight? My
most recent project was a major landscaping restoration of a beautiful
ravine at Bedfordglen. It consisted of
re-sloping the pathway to meet the
AOAD and Ravine and Natural Feature
Protection By-Law requirements. This
included inspections by city officers,
approvals, and damage deposits for
potential injuries or tree removals.
The pre-requirements were a lengthier
process than the construction.
Phase 2 of the project will begin in
Spring 2020 and has its own challenges;
however, I am looking forward to the
new ventures and knowledge it brings. n
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Be Safe. Be Informed. Be Calm.
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By Roger Tickner
These six words bring hope and assurance in times of uncertainty: it is also an
oft-repeated catchphrase amongst safety
professionals and property management when it comes
to dealing with the
extraordinar y and
unforeseen nature of
COVID-19.
The wrath of COVIDRoger Tickner 19 will continue to have
a significant impact on
many sectors of society – unlike any other
health crisis before. It has left an indelible
mark on our work, our state of mental and
physical health while ushering in a new
normalcy in our day-to-day lives.
Simply put, our post-pandemic lives
and workplace will no longer look like
the one we left behind.
As we slowly return to work from
government-imposed shutdowns and
self-imposed lockdowns, most condo
boards and property management have
resigned to the fact that their new norm
must include comprehensive safety

protocols, such as physical distancing,
better use of PPE including mandatory face masks, and even temperature
checks – a procedure that is already in
place at many renovations and new
construction sites across Canada – to
protect against the spread.
These preventative measures, and
others, could be in place for years to come.
When I spoke at an ACMO conference in Burlington earlier this year,
COVID - 19 was slowly entering our
health and safety discussions. It was
barely on the condo radar. One month
later, during another ACMO speaking
engagement in Barrie, the virus was in
full swing in Wuhan, China, with the
first cases in North America showing
up in late January.
During my Barrie presentation,
I explained we had already begun
planning and tracking the virus two
months earlier and had prepared a
three-page document on some of the
preventative measures people must
take to protect themselves.

My, How Times Have Changed
For what feels like an eternity,
most non-essential businesses have
been closed since April 4, 2020. Nonessential services that were ordered
shutdown are now planning for a
gradual reopening, but again they will
have new health and safety standards
in place and a heightened sense of the
need to enforce standards.
The silver lining, if there ever was
one, is that everybody knows what PPE
stands for and the importance of masks,
gloves, hand washing and good hygiene
practices. This is our new normal. We
have to adapt and get used to it.
When we started to put this article
together on April 12, according to data,
more than 27,000 Canadians had been
diagnosed with COVID-19, and more
than 950 Canadians had died with the
disease. In 23 short days, as of May 6,
more than 62,046 Canadians had been
diagnosed with COVID-19, and more
than 4,043 Canadians had died with the
disease. That’s more than double the
45
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me for further clarification on what
standards she needed to put in place to
protect residents and contain the virus’s
spread at her complex. She knew that she
could not leave it up to chance because
the issue is not entirely in the hands of
the contractor. It was also her responsibility. After our phone call, she was
better prepared and acted in a responsible manner, armed with the knowledge

Going forward, risk assessments will need
to be a frequently performed function of health
and safety in condos.

more critical for condo boards and
property managers to understand their
roles and responsibilities during these
extraordinary times. They also need to
understand how prevention works and
how to protect themselves.
After all, they are entrusted with the task
of making all the essential decisions with
respect to the well-being and safeguarding of all its staff, building residents and
potential visitors, as well as keeping the
day-to-day business operations on track.
At the very least, condo boards
should have already implemented new
rules along with updating their risk
assessments to head off the rapidly
changing conditions and consequences
of this life-altering pandemic. Going
forward, risk assessments will need to
be a frequently performed function of
health and safety in condos.
Communication Remains Key
Keeping open lines of communication with timely, factual updates gives
people peace of mind and eliminates fear,
misleading information, and fake news.
We need to keep sending positive messages
to those glued to their TV sets for updates
and the millions of others who are influenced by social media. World leaders do
not help either when they defy science and
medicine when it comes to the health and
safety of their people. Foolishness needs to
be ignored and put on mute.
Recently, I had a discussion with
a townhome property manager who
was concerned about the health and
safety suggestions given by her asphalt
contractor. She had just attended our
Barrie conference and reached out to
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and information to act diligently in the
face of a silent and deadly illness.
Nobody is expected to be an expert
on COVID - 19 , and it is not really
expected for condo corporations to
have foolproof measures to safeguard
residents, visitors, and staff from the
virus’s grasp. They just must be able
to assess their risk and implement new
practices and meticulous disinfecting measures to mitigate this silent
threat. It’s called being “diligent.” If we
continue to follow the advice of our
health officials, safety professionals and
government leaders, we will flatten the
curve and put this deadly virus in our
rear-view sooner than later.
Quite simply, by working together, by
acting sensibly, by putting into practice
what reliable and trustworthy sources,
including Public Health Ontario, Ontario
Ministry of Health, the Public Health
Agency of Canada, Health Canada or
the World Health Organization (WHO)
continue to preach hour by hour, day by
day, condo boards can be prepared and
resilient within their building operations.
The Best Line of Defence
Property managers and directors of
the Condo board can fulfil their health
& safety responsibilities by taking these
basic precautions outlined by (Toronto)
public health officials:
• Alcohol-based hand sanitizers should
be available in all common areas that
remain open, such as laundry rooms.
• Close non-essential common areas
such as bathrooms, gyms, playrooms,
playgrounds, and other high traffic areas.
• Routine daily cleaning of frequently

