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Message
from the

Executive Director

The Thirst for
Knowledge Continues
This time last year we wrote about the significant changes
occurring in condominium management as well as milestones reported by CMRAO six months after
licensing first went into force. The condominium landscape continues to evolve, so
does ACMO’s desire to support professional
managers and condominium management
providers. ACMO ’s education remains
central to licensing, together with an established challenge
exam process, as well as the continuing education requirement for General Licence renewal.
As of May 30, 2019, CMRAO reports there are now 3,045
licensed individuals and 395 licensed condominium management companies operating in Ontario. As we enter the second full
year of licensing, managers are reminded to submit their renewal
applications by midnight on July 2, 2019. General Licensees are
also reminded that they must complete this year’s continuing
education requirements in order to renew their licence.
While regulation of the industry and amendments to the
Condo Act has added to managers’ already full agendas, it also
brings long sought-after professional recognition of condominium management. As a result, the thirst for knowledge
continues. Since the beginning of the year ACMO has been
proud to offer successful joint conferences with various chapters of the Canadian Condominium Institute (CCI) including

Huronia, Grand River and Eastern Ontario. These events offer
unique opportunities for professional managers and boards
of directors to learn, ask questions and network.
Time, however, is of the essence! Our audiences have less
time to spend entire days away from the front lines and have
requested shorter, more targeted and specialized learning
to augment conferences and luncheons. A number of new
programs will be launched in the near future from topicspecific seminars to webinars and even livestreaming. Watch
for more details to be available soon.
In June, ACMO will launch its new website that will be
searchable and easy to navigate. We are excited to showcase
new features such as a robust and sharable platform for CM
Magazine, digital options for our loyal advertisers, and better
visibility for breaking industry news.
Finally, look for the Condominium Conference’s preliminary program that is included as an outsert with this issue.
Scheduled for October 4 and 5 at Enercare Centre, it’s a new
venue on a new date with a popular trade show that is 80%
sold out (as of the end of May). We look forward to seeing
you there!
ACMO 2000 certification is at an all-time high, and the
RCM designation and the standard it denotes remains a stated
preference by condominium boards. Thank you all for your
continued support.

Amanda Curtis, CAE
Executive Director
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Message
from the

President

Leading Our Communities
The ACMO Board of Directors and
staff have been extremely busy since the
turn of the new year.
Our committees are all
working diligently to
improve our member
services and our new
website is progressing
well and will be launched in the very
near future. Stay tuned for the release!
Thank you to all our members who
attended the Annual General Meeting in
person and via proxy. I am honoured to
be elected by my fellow board members
as President for my second year. Thank
you for your support and trust in me.
I promise to fulfill this role to the best
of my ability while always focusing on
promoting professionalism and a better
work-life balance for our managers
within the industry. This industry is
growing fast and condominium managers are in high demand. It is our goal to
provide an association that can assist our
members to be successful in their roles
and attract a new generation of managers into the field.

We are also pleased to welcome new
board members for the 2019-2020 term
and look forward to building a solid
association together.
As we progress into another period
of licence renewal, some managers are
required to complete a continuing education program prior to renewing with the
CMRAO. July 02, 2019 is almost upon
us and we encourage our members to
complete this course sooner rather than
later. More information can be found on
both the ACMO and CMRAO websites.
As previously announced at the Annual
General Meeting, Amanda Curtis our
Executive Director is looking forward to
easing into retirement. We are all aware
that we have big shoes to fill to replace
Amanda’s role even though she will still
be available through B.B. & C and work
with us through the transition period.
On behalf of the Board of Directors
I would like to thank Amanda for all
her expertise, hard work, loyalty and
dedication. Her support during my role
while serving in executive positions and
especially the last sixteen months as

President has been beyond my expectations, and I thank Amanda personally
for always being professional and, most
of all, supportive. She will be greatly
missed by all.
We are working with an external
consulting company to hire a new
Executive Director and are approaching
the interview stage. We will keep you
informed and up to date as we advance
through this process.
We are also heading into our busy
vacation time and wish all our staff and
members a safe and well-deserved vacation. Be safe and have a most enjoyable
summer.
My favourite quote for the month:
“Success in life comes when you simply
refuse to give up, with goals so strong that
obstacles, failure and loss only act as motivation” — author unkown
We’ll talk again soon . . .

Audrey M. McGuire, RCM
ACMO President
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Newsworthy
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ACMO’s 2019–2020 Board, Reduced Licence
Fees and Condo Conference
ACMO Welcomes New Directors to its Board
The following members were elected to ACMO ’s
Board of Directors at the Annual General Meeting on
Friday, April 26, 2019: Vincent Bennett, RCM; Catherine
Murdock, RCM – re-elected; Harry Nielsen, RCM ; Eric
Plant, RCM; Sean Wilde, UE, RCM; and Benjamin Tabesh
– Associate Representative.
ACMO ’s 2019 – 2020 Executive Committee is: Audrey
McGuire, RCM – President; Dean McCabe, RCM – Vicepresident; Catherine Murdock, RCM – Treasurer; Katherine
Gow, RCM – Secretary; and Harry Nielsen, RCM – Executive
Member at Large.
Thank you to all the enthusiastic and talented RCMs who
put forward their names to run for the Board.
CMRAO Reduces Licence Fees
In late April, Aubrey LeBlanc, Chair of the CMRAO Board of
Directors issued a statement announcing a 6.6% fee reduction
for all classes of licences for 2019–2020.
Two main reasons for the fee reduction were given. First,
the CMRAO wished to respond positively to industry part-

ners. Second, it was within the capacity of the CMRAO to
offer the fee reduction.
“The [CMRAO] Board made the decision to do this because
it was prudent, fair, and reasonable,” said Mr. LeBlanc in the
news release. “Current licensees who renew their licence will
pay the reduced licensing fees, and so will all new applicants
who apply for a licence after June 1, 2019.”
ACMO is pleased that CMRAO recognizes the financial pressure licensing has placed on many managers and appreciate
this positive step.
Annual Condominium Conference Update
In less than four months – on October 4 and 5 – top representatives for the Ontario condominium industry will converge at the
21st Annual Condominium Conference. The exciting new location is Enercare Centre just west of downtown Toronto with access
to all modes of transportation. We are happy to welcome back
Fine & Deo Condominium Lawyers as this year’s Partner Sponsor.
Sales for exhibit space and sponsorships opened in early
May. A preliminary program of educational sessions and other
details is included with this mailing of CM magazine. n
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Get the Best of Your Board–
Management Relationship

Until recently, the minimum requirements to be a board
member were the
following:
a) The person must
be over eighteen years
of age;
b) The person cannot have an undischarged bankrupt; or
c) The person must be mentally
competent.
The qualifications for a property
management company: none.
The above was sufficient to create a
lack of relationship between boards and
management companies in the management of a condominium corporation.
If we look at other professions, such as
law or accounting, and compare them to
property management, the first issue that
we will come across is the lack of respect
that exists toward the property management company, specifically property
managers, which is not the same in other
professional industries. Why is it so?
The requirement to work in either
the law or accounting professions went
through a process of evolution, which was
guided by the profession itself. For exam12 I CM Magazine SUMMER 2019

ple, the property management industry
did not always require professionals to
meet certain education and experience
criteria. It was only recently where the
government stepped in, that the requirement for education and qualification
standards were put in place. Yes, there was
a standard in place called ACMO 2000,
however, it was not mandatory.
In order to try and achieve a co-existence between boards and management
companies, with the knowledge that it still
will never be euphoria, the current steps
and future requirements will help. The
same way that we accept the fact that the
preparation of tax returns may result in
paying taxes, the educational requirements
would be the first steps toward gaining
mutual respect. These steps must continue
to evolve with strict educational and qualification requirements for both managers
and board members. A continuous professional update, post qualifications, should
be mandatory. Research and development
of all aspects of the property management
industry should be undertaken. We should
also not shy away from the “fee” issue. The
cost cutting of management fees takes
away from the level of service provided

and the quality of personnel. At the same
time, it will help the boards to consider all
the services provided to them and the cost
for value received.
It was said that “We cannot control a
relationship. We can only contribute to
a relationship. All relationships, business
or personal, are an opportunity to serve
another human being.”
Shlomo Sharon
Chief Executive Officer
Taft Management Inc.

• • • •
The relationship between condominium managers and
boards of directors
is paramount to the
success of the overall
operations of a condominium community.
The pertinent adage is ‘Directors direct
and Managers manage’. This concept
sounds simple; however, too often roles
become intertwined, misunderstood
and downright messy, thereby resulting
in frustration all around. When the relationship is a positive one and all parties
involved understand their roles, the

Can’t We All Just Get Along?

Photos: © Bigstock.com

Arguably, one of the most important relationships within a condominium community is between the
corporation’s board of directors and its manager/management company. As with any close connection,
there are times that edges can become frayed and tensions may arise. We asked ACMO 2000 executives
to give us their thoughts on the importance of maintaining balanced, professional and cordial interactions and posed the following questions to open up the discussion: How can management companies
be more responsive to their boards. Is licensing making boards view their management companies in a
more positive, professional light? Read on to find out their points of view.

condominium runs smoothly and efficiently. Even when issues arise, as they
often do, when directors and managers
work as a team these issues can be dealt
with prudently and competently.
So, how do we achieve an ideal working relationship with our boards?
Managing expectations and defining roles and responsibilities early on
certainly help lay the foundation for a
strong and successful relationship.
From the initial contact at a proposal
meeting, it is incumbent upon the
management team to listen to what a
board wants and needs. This will help
form the scope of work detailed in the
management contract. However, as is
the case with most management agreements, it is not possible to include all
the details of the day-to-day operations.
Open and ongoing discussions between
boards and managers must consistently
take place even after a contract is signed.
As the manager, educating directors on
their roles becomes an important part
of the job. Communication is the key to
avoiding misunderstandings.
While licensing has elevated the
condominium management profes-

sion, some boards expect managers
to be immediately responsive to their
needs. Directors assume managers
will be ethical, knowledgeable, diligent
and professional. These expectations
have not changed with the licensing
requirements. It is likely that directors
have always expected their managers to
meet minimum standards, even before
licensing was implemented. In the past,
directors could rely on managers having
an RCM designation, even though it was
not required. With the implementation
of licensing requirements, there is now
a legal requirement that substantiates
these minimum standards.
Boards have high expectations in
addition to meeting minimum professional standards. Managers will need
to be assertive in setting boundaries relating to what they will or will
not do. Managers must be confident
recommending boards use external
experts as needed. Licensed managers
are not lawyers, nor can they provide
engineering services. Additionally,
managers are not parking enforcement officers, couriers, emergency
contacts or superintendents. With all

the responsibilities imposed by the
new legislation, managers must help
boards establish priorities. Once again,
communication is key.
As we look to the future, management companies will need to realistically
assess the time needed to effectively
manage a corporation. Overloading
managers with large portfolios will
create burn-out and result in high staff
turnover. Investments will be needed
to retain managers and to recruit new
ones. This does mean that fees will need
to increase to allow for the additional
time and costs related to meeting all
of the industry changes. It is unlikely
that boards will happily be accepting
of these increases. Nevertheless, it is a
product of elevating the profession to
a higher standard and provides assurances to boards that their corporation
will receive professional management.
Ultimately, these changes will result in a
greater level of professional service to all
condominium communities.
Carla Guthrie, B.Sc., RCM
General Licensee
Chief Executive Officer
MF Property Management Ltd.
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Conflict between management and
boards of directors is
inevitable despite the
best intentions. Confusion and disagreement
typically arise because
of miscommunication,
misaligned priorities and expectations or
unexpected change. Even with the most
diligent onboarding designed to clarify
responsibilities, processes and goals, you
can’t expect to remove every possible
hurdle. The difference between a happy
or unhappy client often comes down to
how you handle conflict. Unsuccessful
strategies include ignoring issues in hopes
they will resolve themselves, giving in to
demands resulting in long-term erosion
of the relationship or pursuing individual goals destined to burn bridges and
ultimately end the relationship. Instead,
collaboration is key to finding a solution
that will work for both of you. Meeting in the middle to find a compromise
can provide the perfect opportunity to
strengthen the relationship.
Being more responsive to board
members starts with handling conflicts
quickly. Tough conversations aren’t enjoyable but the faster you can tackle the issue,
the better, demonstrating to the client
you take them and the situation seriously.
Remember, managers are licensed professionals and should conduct themselves
accordingly. Listen to clients’ frustrations
without interruption to ensure they feel
heard. Acknowledge their feelings and
opinions repeating back key points so
they know you understand their point of
view. Ask questions if more information
is required. Remember to show empathy.
This doesn’t mean giving in or agreeing
for the sake of simplicity but demonstrating that you care about their concerns and
are willing to look at it from their perspective. This will lend to your credibility that
you are trying to do everything you can to
reach an acceptable solution.
Up to this point, the focus has
remained on the client. Board members
should have been given the opportunity
to express their concerns, share their
needs and feel heard, acknowledged
and understood. Managers should not
act defensively or argue in any way. The
conversation should remain professional
by objectively stating facts. Communicate the who, what, when, where, why
and how. Leave opinions and emotions
out of the conversation. By eliminating

a defensive position and relying strictly
on fact, the client should now be ready to
listen to a proposed solution with more
of an open mind or if not prepared, at
least be agreeable to what will happen
next in the process. Be confident in
your training and the experience of your
mentors which provides you with ability
to offer guidance to the client to make
wise decisions. Once the solution is set,
stick to it without wavering. Remain
firm, fair and friendly and remember
you are the professional.

Licensed managers must always act
with professionalism. Positive conflict
resolution builds trust and respect.
While conflict is sometimes unavoidable, being prepared to manage it in a
professional manner quickly and with
empathy, effectively presenting positive
solutions, will go a long way to ensure
everyone can get along. n
Michael Holmes, MBA, CPM, RCM,
CMOC, CMCA, ACCI, AMO, ARM
Vice President, Operations & Sales
Larlyn Property Management Ltd.
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Manager of the Year

Vince Bennett, RCM
President
Bendale

Why can’t we all get along? This is a
question every condominium manager
will ask throughout the course of their
career. Whether you’re managing a small
condominium, a townhouse complex, or
a large tower with shared facilities, you are
going to need the same set of skills as any
manager to do your part to keep harmony
within your condominium community.
And that is exactly it, you’re managing a
community. Within that community you
are going to find people with many different types of personalities, backgrounds,
perspectives and ideas. Many of these can
add enjoyment to your career and assist
in your ability to manage, and in some
cases, can add turmoil and stress.
One of the most important things
I believe you can do, is to take a good
look at the property you’re managing.
No, not physically look at the property
16 I CM Magazine SUMMER 2019

– although it’s important you do that
too – but take a good look at the property from the perspective of an owner
of a unit within that community. Place
yourself in a position of ownership so
you can fully appreciate and understand
the community and what exactly you
are managing. By doing this, you’re able
to establish the ability to relate to the
property and the residents living there.
You’re building a rapport. There are a
few basic musts that will help with keeping harmony within your community:
Communication: This is always a
hot topic and always an area that can be
improved upon. The more people know,
in advance, the more likely they are to
receive news with reason and understanding. When people know the who, what,
where, why and how, the less questions you
can expect to receive. Be as informative as

you can be, while keeping it as simple as
possible. Owners want the facts. Communicating in a proactive way helps prepare
people, and owners who can prepare are
more understanding and reasonable.
Good financial stewardship: Remember, this isn’t your money. This money
belongs to the condominium corporation
and was contributed by hard-working
people who expect you to spend it wisely
and responsibly. It’s your job to make sure
that your condominium corporation is
receiving good value for its money. And
this doesn’t necessarily mean selecting the
cheapest service provider. When awarding work or selecting a service provider,
it’s important that the condominium
corporation is receiving a good quality
product for the cost. Do your homework on service providers that you are
not familiar with. Reach out to other

Photo: © iStock.com/ ablokhin

Promote Rapport within
Your Communities
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property managers – our industry has
an abundance of knowledge within the
experienced managers. As a manager,
you have to make yourself familiar with
the quality of service you are receiving
from your service providers. Always be
mindful that you are spending someone’s
hard-earned money, and when owners
know that their money is being spent
well, their confidence in you should bring
a level of comfort to everyone.
Tell them the truth!: Sometimes the
truth isn’t what we want to hear, but the
sooner we face the reality of a situation,
the sooner we can find a solution and work
through it. Often a manager’s job is to
deliver bad news – a boiler has quit prematurely, a reserve project is going to cost
more than budgeted, the roofing contractor is issuing a change order because the
sheathing needs to be replaced, or the
corporation needs a special assessment
because they don’t have enough money
to pay their bills. Don’t wait until it’s too
late. Gather as much information as you
can and, if possible, provide solutions or
options when presenting less desirable
news. As soon as you have information
that will impact the corporation in a
negative way, be up front with your board
of directors and owners. Dealing with
negative circumstances early on will build
trust and rapport with your owners and in
many cases be less expensive than if they
had been ignored.
Be decisive, be a leader: It was August
2018 during a record rainstorm when I
received a call from the superintendent
of a highrise condo reporting a flood on

the amenities level. Fortunately, I was at a
neighbouring building and was able to be
there within just a few minutes. When I
arrived, the amenities level (located on A
level), was under six inches of water and
leaking into the basement level – which
was also under about 3–4 inches of water.
The recently renovated lounge had water
pouring into it from a roof drain fitting

{

ing morning with trades to continue to
clean up. By making decisions quickly
and taking immediate action, the total
costs were under $100,000 and were able
to be paid from a self-insurance fund
the corporation had been maintaining.
Residents were given notices immediately and then regular, sometimes daily,
updates on progress. In the end, every bit

As a manager, you will be looked to for problemsolving by boards and by residents. Be prepared,
and know that each incident adds to your
experience as a manager.

that had blown apart. Owners who had
heard came down to view the damage
and the looks on their faces was of devastation. I had been involved in floods
before, but nothing like this. I knew the
only way to get the water cleaned up, keep
everyone calm and minimize damages
was to take charge. I immediately
called our in-house remediation team,
a third-party remediation company,
our electrician (the water had set the
fire alarm off as well), a vacuum truck
company, and of course our insurance
company. Water pumping and extraction
began within 30 minutes. An adjuster
and estimator arrived shortly after and
soon provided an estimate of damages
of roughly $400,000. Almost nine hours
later, 18,000 litres of water had been
extracted and damaged building material
removed. I returned on site the follow-

of feedback we received from our residents was positive. As a manager, you
will be looked to for problem-solving
by boards and by residents. Be prepared,
and know that each incident adds to your
experience as a manager.
We all want to get along and keep
harmony within our condominium
communities. This is achieved by
communicating effectively, understanding the community we are managing,
and treating it as if it is our own. n
Vincent Bennett, RCM is president
of Bendale, a family-run condominium
management company headquartered in
Kingston. He was awarded ACMO’s Manager of the Year for 2018. Most recently,
Vince was elected to ACMO’s Board of
Directors representing eastern Ontario.
Bendale.ca
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Your Value
Can’t
We AllProposition
Just Get Along?