touched surfaces in common areas,
including doorknobs, elevator buttons,
light switches, toilet handles, counters,
handrails, touch screen surfaces and
keypads, is a critical task.
• Organize the building to accept
deliveries of essential goods, like
medications, for residents to avoid
non-essential trips outside.
• Post signage limiting the number
of residents allowed in common areas,
including laundry rooms and elevators,
to ensure that individuals can maintain
a two-metre distance.
• If showing units or suites for sale or
lease, practice physical distancing – keep
a safe distance of two metres from the
resident and wash hands with soap and
water and or use an alcohol-based hand
sanitizer before and after the visit. Virtual
showings are becoming the norm.
Doing Our Part
Global unity has been unprecedented
in the face of this outbreak. Each person
has a responsibility to help prevent this
pandemic from spreading further. We
must all do our part and take this seriously so that we can return to some
semblance of normalcy.
We all hope it is sooner than later.
It will be challenging going forward,
but we will learn and grow from it. We
will certainly find out what we are truly
made of. But then again, Canada is an
amazing nation.
This unprecedented situation has
raised a countless number of health and
safety concerns; however, our profession,
our government and leaders have been
clear from day one that everyone must
do their part when it comes to fighting
the spread of COVID-19 – individuals,
families and businesses.
Yes, we have a pandemic. But this, too,
shall pass. n
Roger Tickner is a Canadian Registered Safety Professional and is the former Chairman of the Board of Canadian
Registered Safety Professionals. He is
a practicing Paralegal, licenced by the
Law Society of Ontario, and an appointed member of the Prevention Council
of Ontario. He is President of Tickner
and Associates Incorporated, experts in
condo and industry health and safety
systems for over 30 years. He is a proud
member of ACMO.
www.ticknersafety.com
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number of cases diagnosed and a 400+%
spike in deaths. As a Safety Professional,
this suggests that we still have a long way
to go until we reach a herd immunity
and a viable vaccine.
Landlords, property managers and
directors of condo boards also face
unfamiliar risks. There are no exceptions. With property management
listed as an essential service, it is even
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Let’s Talk Condensation!
By Nathan EF Atkin
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“I can’t see out of the windows!” is a
familiar complaint managers and board
members receive
from angry residents
because their windows
are dripping with
condensation. Water
vapour drips down
Nathan EF
the glass and pools on
Atkin, RCM
the sill, paint peels,
and the casement is
damaged. On occasion, it may even
cause the formation of the dreaded “M”
word — mould!
What is Window
Condensation?
Simply stated, condensation is the
process that turns vapour or moisture
that is present in the air into water, or
in other words, the transition of H2O
from a gas state to a liquid state. One of

the biggest misconceptions homeowners have about condensation, however,
is that it is caused by a problem with
the window or window surface. At first
glance, we cannot blame homeowners
for thinking this way.
In reality, the cause of the window
condensation is simple science, but
explaining that to an angry owner can
be a challenge!
How does Condensation
Form?
Condensation on windows typically
forms when the temperature outside
drops quickly, such as in the fall when the
days are warm and evenings cold, creating a contrast in temperature between
the inside and outside air. The warm,
moist air molecules inside the unit come
into contact with the cold glass pane and
condensation forms on the window.