Rosemary Sangiorgio, RCM
Gateway Property
Management Corporation

“Breaking Bad” in Condos
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Won’t Keep the Peace

In a perfect condominium, all that live
on the property abide by the Rules and
there is no need to issue violation letters
or to verbally remind people of said Rules.
We all know perfection does not exist, but
perhaps working towards that objective can greatly improve and contribute
to the goal of harmonious living among
residents on a property. So, how do we
improve Rule abidance in the condominium? How do owners know the Rules to
be able to abide by them? And what about
that board member that always parks overnight in visitor parking? How do we tell
them that Rules exist for all in the corporation and that there are no exceptions?
Finally, what does a manager do when all
else fails and what options exist to address
owners that just want to break bad? Luckily you are reading this informative article
that discusses all of these things!
The Rules of a condominium are
commonly referred as ‘house rules.’ Their
purpose is to help owners get along with

one another, to protect the condominium
property and its assets, but most importantly to protect the owners’ right of quiet
enjoyment within their respective units.
Each condominium comes with its own
set of Rules which differ from property to
property. The Rules are initially created
by the developer and submitted with the
disclosure statement prior to the condominium’s registration. Moving forward,
the board of directors can decide to
change, remove or modify a rule granted
the rule is not contested through a requisitioned meeting of owners.
Communication is the Key
to Success
A common complaint among owners
who are singled out is “Well I didn’t
know I couldn’t do that” which is also
commonly followed by “Would you
mind giving me a copy of the Rules?” In
my experience, not many owners review
their Rules before moving into a condo.

Questions I am asked frequently usually
involve pet restrictions and not necessarily whether Hibachi barbecues are
allowed on the balconies since they don’t
have a propane tank attached to them.
Wouldn’t it be great if someone
explained the Rules to owners verbally?
Perhaps going over them point-by-point?
One idea to communicate the Rules is
to host an annual info session where a
manager can go over the Rules of the
condominium and answer or clarify any
concerns people may have, as well as
explain why certain rules exist. This type
of exercise serves more than one purpose
as it assists in the creation of a community
environment on the property, supports a
common ground between the manager
and owners and (let’s face it) can certainly
eliminate some work for managers. For
even more community involvement,
managers can also ask a resident that
knows a different language to perhaps
assist in these sessions so that a larger audi21
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ence can be included. Rules can also be
communicated within newsletters, bulletins, friendly reminder mass emails, posted
on the condo community website as well
as other methods of mass media available.
The Rules are for Everyone
It seems every time I address a violation with one owner I am told of other
violations by other owners, building staff,
visiting vendors and sometimes even
board members. The times a manager
hears of board members not abiding by
the Rules can be most awkward as directors are the ones that should certainly
know better. In addition to the obvious,
a board member that consistently breaks
the Rules without repercussions can be
perceived as having preferential treatment.
This is never a good perception. Letters
should be issued to all owners in violation
of the Rules and are routinely done as a
three-step process. The first letter advises
and cites the violation to the owner and
perhaps gives a date of compliance. The
second letter reminds the owner of the
violation again, and refers back to the
previous letter that was sent coupled with
the communication of a more aggressive
compliance date. Finally, the third letter
does not offer a compliance date but a
note that should the corporation receive
yet another complaint, the matter will be
brought to the corporation’s solicitor to
deal with and all costs involved will be
the responsibility of the unit owner. It is
important for managers not to forget to
issue violation letters to board members
as well, to further drive home the point
that the Rules are for everyone and that
board members are only such within
board meetings. Once a board member
leaves a meeting, she or he is an owner just
like everyone else.

It is also imperative that a manager
stresses the importance of the Rules
with other people on site such as building staff, the superintendent and other
people that the community is involved
with every day. Leading by example is

{

condominium community; often this
is an opportunity for everyone to hear
each other’s perspective on the issue and
to resolve the situation in its entirety.
To live harmoniously is not always easy
in the best of situations. Amplify that by

“... Rules are for everyone and board
members are only such within board meetings.
Once a board member leaves a meeting, she or he
is an owner just like everyone else.”

one of the best forms of non-verbal
communication too, so the better staff
and vendors know the Rules the more
they will be able to communicate them.
Effective Enforcement
If three letters have been issued, the
solicitor has become involved, and the
owner continues to violate a Rule that
consistently disturbs other owners on the
property, the last option that the corporation has is to go to mediation. Mediation
and/or arbitration is mandatory under
the Condominium Act, 1998 with respect
to disagreements between owners and the
corporation when it comes to the declaration, bylaws and rules. The purpose of
mediation is to eliminate any confusion
and provide clarity among the parties, to
address the concerns of each party and
put into consideration the situation as
a whole and suggest resolutions that all
parties can agree upon. This statutory
process begins, usually with an informal
meeting with all the respective parties,
but could become complicated (and
costly) if people act unreasonably. The
point here is that there is a process that
must be followed by all members of a

living on a property with strangers that
come from all different backgrounds,
beliefs and life experiences as well as
having their own internal set of rules that
are perfectly fine in their own minds. Some
days managers can feel as though they’re
herding cats as they try to manage the
building and staff as well as owners that
are disrupting the community. At times
where managers can become exasperated,
it is helpful to know there are systems in
place that can ultimately address the issues
and provide a direction for when property
management needs to take care of owners
that are hell bent on breaking bad. n
Rosemary Sangiorgio has been
working in the property management industry since 2006 and became an RCM
in 2017. While living in Toronto she managed several new condominium developments from the occupancy stage to registration as well as managing older, more
established condominium communities.
Rosemary now manages a portfolio of
condominiums and rental pool associations with Gateway Property Management Corporation in Cambridge.
gatewaypm.com
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Can’t We All Just Get Along?

Marc Bhalla, Hons. BA.,
C.Med, Q.Arb, MCIArb
Elia Associates

To Infinity and Beyond
Unlike all other formal dispute resolution processes, mediation focuses on the
parties – those involved in conflict coming
together and working together to find a
mutually acceptable outcome. Processes
that impose an outcome on disputants
do not worry about how acceptable each
of the parties might find the result; such
processes are adversarial in nature and
focused on right and wrong, as opposed to
looking forward in a manner that is agreeable. To that end, mediation truly provides
a unique opportunity that makes so much
sense in the condominium context, where
those experiencing conflict often remain
in community with one another throughout and beyond the dispute.
That being said, the mediation process
is not set in stone. Among its core benefits is the fact that mediation is flexible
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and can be catered to suit those involved
in a dispute. Here are some ways that
mediation can be customized to provide
comfort and convenience:
Informal Mediation
To go to court, paperwork must be filed
and fees paid to formally commence a
proceeding. To move ahead with arbitration, an arbitrator must be agreed upon
or otherwise determined. While formal
mediation typically requires a degree of
administration to come together, informal mediation can reduce or alleviate
such work. The advantage of informal
mediation is that it can take place early
on in the course of a conflict, when issues
initially emerge and before they boil over.
Sometimes, a condominium’s property
manager – or a senior manager within

the management company – facilitates a
meeting in an effort to address a matter
before it escalates further. While it can
be a challenge for a property manager
acting as mediator to present themselves
as impartial – bias is deemed to exist as
they presumably have an interest in keeping the board happy and their contract in
place – there are occasions where a casual
sit down with a property manager can
help resolve an emerging dispute.
In other circumstances, the manager
may already have enough on their plate,
may not have sufficient conflict management training or may have a role in the
history of the issue that makes it difficult
for them to step into the role of facilitator. Mediators offer informal mediation
services. For approximately the same cost
as a traditional enforcement letter, a medi-
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ator can step in early as an unbiased and
impartial third party who has a degree of
separation from the community, to help.
These sessions tend to be more formal
than a casual sit down yet are much less
formal, timely and costly than traditional mediation. Many condominium
boards offer to cover the cost of the
mediator, particularly in situations of
duelling residents, where it is not clear
who to enforce against, as a means to
fulfil the condominium’s legal obligation to take all reasonable steps to effect
compliance with the Condominium Act,
1998 (the Act), along with the community’s declaration, bylaws and rules – in
accordance with Section 17.3 of the Act.
Online Mediation
In a world where we increasingly leverage the internet at our fingertips and
communicate, shop and even date online
(so much so that many of us are surprised,
embarrassed or even tune out weekly
reports outlining just how much screen
time we take in), it is a natural progression
for dispute resolution to move online. It
may seem silly when members of a condominium community engaged in a dispute
are physically located close together, yet
mediating online offers convenience
and comfort that traditional, in-person
mediation does not. Often those involved
in a conflict feel uncomfortable with the
notion of sitting in a room with those
they see as the root of the conflict to talk
it out. The degree of separation by way of
an online forum can alleviate anxiety and
otherwise make it easier to participate. It
can also help parties come together if there
are hesitations surrounding the behaviour of others, especially to the extent that
behaviours may be abusive in nature. This
is not to suggest that online mediation
removes the possibility of abuse altogether,
but rather that the layer of physical separation can offer heightened protection over
an in-person gathering.
Online mediation in this context can
often be facilitated by making use of the
technology that feuding parties already
use and are comfortable with. As the
Canadian Internet Registration Authority reported that 74% of Canadians spent
at least 3–4 hours online a day in 2018, the
chances are that there is an existing degree
of familiarity and comfort with technology among those involved in a dispute in
your condominium community. To the
extent that you are dealing with one of

those rare individuals who has managed
to avoid technology from being a part of
their lives, the statistics suggest that they
are an endangered species as Canadians’
use of technology has only increased over
the course of the century.
Hybrid Processes
A downside to mediation of any form
is that it offers no guarantees of resolution. This is the result of the great
advantage mediation offers over other
dispute resolution processes by empowering those directly involved in a conflict
with control of the outcome.
Hybrid mediation-arbitration
processes, known as “med-arb”, offer the
best of both worlds. Whether the same
facilitator switches hats if mediation does
not look to be able to resolve a matter or
a new facilitator (identified in advance)
comes in immediately after mediation to
arbitrate, the process is designed from the
outset to guarantee closure.
This saves the time of having to
identify an arbitrator after mediation takes place and has been known
to better encourage those mediating
to embrace the opportunity to have a

say in the conclusion of their dispute.
Someone looming large, ready to
impose an outcome can feel more real
in this circumstance and encourage
settlement considerations over situations when there are many unknowns
about arbitration at the mediation
stage. Med-arb may not be the right
fit in every situation, yet there are
certainly occasions where it makes
sense to consider it.
While mediation has been around in
the world of condominiums for some
time, becoming mandatory for certain
types of disputes over 18 years ago, there
has been a tendency to view it as a set
process. Now more than ever, that is not
the case. The way that mediation can be
structured is tremendously flexible and
this flexibility should be considered to
ensure that the opportunities offered
through mediation are best leveraged. n
Marc Bhalla is a mediator and arbitrator who focuses his practice on condominium dispute resolution. He has
been with Elia Associates since 2002 and
can be reached at mbhalla@elia.org.
elia.org
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Andrea Lusk, B.Sc. (Hons), LL.B.
Associate Lawyer
Gardiner Miller Arnold LLP
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Why Strong
Relationships Matter
No Man is an Island, Entire
of Itself.
When you have five days to send out
a pre-meeting notice after receiving a
requisition, an information certificate to
complete, a status certificate due, a bid to
prepare, a client to see, focusing on building business relationships may seem like
another thing to add to the growing list of
“work stuff.” How or why can you devote
even more time to “work stuff,” when
it seems like there’s no time to spare?
While all relationships matter, business
relationships can have a positive trickledown to strong personal self-worth.
Fostering strong professional connections with colleagues, associates and even
competitors leads to better knowledge,
proficiency and contentment in the many

hours we spend on “work stuff,” which
can make the mere hours left for personal
“life stuff” more enjoyable.
Know What You’re Good at,
Know Who’s Just as Good
(or Better)
Business relationships are about helping one another to get a job done. They are
about making work easier and better so
it gets completed well and painlessly. You
are only one person and can only do so
much. Honing a good professional reputation requires you to know what you are
good at and being self-possessed in what
you can and cannot offer. Being part of a
profession or trade and being confident in
your own skills should also cause a conscientious and mindful person to see who

else is out there offering the same services,
and whether they are a person you would
trust to discuss a problem, collaborate with
on a project or send potential work to.
It’s impossible to be good at everything. Or, for argument’s sake, if you are
the expert at everything, it’s impossible
to have time to do everything expertly.
Co-workers, colleagues, associates and
even competitors are relationships to
nurture and promote. Of course, you do
the best work. But if a potential client or
customer needs work yesterday and you
can’t do it until tomorrow, or if taking
on the task will cause your current work
to suffer or would have you dabbling
in something you know a colleague or
competitor has more experience in,
make a referral to your professional
29
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contact. The customer will remember
that you sent them a good referral who
helped. The referral will remember
that you sent them a customer and will
reciprocate. Even if the referral ends up
with the competitor – it’s better to like
and respect the person you are competing with. If you sent your professional
colleague a referral because the area
was one you didn’t have experience
in, that’s an opportunity to network
on the point or learn more. Knowing
what you’re good at can lead to further

growth and professional development
even if it sometimes means turning an
experience away.
Some Business Relationships
are Difficult
There’s no need to like every colleague
or competitor. It’s not always realistic. Not
everyone’s compatible. Some people are
impossible, and you don’t always choose
who you work with. However, there’s
value in dealing with difficult people.
Dealing with a difficult business contact

allows you to learn how to control your
reaction to a negative impetus. If you have
to deal with a nasty business colleague or
client for the duration of a contract, you
can’t let that nastiness permeate your own
work or off hours. Learning how to leave
such work stressors at work is a valuable
skill. The only thing you have control
over is your own reaction. We spend a
lot of energy trying to please those who
cannot be pleased. Accept that. Do the
best work you can, limit interaction with
the nasty and call it a day. With luck, you
can limit your interaction or the amount
of personal energy you put into dealing
with a negative contact and focus that
energy into your good relationships and
doing good work (and you’ll get a better
night’s sleep not dwelling on it!).
An Example of How It Can
Work
As outgoing chair of the ACMO
Associates Executive (and the grateful
recipient of the 2018 ACMO Associate
of the Year Award), I have witnessed
professional relationships build a stronger industry. I have also seen how these
solid business relationships build confidence in individual ACMO members,
myself included. Membership obviously
comprises colleagues and competitors,
some of whom have worked together or
alongside each other for years. It’s naïve
to suggest that competition doesn’t
matter, or that everyone likes each other
on a personal level. ACMO’s members
– from various professions, trades and
experiences – take the time and come
together to share knowledge on up-andcoming advancements and advocate for
the industry. All of the members working together, regardless of their company
or history, provide content, skill and
support that allows the individual
member to do their own best work. n
Editor’s Note: Special thanks to Andrea
for writing this article for CM magazine
while on maternity leave with a newborn
and toddler at home.
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Andrea Lusk, B.Sc. (Hons), LL.B. is an
associate lawyer at Gardiner Miller Arnold
with a focus on condominium law, civil
litigation, real estate and trusts and estates law. She was the Chair of the ACMO
Associates Executive from 2017-2019 and
a regular contributor of articles and presentations on condo and litigation topics.
gmalaw.ca
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How to Make Condominium Management
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a Sought-After Career Choice
Condominium development has
occurred at a tremendous rate in Canada
and in Ontario over the last ten years.
At this time there are about 1.3 million
people who own 587,000 units in Ontario
alone. With average home prices skyrocketing over that same 10-year period, many
people have and will continue to turn
to condominiums as a means of home
ownership. Over this same period of
time, condominium management (CM)
has become more complex and professional with the introduction of licensure
in Ontario and various other changes to
the Ontario Condominium Act. Due to
these changes, it is anticipated that 10%
to 15% of current managers will leave
the industry in the next three to seven
years resulting in an impending human
resources crisis. (“Toronto’s Condo Population.” TOcondonews.com. March 2017.)
All of these factors have made it more

challenging to recruit and staff qualified
managers. The critical question revolves
around both how to maintain good
current managers and how to encourage
people to pursue CM as a career choice.
Three things need to happen: 1) managers need a better work-life balance; 2)
remuneration needs to increase; and 3)
we need to market the attractiveness of
management as a career choice.
First and foremost, improvement
must be made to the lifestyle of condominium managers. CMs work long hours,
have many evening meetings, are on call
24/7 and, by the nature of their job, deal
with a significant amount of negativity.
Technology is evolving at a rapid rate –
sometimes beneficial and sometimes not!
The amount of email, texts and voice
messages are frequently overwhelming. However, management software is
improving to make management more

efficient. As further industry consolidation occurs, there will be a greater market
for management technology leading to
greater improvement. Right now, we
can’t say that there is one solution that
everyone should be buying – much of it
is fragmented. This needs to change. We
need to work together to find solutions
that work for our industry.
Along with technology, there needs to
be a change in the mentality of condo
residents and boards of directors.
Managers need to show and promote
themselves in order to be accepted and
respected as professional partners.
Boards need to govern and not micromanage; Managers need to manage.
Much like major corporations around
the globe, boards govern and the CEO
is the condominium manager. Condominium management requires a diverse
team of professionals. Gone are the days
33
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of the lone wolf manager. Managers
need to be supported by administrative
professionals specializing in compliance, mandatory forms and in customer
service. Lastly, the workload of managers needs to decrease by limiting the
number of corporations and units
under management.
The second major change involves
remuneration. Among the three real
estate asset classes (residential rental,
commercial and condominium), condominium managers are paid the least
(based on our experience and our inter-

nal pay scales that are in keeping with the
industry). For the most part, we work
in smaller companies without a pension
plan and even without benefits. We need
to provide a 20% increase in the average
salary of a condominium manager to
about $75,000 per year to bring it in line
with our other colleagues. Any increase
in total remuneration packages will only
be as a result of increases in management
fees. We also need to start charging fees
for managing capital projects. Again,
this is the standard in the other asset
classes. There is a difference in day-to-