Why is There More
Condensation on my
New Windows?
Another common complaint that
often dominates AGM meetings,
management reports and office hours is
owner correspondence related to excessive condensation on new windows.
Why would you experience higher
levels of condensation on new
windows compared to older ones?
Older windows are often poorly
insulated and have a great deal of
air leakage around operable sashes
and framing. This means that a great
deal of the moisture in the air that is
caused by lifestyle (for example cooking, drying clothes, humidifiers, etc.)
has a means to escape. New windows,
however, are airtight and energy-efficient with tight seals that prevent any
air, moisture and humidity from pass47

How Can We Prevent
Window Condensation?
Here are some very useful tips that
can be posted or distributed to residents to help them reduce their window
condensation:
1. Turn off humidifiers (you may also
connect a de-humidifier).
2. Have the ducts cleaned (dryer ducts
are particularly important; kitchen vents
& bathroom vents can be cleaned as well).
3. Turn on exhaust fans when: showering, drying clothes, cooking, etc.
4 . Open operable windows when
cooking & showering.
5. Remove plants from the home.
6. Circulate the air (use fans, especially
near windows)
7. Always keep window coverings open
during the day (curtains, blinds, drapes,
etc.). This is particularly important
because the space between the window
glass and closed drapes acts like a sauna
and produces a great deal of moisture
and water vapour on the inside of the
windows.
8 . Raise the interior temperature
by ensuring the heating systems are
turned on.
For monitoring and managing
humidity and condensation, it is recommended to have a hygrometer onsite. A
hygrometer is a relatively inexpensive

SUBSCRIBE FOR FREE
(in Ontario only)
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measurement device to read the humidity levels in the air. This can help a great
deal when showing residents what their
humidity levels are and why they are
experiencing window condensation. The
ideal relative humidity for both health
and comfort indoors varies with the
outdoor temperature, as follows:
Outside Temperature

Maximum Interior
Humdity

Warmer than -5°C

35% - 40%

-11°C to -5°C

30%

-17°C to -12°C

25%

-22°C to -16°C

20%

Colder than -22°C

15%

Window Condensation can be a
very challenging topic for managers to
address with their boards and residents.
However, when you are equipped with
the best science and the most accurate
information, you can provide confident
responses that are as clear as glass! n
Nathan EF Atkin, BA, RCM, is the
President of AlumaPrime Inc. and has
been a proud member of ACMO for 15
years. AlumaPrime Inc. (formerly Lucid
Window Solutions Inc.) is a fabricator,
supplier and installer of architectural
aluminum building products specializing in aluminum windows and doors
for multi-residential properties providing services for Condominiums and REIT
companies across Canada.
alumaprime.com
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ing through. This moisture touches the
glass pane and condenses into water
droplets.
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Dawn of the Virtual Meeting
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By Noah Maislin
Effectively operating a condominium
is a juggling act at the best of times.
In a few short weeks,
COVID-19 has utterly
upended our world
and keeping all the
balls in the air is now
trickier than ever.
Noah Maislin
The Ontario Government recognized that
property management companies are
essential to the health and safety of
condominiums by allowing the firms to
stay open for business during this global
pandemic.
But how do you ensure a community runs smoothly in the new reality
of social distancing and self-isolation
when a best practice of proper condominium management is holding
regular meetings with quorum? Without hashing it all out in person, how
do a board and its management team
collaborate to pick contractors for

repairs, ensure completion of urgent
work, set timelines, monitor finances,
develop budgets, protect the health and
safety of residents and staff, pinpoint
priorities, address resident concerns,
and so much more?
Condominium life doesn’t get put
on hold during a worldwide health
crisis. If anything, clear communication and nimble decision-making
become paramount when the global
situation and business landscape can
change hour by hour. Add to the mix
the spring AGM season and the challenges may seem insurmountable.
Enter virtual meetings
In this state of emergency, the infrastructure that was developed in recent
decades has stepped into the breach.
When stakeholders can’t be in the
same room, connecting remotely is an
excellent alternative that still enables
all parties to engage and collaborate