day condominium management and
capital project management – many
condominium managers are forced to do
project management without additional
remuneration and without a reduction
in their regular responsibilities.
Last but not least, we need to start
marketing our industry to young
people. We have never come across a
high schooler who has told us that they
dream of one day becoming a condominium manager. By highlighting the
benefits of condominium management
as a career choice – and there are benefits! such as, but not limited to, helping
people, working directly with your
community, protecting people’s homes
and family, and many more – younger
people may proactively choose it as a
long-term career. We also need to integrate condominium management as an
option in existing property management
programs in colleges. Currently only a
few courses are offered by a limited
number of institutions. The only way to
draw new entrants is to create a pipeline of educated, young professionals
seeking entry-level positions. We could
also go so far as creating work placement opportunities prior to graduation:
“Build it and they will come!”
Condominium management can be
a very attractive career for many, we
just need to get out there and show
people how. Happier managers, who
are fairly remunerated are the best
marketing tool. A human resource
crisis can be avoided by having educational programs that can provide
young, talented people who can learn
on the job and then replace our cohort
of retirees. n
Dan Fried, RCM, CSM is CEO, Transition Team Leader of Capital Integral
Property Management, an ACMO 2000
certified company. He sits on the CMRAO
Discipline Appeals Committee and the
Tarion Consumer Advisory Council.
Yawar Khan is COO of Capital Integral Property Management. He oversees property management operations
and also manages properties directly. He specializes in budgeting, financial reporting and reserve fund studies.
Yawar is also a frequent public speaker
at various condominium management
conferences and seminars.
cimanagement.ca
35

Strategies for Dealing
with Difficult People

Condominium living is community living and there are elements
which one must adhere
to that sometimes
could be a nuisance
and make one behave
in a way which is out
of character. As a property manager, I have always had the
outlook that there is a reason behind
the person’s ACTION and the property
manager’s REACTION that will drive
the outcome. The best trick to managing a difficult person has always been
about dealing with the difficulty the
person is going through.
Take a simple approach such as:
Listening to the person to understand
their concern and acknowledging it
without interruption is crucial.
Staying calm and understanding the
anger behind the person’s behaviour
is primarily due to the difficulty and
challenge they are having towards an
unresolved matter. The emotional reaction is not directly targeted at the manager
personally, but is the result of their frustra36 I CM Magazine SUMMER 2019

tion. Staying calm and continuing to listen
to understand the core of the problem is
extremely important.
Showing respect is important and any
sign of contempt will not help resolve
the situation. The manager’s focus
should always be around resolving the
problem and distancing the negative
behaviour from the equation.
Solution: Once the concern is established, discussing and recommending
a viable solution generally makes one
walk away happier.
Dipta Baidya, RCM
Vice President of Finance
Dove Square Property
Management Inc.

• • • •
During my nine years as a property
manager I have encountered the nicest
homeowner to the most ornery homeowner who does not want to hear what I
have to say but wants his problem taken
care of “yesterday.”  
Two tactics I use are – First, I take
a deep breath and release it slowly

before answering the phone. I find
this action relaxes my body so I’m not
tensed up. Second, I
surround myself with
uplifting quotes and
pictures at my desk. I
have a saying that I
keep directly in front
of my computer that reads “Do not
listen with the intent to reply, but with
the intent to understand.” For me this
is such a true statement. Remember,
we are blessed with two ears and one
mouth. It is our job to listen more and
speak less. This is my daily target to
hit. I’m not perfect but I keep trying
for the bullseye!
Jackie Stavert, RCM
Newton-Trelawney

• • • •
In this career, first and foremost we
need to recognize it is a serious customer
service job. When issues come up, a resident will take it very personally, because
it is personal! It’s their home.
It’s important to remember our job is

Can’t We All Just Get Along?
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Of the many talents a manager must have in their broad skill set, surely people skills
(including a calm demeanor needed to address all the questions that can arise at the
management office) will rate in the top five. Because not everyone who arrives at the
office with a question is cheerful. We asked condominium managers and executives to
share their best front-line tactics for dealing with the myriad personalities that make up
a condominium community.

not only to fix issues but to teach residents about their asset. People cannot
learn when they are
upset. That being said,
it is not our job to
accept abuse, but learn
how to defuse a hightension situation, so
that we can deal with the problem and
teach. That starts with listening. Write
down what you hear. Even if the person
on the other side of your desk is yelling and cursing, IT’S NOT PERSONAL!
Recognize it’s very personal to them
because they are in a situation they
don’t know how to control. Humans
generally like to be in control, and it
messes up their sense of balance when
they’re not in control. If a person is yelling you can, in a very calm voice say,
“I am very sorry you are experiencing
this situation and I want to hear what
you are saying so I can help you, but I
don’t hear well when people yell at me.
If you could please lower your voice it
will help both of us fix this problem.”
What you have done is tell the person

they deserve respect and you genuinely
want to help them, they are not alone,
you are both in this together.
Now there are people who will
not respond to a polite request for a
modicum of respect. When a person
is behaving in this manner and just
wants to blame and bully, then you
can use what I refer to as the three Cs
– Calm, Control, Command. People
that behave in that manner want leadership and they don’t always know it.
The three Cs are easy to remember:
the one who stays Calm is the one in
Control and the one in Control gets
to make the Commands. In this case
the statement would be, in a very calm,
controlled manner, “I am very sorry
you are experiencing this situation. I
hear what you are saying, and I will
help you. I need you to speak lower so
I can hear you and fix the problem.” It
is still a respectful statement but more
authoritative in tone.
These techniques take practice to
get right and it’s not in everyone’s
personality to stay calm in a high stress

situation when they feel like they are
being attacked. At the end of the day
try not to take mean things people may
say to you personally. Just ask yourself, “Is this situation something I’ll be
remembering when I’m 90 years old
sitting in my rocking chair?” Chances
are, probably not.
Darryl Norrie, RCM
DEL Property Management Inc.

• • • •
In our property management
company, we have a number of tactics
for dealing with difficult
people. First, we take a
step back and try to put
ourselves in their shoes,
remembering this is
either their home or an
important investment for them. We listen
to what they have to say and emphasize as
best we can. When at all possible we try to
come up with a creative solution to help
them. However, in the case where this isn’t
possible, we draw directly from legislation
or from the condominium documents. In
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the rare case where we are unable to help
them, or they will not listen regarding the
law then we have two options. Our first
option is to send a legal letter explaining
their obligations or the lack thereof of the
corporation. As a last resort if the difficult
person is harassing, abusive or violent we
trespass them from all properties and our
offices except the one they currently reside
in, and limit their interaction with our
company to emergencies only, and written letters to the board to be opened at a
board meeting.
Sean Wilde, UE, RCM  
  
CEO, Senior Property Manager
Lee Management Solutions Inc.

tertiary sector, most difficult people
come and go, but there is a sense of
p er m a n en c y w h en
managing an individual’s residential
space. As repeated
interactions between
manager and owners
are expected, unwavering professionalism must be uniformly applied.
Understanding that difficult people
are only classified as such because
conflict arose from a difficult situation

is of utmost importance. The ability
to display sincerity in your communication with them, especially while
delivering “bad news,” minimizes the
conflict. Above all else, a change in
attitude which welcomes confrontation and new challenges is crucial.
After all, each interaction provides us
with new insight.
Melody Roche, RCM
General Licence
Crossbridge Condominium
Services Ltd.

• • • •
Conflict Prevention
People have two primal needs: The
need to feel safe and secure, and the need
to feel in control.
When these needs
are not met people will
behave in whatever
manner they believe
w ill restore those
needs. The skills to prevent conflict
and build relationships with those who
appear to have difficult personalities
are some of the most valuable assets a
manager can develop.
If you want to take control of an
emotionally charged conversation and
prevent conflict try these steps:
1. Imagine yourself in the counterpart’s position.
2. Observe and listen without reacting
or judging.
3. Demonstrate empathy and show a
sincere desire to understand what the
other side is experiencing.
4. Recognize their perspective and
demonstrate that recognition.
5. Validate the other side’s emotions.
6. Propose a positive, compassionate
and solution-based thought.
A disagreement can be re-framed
into a negotiation with empathy, active
listening and patience.
Nicholas Chirametli, RCM
Vice President,
City Sites Management

• • • •
One of the biggest challenges our
industry faces is the inevitability of
dealing with difficult people on a near
daily basis. In the many areas of the
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Can’t We All Just Get Along?

Robert Mullin
SmithValeriote Law Firm LLP

“Much Ado About Nothing” remains an
ever-current play by William Shakespeare.
A satire on the internal struggles of an
extended noble family, it portrays conflicts
fuelled by gossip, mistaken identity and
damaged pride. In the end, after mounting
accusations are exchanged, duels threatened and reputations ruined, the leading
characters, Beatrice and Benedick, set the
tangled record straight, to widespread
embarrassment. To avoid sober selfappraisal, the characters pitch themselves
into weddings, the curtain falling on a
scene of dance and merriment. The better
the play is performed, the dizzier one feels.
While Shakespeare did not live in a
modern condominium, even a sliver of
reported cases summons his themes.
Epic court cases have been fought over
such titanic contests as replacing a canvas
canopy, proxy signatures printed, not
cursively signed, or the true effectiveness
of a children’s pool diaper. (See Little v.
Metropolitan Toronto Condominium Corp.
No. 590 2006 CarswellOnt 4984, [2006] O.J.
No. 3294, 50 R.P.R. (4th) 128; Hogan v.
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Metropolitan Toronto Condominium Corp.
No. 595 2014 CarswellOnt 8445, 2014 ONSC
3503, 241 A.C.W.S. (3d) 977; and Pantoliano v. Metropolitan Condominium Corp.
No. 570, 2011 HRTO 738 (Ont. Human
Rights Trib.), respectively.)
Regrettably, some communities
convulsing in inane conflict appear as
prevalent today as in 1599.
If you are a professional serving a
condominium or a board member leading
one, a conflict will invariably arrive at your
door. Conflict is a consuming human exercise. Precious resources are called upon
which could be directed elsewhere. While
conflict may be unavoidable, the following
ideas may be tools to avoid them becoming the stuff of comedy.
Keeping it Professional,
Not Personal
During the annual general meeting at
the conclusion of the president’s report, a
disgruntled unit owner rises to the floor.
While his complaints are varied, he then
centres on the president, ending with the

parting shot, ‘thanks for being crooked’,
returning to his seat. The president, aghast,
begins to react, her voice crackling as she
begins a long and emotionally charged
reply. Egged on by catcalls from the seated
unit owner, the president’s polished report
now devolves into a contest of wills. While
the president is successful in shouting
down her accuser, who really won? Clearly
the unit owner. Professional politicians are
masters of this terrain; a voter accuses a
prime minister of high crimes at a public
event, the seasoned politician responds
with a polite smile and returns to message.
Do not take the accusation personally,
recognize it for what it is: a trap.
Imagine if the politician’s eyes
widened, his finger singling out the
accuser, his voice thundering as he
demanded an apology from the voter.
We would soon forget the accusation
and remember his bellowing response.
Recent memory calls upon federal NDP
leader Jagmeet Singh’s adept handling
of an onstage heckler. Rather than
contesting her, Mr. Singh thanked her
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You Can Avoid Legal Conflict
of Shakespearean Proportions

for attending. Returning to the annual
general meeting, the president’s more
effective response may have been, “I am
sorry you feel that way. I believe we had
a great year, as mentioned fees only rose
by 2%, the reserve fund is healthy, our
audited financial statement is unqualified; I again would like to thank all of
our committees, the volunteers….”
Personal Interactions
Cases in Ontario also revolve around
board members and property managers
having ‘interactions’ with unit owners.
For example, during a site visit a satellite
dish is found, a breach of the condominium’s rules. The president, clipboard
in hand, bangs away at the unit’s door,
with the comment, “I will deal with this
right now.” Finding no one is home,
the president summons a ladder, the
dish is soon grounded. Problem solved?
Not likely, as cable television remains a
touchy subject. The unit owner returning
home finds her dish removed, a scribbled
note in her mailbox. A call to the police
and now the scene sees a verbal contest
between a unit owner and the president,
the latter ultimately charged with theft.
(See R. v. Nash 1990 CarswellOnt 54, 12
W.C.B. (2d) 28, 28 M.V.R. (2d) 131.) The
answer: follow a process and remove the
personal interaction as much as possible
from the equation. Do not knock on the
unit owner’s door, write a letter. When the
unit owner calls the property manager,
ask for his comments, in writing. This will
not only build a paper-trail to serve the
condominium, it will also assist in defus-
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ing situations. Do not take matters into
your own hands. Every infraction should
have a process. Follow it.
Leading and Serving is
Optional
When a group of unit owners muster
a requisition to remove the sitting directors, the board and property manager
meet, determined to prevail. A director
comments with nodding agreement,
“Only we have the knowledge to lead
this condominium!” Owners’ lists are
prepared, talking points made and newsletters produced. The lawyer is called,
asked to find any errors in the notice and
contest them. While the board survives
the removal vote, the human toll is high
with sleepless nights, frayed emotions, a
high legal bill and a property manager
now considering stress leave. Soon after,
further legal letters arrive, claiming the
meeting was improperly conducted
and a recount sought. While defending
oneself is admirable, not every struggle
is worth… the struggle. Sometimes the
art of a tug of war is letting go, with a
smile. A property manager should not
feel ill attending work every day. A director should not feel compelled to spend
tens of thousands of dollars defending her elected position. Leading and
serving a condominium is optional,
not mandatory. Regrettably the legal
landscape is littered in Ontario with
contested court cases involving requisition meetings, disputed elections and
competing candidates, leaving many to
wonder, why?

Public Conversations
A few years ago, I stayed outside of
Orlando in a resort condominium
community. In the centre, the community had a large and beautiful pool facility.
One day while I lounged by the pool, two
gentlemen lingered nearby with stress and
concern on their faces. They muttered
about Ms. Jones being in arrears, the
upcoming election, a recent dispute at a
shared facility’s meeting and a nuisance
dog on their radar. When I asked if I
could guess between them who was the
board member and the property manager,
their faces dropped. Had even a passing
acquaintance of a unit owner heard the
conversation, conflict would have likely
followed. Be impeccable with your words,
and be careful when you speak, if at all.
Gossip is a corrosive force in any organization, including condominiums. Leave
conversations about board business
strictly at the board meeting. Otherwise,
conveying confidential information is a
violation of the Condominium Act, 1998.
(See Condominium Act, 1998, S.O. 1998,
c.19, 1998, section 55(4)(c) .)
Be Consistent
One day a unit owner installs a hot
tub, a violation of the condominium’s
declaration. Years go by, unnoticed by the
board. A new manager arrives, citing the
problem. Given its length, the hot tub is
‘grandfathered’, allowed to remain but no
further hot tubs permitted. A neighbouring unit owner sees the hot tub, and in
turn installs his own. The condominium
brings enforcement against the new hot

tub owner, the unit owner in turn putting
up a stiff fight, citing his neighbour’s
long-standing hot tub. While the courts
will grant latitude and choice of enforcement for boards, many conflicts arise
when a unit owner feels inconsistently
treated. (See Peel Condo Corporation 108
v. Young (2011), 4 R.P.R. (5th) 162.)
Everything a condominium does,
from the minutes that are produced, the
repairs that are performed, the letters that
are written to the rules that are enforced
should strive to have the appearance and
substance of consistency.
Be Prepared and Be Open
Unfortunately, a recent spike in condominium cases have seen unit owners,
often former board members, challenging
decisions made by a successor board. (See
Patterson v. York Condominium Corporation No. 70 2018 CarswellOnt 13189, 2018
ONSC 3735, 295 A.C.W.S. (3d) 428.) Some
unit owners have gone to such lengths
to prepare competing reserve fund studies, preferred investment plans and
complete strategic plans. If not followed,
the unit owner resorts to court, seeking
the judiciary to intervene and adopt their

superior plans. The courts recently have
sided with well-prepared boards, recognizing the business judgment rule that
demands deference to an elected board
who are following the law. Therefore, be
prepared. That said, also be open to new
ideas. Should a unit owner’s report drive
board decisions? Absolutely not. But if a
unit owner recognizes that her reports
were entered into the minutes, received fair
consideration and elements even adopted,
he or she may be less motivated to launch a
court case costing the condominium ten of
thousands of dollars in unrecovered fees.
Regrettably, conflicts in a condominium setting are common, and in the end
of Shakespeare’s play, the origin of such
often long forgotten. Do not forget to
avoid the trap of making it personal, by
always being consistent and open and
maintaining boundaries. n
Robert Mullin is a knowledge leader in Ontario condominium law, writing
and speaking frequently on the subject.
He regularly works with developers,
property management firms and condominium boards across Ontario.
svlaw.ca
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ACMO 2000

The Coldwell Banker Real Estate Management Leaders team receives their ACMO 2000 certification.

Photo credit: Ferenaz Lalji

More than a Professional Designation
Internet entrepreneur Tony Hsieh once said, “Customer
service should not be a department, it should be the entire
company.” This sentiment is echoed in the
main tenets of the ACMO 2000 program.
This idea of embodying customer service,
so it becomes a part of the company itself,
is why Coldwell Banker Real Estate Management Leaders decided to pursue the ACMO
Amanjot
2000 designation in the first place.
Bains
High-quality customer service is a key factor
to success in this industry. Coldwell Banker
Real Estate Management Leaders has excelled
for over 40 years in the industry, ensuring
customer satisfaction with sustained quality
services that are fit for our clients. We operate
based on the premise that exemplary service
Pedro Coelho
comes not only from client relations, but from
every single area of the company, whether it is administration, accounting or vendor relations, our goal is to deliver a
well-structured service that clients can trust. ACMO 2000 certi-

fication was the next natural step for our company to always
assure our clients high-quality services and competitiveness.
Coldwell Banker Real Estate Management Leaders initially
set out to achieve the ACMO 2000 certification because it was a
good strategic decision to pursue a designation that enhances
the Vision and Values of our company.
With multiple requirements of the program previously in
place as standard operations within the company, having the
ACMO 2000 certification allows us to signal to current and
potential clients that our services are consistent with the industry-defined quality standards. In addition, by implementing
ACMO 2000 in our company, we are also able to communicate
our commitment not only to implement new skills and competences, but to sustain them and remain current in the industry.
ACMO 2000 signals to clients that we are a company that
is going to deliver, providing quality service that meets
the industry standards. Many corporations choose to
switch companies because they are simply unhappy with
the service they’re receiving from their current management company. So, if you have a designation signalling you
45

provide high-quality service, potential clients are more likely to reach out
to you, making it easier to gain new
business. Furthermore, due to the