- even face-to-face - without missing
a beat. Ontario condominium legislation permits digital or electronic
board meetings (e.g. by video or teleconference) as long as directors can
communicate concurrently. This
applies only to board meetings, not
AGMs or other owners’ meetings unless
the condominium’s existing by-laws
contain such a provision. Boards can
also remotely vote to amend a by-law
to allow for digital owner’s meetings.
This should be considered when social
distancing is in place.
Based on our experience, here are some
insights about remote communication:
• The Difference Between Videoconferencing and Teleconferencing: Most
organizations that are accustomed to
working with their teams in-person
prefer videoconferencing over audioonly calls. Video isn’t difficult to use, and
it easily facilitates social learning and
focuses even while working remotely. It
49
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can also be preferable for tallying votes
when a motion is presented at a meeting
and for keeping track of who says what.
But make no mistake, making decisions
and taking action by teleconference
are still preferable over not acting at all
merely because an in-person meeting
isn’t possible.
• The Top Platforms – Zoom vs.
Google Meet vs. G oToW ebinar: All
three platforms can support dozens of
attendees at a time, enable screen sharing, and offer good connectivity. All that
is needed is a decent internet connection
and a functional device. Zoom is easyto-use, intuitive, and simple to schedule.
Google Meet is a smooth transition
for users of other Google products.
GoToWebinar is the best tool for polls,
voting, and obtaining attendee reporting/analytics.
• Your Recording Secretary Can
Still Attend Your Meeting Virtually:
As always, proper documentation
creates continuity for a corporation as
it navigates all the decisions and tasks
involved in managing a condominium.
Your minute taker can log-in or dial-in
to take minutes live or can complete the

minutes offline from a recording. All the
above video conferencing options can
also record your meeting. If you go this
route, make sure your team consents to
your policies for recorded meetings and
understands the privacy considerations.
While it’s true, there can be an initial
learning curve in adapting to new technology; the pandemic has highlighted
the convenience and efficiency of virtual
meetings, not just when social distancing
is required. When calmer times return,
remote, live communication will complement in-person meetings, and may even
replace them in some situations.
Virtual solutions expand the business landscape by offering further
options for following best practices in
condominium management and for
tackling new challenges creatively and
collaboratively. n
Noah Maislin, CEO, has been running Minutes Solutions since 2014.
Since the inception of the company,
Minutes Solutions has been focusing
on professional minute taking for the
condo space.
minutessolutions.com
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Technology & Elevators
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By Ray Eleid
If I suggested that technology is
quickly taking over the world, and
we’ve become utterly
dependent on it, you
would not be shocked.
As a society, we love
the convenience of
renewing our drivRay Eleid
er’s license and plate
sticker online, shopping for groceries online, paying bills,
and sending money in an instant, all
from the comfort of our home using our
computer. What if I told you that technology and digitization are also evolving
into something as mundane as elevators?
Would you be shocked, or would you see
this as normal and expected?
Internet of Things
While the term “Internet of Things”
(I oT) is not new to some industries,
it is a relatively new buzzword in
the vertical transportation sector. In

simple terms, I oT refers to devices
that are connected and communicate together via the internet. Applied
to the elevators in your buildings, it
means they will be connected to the
internet to access details regarding
the elevator performance and functions. For example, some companies
like KONE have partnered with IBM
Watson to farm your elevator data
to predict the outcome of the elevator performance. It is hoped that by
crunching data, they would be able to
predict the callbacks and the expected
failures of the elevators and escalators.
The huge volume of data would be too
overwhelming for an individual to
understand and trend, but for a supercomputer, it is easy. They can crunch
data and trend data with millions of
iterations until a trend is detected and
a predictable model developed that
can assist mechanics in addressing
problems before they arise.

Quick Troubleshooting
While IoT strategies rely on computer
connectivity to drive reliability,
another approach by Thyssenkrupp,
using Microsoft Oculus, focuses on
helping mechanics improve elevator
troubleshooting. This technology equips
mechanics with a wearable, interactive
device that allows them to look at a
controller and quickly access modelspecific troubleshooting manuals,
identify parts, or play video on how to
replace parts. Another feature is “phone
an engineer” so that a remote engineer
can see what the mechanic is watching
and assist with the troubleshooting.
Once deployed, it would be a far superior
method compared to current methodologies like elevator-WIKI.
Access for All
Not to be outdone, regulatory authorities are also evolving to web-based
solutions for consumers and building
Continued on p54
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The RCM designation is my way of showing my experience and expertise in the
condominium management industry. The RCM is a visible reminder to the board
members, owners, and professionals that I work with that I have invested time and
effort into furthering my skills. When hiring managers for my growing firm, I look
for confident, skilled, and experienced managers. This is why I look for the RCM
designation in all of my hires.
Michael Trendota, RCM
Co-founder and Chief Operating Officer
Alwington Communities Inc.