{

ensure that everything was done in an
organized manner, instead of working on every category simultaneously
we ranked them in order of time and

ACMO 2000 is a signal of the hard work put
in by organizations to achieve high quality
standards, and as such it makes us proud
to be a part of this group.

stringent requirements of the designation, you are likely to retain that
business as well.
Implementing ACMO 2000 was a
thorough process. The first thing that
became apparent when we began to
prepare for compliance was that we
needed to dedicate time, to ensure we
were ready for the compliance audit.
Due to the program requiring an audit
in eight different areas, it means that
the whole process becomes highly
collaborative in nature, as we end up
working with multiple departments
internally. To deal with this and to

resources required and worked on
them one by one.
The category that we found had
the most immediate effect was Board
Relations. Our clients appreciate being
given Director Guides as they not only
felt that we are being transparent with
them, but also that they were being
better prepared for their roles, and
hence more confident in taking their
board of director role on.
Overall, ACMO 2000 has been a
great addition for our company. It has
helped enhance the positive qualities
of our company while ensuring that

our clients are well informed and
happy as well. ACMO 2000 is a signal
of the hard work put in by organizations to achieve high quality standards,
and as such it makes us proud to be a
part of this group. Our clients receive
added value as well, as the things put
into place through ACMO 2000 are
meant to directly benefit them too.
In the end, ACMO 2000 is a designation that benefits everyone in the
condominium industry, and ensures that
quality standards are met, leading property management in the right direction. n
Amanjot Bains is an HBA student
and marketing assistant at Coldwell
Banker Real Estate Management
Leaders.
Pedro Coelho, MSc, is marketing
manager at Coldwell Banker Real Estate
Management Leaders.
Both Amanjot and Pedro are the ACMO
Leaders at Coldwell Banker Real Estate
Management Leaders and have been
working with the company for the past
three years.
remleaders.com

ACMO 2000

ACMO 2000 Certification Program
Report as of May 28, 2019
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
Percel Inc.

ACMO 2000 Certification
The Meritus Group Management Inc.
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Is Your Team Ready to Protect Your
Corporation from the Opioid Crisis?
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By Michael Gavendo
As someone who has been in the
security and concierge industry for over
20 years and who works
closely with condominium managers,
it is my responsibility to not only bring
awareness to issues
that attract liability, protect property/
assets or adversely reflect the image of
the corporations we service, but I must
also recommend training programs
and procedures that will assist condominium managers in the preservation
of human life.
Since 2016, there have been more than
9,000 opioid-related deaths nationwide.
In 2017, approximately 11 lives were lost
each day because of opioid overdoses
and more concerning, 94% of opioid
overdose deaths happen by accident and
involve young Canadians aged 15 to 24

(Federal, 2019). 629 people in Ontario
died from opioid-related causes from
January to June of 2018 alone, which
is an approximate 15% increase from
the same time period in 2017, when 549
people died from opioid-related causes
(Provincial, 2019). There were 6,688
opioid-related emergency department
visits in the province in 2018, up from
5,909 during the same time frame in
2017 (Provincial, 2019).
The story I am about to tell did not
happen within a condominium complex,
however, whether your residents make
the poor choice themselves, or leave it
up to one of their guests (or perhaps the
owner’s tenant and their guest that just
moved in) overdoses have happened
within condominium environments and
they will again. The question you need
to ask yourself is whether your concierge
and security team are prepared?

It was a busy day for the west-end
retail facility. A few minor incidents at
the McDonalds and Tim Hortons with
the usual crowd gathered in this popular
community hub. The call came in from
Taco Bell around 1:00 p.m., a call that
is all too familiar for security practitioners nowadays – an unknown male had
exited the washroom and fallen to the
floor appearing to be unconscious. The
security team arrived quickly and after
determining that the male was slipping
in and out of consciousness, one security
guard began to assess breathing as part
of normal first-aid procedure and placed
him in the recovery position, while his
partner made the call to 911 through our
communications centre.
Think about whether or not this
is how the story would end at your
condominium? If you answered “Yes”,
it is possible that the next call might
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Monthly number of suspected
opiod overdose calls received
by Toronto Paramedic Services
August 3, 2017 to April 14, 2019.
have been from EMS to the coroner.
Am I being slightly dramatic? Absolutely, and I do this to show how
the outcome of this story should be
commonplace for every condominium
that has a first-aid kit and is staffed
with people who know how to use it.
While one security guard continued to
administer CPR, the site supervisor could
be seen by the crowd (who had now gathered in large numbers) running toward the
team assisting the unconscious male clutching a little black case in his hand (like the
one pictured). He observed the male’s lips
turning blue and his eyes rolling back as
he struggled to breathe (respiratory depression). Based on opioid training and how to
recognize a potential overdose, it became
clear that it was time. The supervisor put
on his latex gloves and then carefully and
deliberately proceeded to take the Naloxone
nasal spray out of the packaging, placed the
applicator into the male’s nostril, depressed
the applicator and within seconds the male
subject was awake and fully aware of his
surroundings. The male indicated to the
security guards that he had taken Fentanyl
to use as pain medication. Shortly thereafter, Toronto Fire and Toronto Police
arrived and identified the male who was
transported to hospital by EMS for further
48 I CM Magazine SUMMER 2019

testing. One of the EMS personnel looked at
the security supervisor and asked, “What
kind of training do you have for that stuff?”
The supervisor indicated that we, as his
employer, provided all staff with training
and even administered a test before staff
were permitted to use the overdose reversing life-saver. The supervisor told me that
it reminded him of the first time he used a
portable AED and had déjà vu when EMS
has once asked him the same question in
regard to our training on the use of the now
commonplace heart-shocker.
After reviewing this story with our
team and the numerous other incidents
that have required security personnel
to administer Naloxone, one question
remains: What is preventing every
condominium’s first-aid kit from stocking nasally administered Naloxone
application devices? The answer may
lie in a similar rationale that prevented
condominiums from having portable
AEDs on-site. Liability? Insurance?
Speak to your corporation lawyer
to learn more about how The Good
Samaritan Drug Overdose Act is part of
the Federal Government’s comprehensive approach to addressing the crisis.
It will help encourage Canadians to
save a life during an overdose situation
(Federal, 2019). Thanks to this legislation, combined with proper training
and testing of responders, Naloxone

is now a must-have for every security
and concierge operation.
What happens next time a resident or
guest collapses in your common area?
Will your team be ready?
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Is your condominium prepared to deal with a possible opioid overdose?
When used by a trained concierge or other staff, this emergency kit containing
Naloxone could save a life.
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Open Communication
versus Risk Management
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By Laura Glithero
Communication has an important,
and often underrated, role to play in
conflict management. As many condominium managers
already know, good
communication is a
key tool in resolving
disputes and may even
prevent disputes from
arising in the first place. While transparency and open communication are
important to help prevent and resolve
conflicts, this must be balanced with
the corporation’s risk management
processes to ensure that disclosures do
not prejudice the corporation, breach
confidentiality or disclose privileged
information. Frequently where you
can see these tensions between transparency and risk management is in
the publication or distribution of the
minutes of the Board’s meetings.

There are several reasons for
taking and recording minutes of
your board meetings. The primary
reason to take minutes of meetings
is because it is required pursuant to
the Condominium Act (the “Act”). A
condo corporation can be penalized
for failing to create minutes without
a reasonable excuse (Barreto-Rivera
v. MTCC 704, 2018 ONCAT 11). More
importantly, minutes are needed to
provide a record of what the Board
decided and are used to protect the
corporation and the board members
from liability.
Good Communication Starts
with Good Minutes
Board members are in a position
of trust: they are making decisions
about the condominium corporation’s
money and assets which impacts all

unit owners. Minutes are an important tool to communicate the context
of the board’s decision, but are not
meant to be a verbatim transcript of
the board meeting. Having said that,
if minutes merely list the resolutions
of the board, this may lead to disputes
from unit owners who do not view the
minutes as being the full or complete
minutes of the meeting (see Berman v.
YCC 99, 2018 ONCAT 2).
Good minutes should reflect the
spirit of the discussion and, if a decision was not unanimous, the minutes
should record which board members
dissented, which abstained, and
whether or not there was a conflict of
interest. Ideally, the minutes should
clearly demonstrate that the Board
acted reasonably, in the best interest of
the corporation, and without conflicts
of interest. If a dispute arises, having
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good minutes can help the board prove
they acted in good faith and avoid
personal liability for their actions.
From a communication perspective,
minutes are an important tool to keep

{

corporation or the board, the condo
corporation could be justified in denying the request (See Bossio v. MTCC
965 , 2018 ONCAT 6 ), if the records
requested were not core records.