It is not often that I stop to think about what my RCM designation means to me.
However, I know that it impacts my whole life, my sense of who I am, my integrity
and my intellectual and personal ideals.
This designation has fulfilled my desire to keep on learning, studying, and applying
what I have learned. As an RCM, a community can benefit from my knowledge
and experience, and I can now have intelligent discussions with lawyers, engineers,
and accountants. I am proud to have RCM after my name.
William Colucci, RCM
Senior Property Manager
City Towers Property Management Inc.

Jasmina Bahtijarevic, RCM
Condominium Manager
Del Property Management Inc.

Photo: © Bigstock.com/ kadmy

Being an RCM means I follow codes and compliance standards with commitment,
hard work, and dedication in serving the condominium industry.

Your Condo | Technology

Future-Proofing Your Property:
3 Must-Haves for Modern Living
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By Steve Van Till
When we welcomed 2020 months
ago, we had no notion of just how
different this decade
would be the COVID19 pandemic has
defined it, seemingly
overnight.
Professional propSteve Van Till erty managers must
navigate a new landscape. Residents will have concerns
and demands that didn’t exist a year
ago. As we look to the future, we know
that properties must be three things:
sanitized, secure and smart.
The standards for each of those have
shifted. Here is what each of those hallmarks means in post-pandemic terms:
Sanitized
We’ll probably never touch a doorknob
without thinking twice. The COVID-19
pandemic has changed the way we interact with our homes and offices.

Already, early research shows that
Canadians are feeling unprecedented
levels of anxiety because of coronavirus. According to a recent survey by
Morneau Shepell, a human resources
and tech company, 81 percent of
respondents say the pandemic is negatively impacting their mental health.
Property managers must acknowledge these lingering effects. They must
show how they are proactively defending against contagious diseases because
that is now a real fear.
In the post-pandemic world,
technology such as touchless entry,
package lockers, and smart intercoms will be the new standard. These
solutions not only curb the spread of
germs, but they also reduce unnecessary physical interaction.
Secure
Safety is perhaps the most basic
human need, and naturally, it has been

a top priority for property managers.
Before the pandemic, security meant
locks and cameras. Moving forward, it
will need to be more sophisticated.
This is largely because we’re going to
see a spike in crime after the COVID19 pandemic. Experts are predicting
a major economic downturn, which
typically drives up crime rates. Just
recently, for example, University of
Calgary researchers concluded that an
economic downturn spurred a local 50
percent spike in property crimes, which
includes vehicle thefts, home break-ins
and robberies from 2015 to 2018.
In the post-pandemic world, the impacts
could be even greater. Prime Minister
Justin Trudeau has called the country’s
unemployment an “unprecedented situation,” with some experts saying more than
2 million jobs are at stake.
If the experts are correct, it’s logical
to assume there will be an uptick in
crime. It is wise, then, to invest now in
53

security that will protect your property
and residents.
Technology has enabled solutions that
go far beyond the brass keys of yesteryear. This includes features such as
mobile credentials, cloud-based access
control and wireless locks.
It’s also worth noting that modern
security is not only about controlling access. It is also about having the
ability to control how the property
behaves. For example, if you can lock
down a property with the push of a
button or use a camera that will keep
a secure image of all people who have
entered a property, with the option to
use thermal cameras to record their
temperature. Again, these advancements will help define modern security.
Smart
The pandemic has embedded technology into our lives more than ever.
Quarantines have driven virtually all of
us to rely on technology in new ways,
and those habits are likely to stick.
Many Canadians expect that working from home will be the new norm
in the post-pandemic world. A recent
survey by Research Co. and Glacier
Media found that almost three in four
Canadians (73%) expect more employees to work from home in the wake of
this pandemic.
Collectively, this means techenabled homes will matter even more.
If people are spending more time at
home, features such as programmed
lighting and smart thermostats will be
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more important. And they’re willing
to pay more for them, too. Commercial real estate company Avison Young
conducted a tenant survey in 2018 to
gauge what Canadian renters want
most. It found that, on average, they’re
willing to spend an extra $17 per month
for a smart thermostat.
Beyond a competitive advantage
in the marketplace, these upgrades
also improve efficiency. Most of
these features save energy and can
be controlled remotely by property
managers, ensuring the best level of
service possible.
Indeed, the pandemic will have ripple
effects on property management, like
most things in life. It’s important to
remember that during times of great
turmoil, we see great shifts in thinking.
As we emerge from this crisis, people
will crave more innovative ways to
protect themselves and their properties.
Embracing that new reality now will
help you emerge as an industry leader
well into the future and remain ahead
of the curve. n
Steve Van Till is Co-Founder, President and CEO of Brivo, the leading
worldwide provider of cloud-based
access control and security solutions
for commercial properties. He previously served in a variety of senior
management roles in high technology
companies spanning Web development, healthcare, and satellite communications.
brivo.com

Continued from p51
owners. In New York, all the elevator
and escalator code violations are posted
online so that anyone can easily see the
status of an elevator in real-time. Similarly, in Ontario, the Technical Standards
and Safety Authority (TSSA) is building a
portal for building owners to determine
the status of the elevators and escalators
and access all outstanding violations.
Consultants are also developing
their own systems and solutions that
allow building owners to determine the
number of callbacks placed daily; the
status of the elevator/escalator (running
or shutdown); the number of maintenance hours being spent on-site every
month; the status of the government
reports, the status of the consultant
report; if a trend is forming with the callbacks; and much more. These services
are available online and in real-time. IoT
is here to stay, and we will see an acceleration in its advancement as fresh new
technologies emerge. n
Ray Eleid is a graduate electrical
engineer who worked for two international elevator companies, one national
elevator company and Canada’s largest
elevator consulting firm. Ray has over
24 years of elevator related experience in various capacities as an elevator mechanic; maintenance supervisor;
training coordinator for new product
development; construction and modernization supervisor; branch manager;
and now an elevator consultant.
solucore.com
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Viewpoint
Let’s go forward, not back.
The initial shock and disruption from the COVID-19
pandemic may be passing, but we now face a very different
future than we ever imagined. Though it’s
natural to wish a speedy return to normalcy
and slide back to the way things were, we
have a unique opportunity to permanently
improve the quality of our work, our lives
and the service we provide our clients. Let’s
Chris
briefly explore four obvious ways to improve
Jaglowitz
condominium operations and achieve these
three positive outcomes.
1. Virtual Board Meetings
The way we meet condo boards must change. While boards
often prefer in-person meetings with their managers and
supporting professionals, that’s no longer feasible because
physical distancing will remain important to varying extents
for many months. When you add increasingly lousy traffic
and the need to reduce costs, moving condo boards towards
video conferencing as the new normal is a necessity that brings
benefits with only modest cost and a short learning curve.
While we’re at it, why not go purely phone/video for “office
hours” devoted to serving residents’ needs?
2. Hybrid AGM Meetings
Similarly, the time has come for AGMs to go hybrid and
permit owners and presenters alike to attend remotely. Even
after the ban on 5-person gatherings ends, there are many
good reasons to go hybrid and move towards the all-virtual
model, including more streamlined meetings and shorter
evenings. This was unthinkable earlier this year but is now
both desirable and achievable. This is a natural evolution that
builds on the increasingly-popular electronic proxy and voting
tools everyone should already be using.
3. Electronic Payments
The days of circulating folders of invoices and paper cheques
for approval and issuing payments are drawing to a close.
Beyond pandemic issues, the new “prompt payment” regime
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under the Construction Act is a major impetus to shorten the
invoice approval process and switch to electronic payment.
The technology exists, so let’s use it.
4. Cloud-Based Operations
Working more effectively while being remote is paramount. Many businesses and workers were caught
unprepared by emergency closure orders and less able
to do their normal work, but lessons have been learned.
Operations must become sufficiently nimble to withstand
disruption and continue effectively off-site and away
from head office. This requires more than email access,
but comprehensive cloud-based systems for managers to
oversee and advance their projects and access the records
they need to serve clients and improve collaboration with
their boards, professionals and trades. Gains in productivity, personal satisfaction and work-life balance are all there
for the taking.
Make Change Happen
In all these cases and many more, condo managers will be a
significant force in making permanent changes happen. They
faced the pandemic challenges head-on, found creative solutions for adapting and learned painful lessons of what works,
what doesn’t, and what must change forever. Their creativity
and determination are boundless and driven by the desire to
serve their clients, including boards, owners and residents. And
managers know they cannot take care of anyone else if they
don’t take care of themselves sustainably.
The disruption in recent months has opened our eyes to the
possibilities and the clear necessity to do things smarter and
better. It is a major mistake to ignore this historic chance to
improve the way we work, live and serve our clients. n
Chris Jaglowitz, J.D., ACCI, practiced condo law for 17
years in Toronto before launching Common Ground Condo
Law in January 2020. He’s having great fun doing legal work
for condo corporations in a 21st century client-centred way.
commongroundcondolaw.ca