As a best practice, anything that is privileged
and confidential should be separate and clearly
marked as “in camera” minutes. These minutes
should be kept private.

owners informed about the steps that
are being taken by the board and keep
owners updated about the important
work that the board is doing on behalf
of all of the owners.
While transparency and proactive
communication can play an important
role in resolving or preventing disputes,
condo corporations and managers must
ensure there is a process in place to
redact privileged and confidential information. As a best practice, anything that
is privileged and confidential should
be separate and clearly marked as “in
camera” minutes. These minutes should
be kept private.
How Much to Disclose when
Records are Requested
As part of the condo corporation’s
risk management practices, when
providing records, condo corporations
and condo managers should make sure
that they ask themselves: what is the
purpose for the request? For example,
if the purpose of the request is to obtain
evidence to support claims against the

Subsection 55 ( 3 ) of the Act sets
out the entitlement of unit owners to
records of the condominium, including minutes of board meetings. This
entitlement is designed to promote
transparency. The right of a unit
owner to the condominium’s records
is not dependent on the owner’s good
behaviour. However, the right to
request records should not be used
to obtain evidence against the condo
corporation, including for actual or
contemplated litigation. In fact, there
are some express exceptions to the
right to records established in the Act
and in Ontario Regulation 48/01 to the
Act (the “Regulation”) supports the
corporation’s right to refuse records
requested for this purpose.
Importantly, when responding to
records requests, condo corporations
should turn their mind to subparagraph
13.3(1)(a) of the Regulation. That provision requires that the request for records
must be: “solely related to that person’s
interests as an owner, a purchaser or a
mortgagee of a unit, as the case may be,

having regard to the purposes of the Act
…” (emphasis added).
It may be challenging for the corporation to determine the sole purpose
of the request because subparagraph
13.3(2) of the Regulation states that
the person making the request “is not
required to provide the corporation
with a statement of the purpose of
the request.” In fact, in the mandatory
request form for records a unit owner
must certify that the purpose of the
request is solely related to that person’s
interest in the corporation. Once the
certification is made by the owner,
it is up to the condo corporation to
establish, on a balance of probabilities,
that the owner is making the records’
request for purposes solely related to
his interest as an owner, having regard
to the purposes of the Act.
It is important to remember that
records can play a dual role. Transparency and providing records to owners
is an important communication tool
to help prevent and resolve conflicts.
This should always be balanced with
the corporation’s obligation to act in
the best interests of the corporation,
including limiting the risks from the
disclosure of privileged or confidential
information. n
Laura Glithero is a partner with
Cohen Highley LLP in London. Cohen
Highley LLP has offices in London,
Kitchener, Chatham, Sarnia and Stratford. Laura provides risk management
and regulatory compliance advice to
housing providers and property management companies. Laura can be
reached at glithero@cohenhighley.com
or 519-672-9330 x 427.
cohenhighley.com
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10 Things You Need to Know
about Payment Procedures for Capital Repairs
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By Gerald R. (Jerry) Genge, P.Eng., C.Eng., BDS, BSS, Q.Med., C.Arb.
There are major changes to the old
Construction Lien Act that will significantly affect Ontario condominiums.
Amendments have
been passed that will
modernize the Act, help
ensure that businesses
and workers get paid on
time, and help ensure
that payment disputes are addressed
quickly. For condominiums, the biggest
change will be in the payment provisions
coming into effect October 1, 2019.
Here are 10 things that all boards and
managers should know:
1 . Capital repairs are now specifically included in the Act. Therefore,
condos are not immune from the
provisions of the Act.
2. You cannot contract out of the
payment provisions in the new Act.
Period. Neither can the contractor with
any subcontractor or supplier.
3. All the prompt payment provi-

sions in the new Act get started once
a “proper invoice” has been received.
Then, corporations have 28 days to pay
undisputed amounts. That’s not when
the board meets again; not when the
treasurer returns from Florida; and not
when you cash in that term deposit. It’s 28
days. To now, contracts usually included
supplementary conditions that extended
the payment period. Since you cannot
contract out of the Act, those will be void.
4. Disputed amounts can be withheld
but you must provide notice within 14
days of the dispute specific amounts and
publish a special notice. You must still
pay the undisputed amounts within 28
days. If you and the contractor revise
an invoice, the original date cannot be
changed. The 28-day clock is still ticking.
5. The “proper invoice” goes to the
condominium. Often, an invoice first
went to the consultant for certification. If
the “proper invoice” comes to the condominium first, you should immediately

pass it along to the consultant to review/
certify. Since disputed amounts will likely
be so deemed because the work is either
incomplete or deficient, a smarter process
would have a draft invoice reviewed before
the contractor sends the “proper invoice.”
6. If you don’t comply with these provisions, your contractor can require a
payment adjudication. Adjudicators (read
“inquisitors”) can be chosen by agreement
but only from those rostered by an Authorized Nominating Authority (ANA). They
are paid by the parties. The adjudicator is
someone experienced in the matter and
can be chosen from approved engineers,
architects, layers, etc., with 10-years’
subject matter expertise in construction. At the time of writing, the Attorney
General has not selected the ANA.
7. Adjudicators can order payment
amounts as well as payment of interest
and adjudication costs if the adjudicator
decides the payment denial or claim was
frivolous, vexatious or an abuse of process.
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8. You can appeal an adjudicator’s ruling
with “leave” of the court – meaning that
you had better have a good reason to
appeal the decision other than that you
don’t agree with the finding. A good
reason might be about the adjudication
process or bias. The courts, in general,
would rather that civil issues about
payments and defects be handled outside
the already overbooked courthouse. Experience in Great Britain has been that 90%
of adjudicator findings are not appealed.
The court does not have to tell you why it
won’t hear an appeal.
9. You will have to apply vigilant
accounting to the payable amounts. The
funds you hold back to comply with the
lien provisions of the Act must be traceable by detailed records on all money in
and out of the trust account. Those funds
must be allocated to the project and not
used for anything else like other capital
expenses, operating or maintenance costs.
10. Your consultant may also need to
step up their game. They must understand
that the contractor has payment rights
beyond that in the CCDC or other contract
and that new expedited processes for certifying work are necessary. For example, it
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Engineering Inc., www.pretiumengineering.com, a building engineering firm specializing in capital expenditure planning,
building repair design, and contract administration. He is also president of Arbitech Inc., www.arbitech.ca, a firm specializing in forensic engineering and dispute
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may be prudent for the bid documents
to include certain requirements for a
“proper invoice” – possibly that specific
milestones be achieved, certain supporting documents be provided, and certain
verification testing be done. Those provisions could then be carried down through
the payment pyramid.
There are several complicating issues
that may affect how the payment provisions are interpreted by an adjudicator. For
example, the effect of unapproved change
orders, change directives, and site instructions that affect costs and the content of
a proper invoice. It will make the process
of payment and claims for payments far
more interesting as this unfolds. n

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

A Day in the Life

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

Lori Dunlop, RCM
Senior Property Manager,
General Licensee
Summerhill Property Management
As a fledgling property manager, I had the privilege of working with
an amazing superintendent, Jeanne, who had not only people smarts
but mechanical smarts as well.
One day our senior property manager was “kind” enough to drop
off a mechanical snake. He explained this was to be used so that
plumbing expenses for simple kitchen and bathroom blockages could
be eliminated, as such often occurred in this building. He carefully
explained and demonstrated to both of us, how to properly remove
the p-trap in the kitchen and bathroom sinks, then use the snake to
clear the problem. Looked easy enough – when he did it.
Not long afterwards, a call came from a resident sheepishly admitting
that she poured melted candle wax down the kitchen sink the previous
night (there may have been alcohol involved). This admission did not
bother us in the least, we embraced the challenge because we were
trained professionals. Jeanne whipped out the required tools and
quickly took the p-trap off. Then, as instructed, proceeded to manipulate
the snake into the clogged drain pipe. I stood behind, supervising
and offering words of encouragement. Before long, she struck candle
wax gold. Working diligently (or so she thought) she loosened the
blockage and began to wind the snake backward. Small bits of red
candle were evident during the rewind.
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Near busting with pride and confidence we saw the finish line
approaching. Then, it happened.
The recoiled snake came loose from the winding gear and proceeded
to completely unwind, like a slinky gone wild making a whoop sound
and flicking bits of red candle wax over every inch of the resident’s
kitchen, floors, ceiling, cupboards. (It was a big candle we were told.)
In all honesty, it seemed to happen in slow motion, as we stood there
watching the scene unfold before us mouths agape, until we were
overcome by the sheer shock and disbelief of what had occurred.
Then we were overcome with uncontrollable laughter and tears.

After making somewhat insincere
apologies to the resident for the mess,
we found the water was running, so
mission accomplished! We took the full
extended and discombobulated snake
and left – still laughing.
We put the broken snake in to a bag
and the next day when our senior
property manager came by he asked
what happened to the brand new
snake. When we told him, he just shook
his head in disbelief.
Jeanne is still the superintendent at this
building almost 25 years later and we
can still laugh over this every time we
get together. n

RCM Profile

{
Other education: Bachelor in Law,
Master Degree in Criminal Law.
Mentor(s) in the industry: I have
been extremely fortunate to have worked
with numerous individuals who have
taken the time to share their knowledge
and experience with me. One person
that stands out as a mentor is Sheila
MacDonald, RCM. Sheila was always
patient and kind, she offered her support
and shared her knowledge. Also, I want
to express my gratitude to our President,
Mark Hopkins and Vice President, Jeff
Webb for their tremendous support and
encouragement that helped me grow
within FirstService Residential.
What path brought you to a career
as a condominium manager? How has
your membership in ACMO helped you
in your career? Working for a condominium law firm and having a law degree
from Europe, property management was
a good industry to start a career. I had
great opportunities with FirstService
Residential starting as a site administrator and working my way up to a Regional
Director. Working through all levels has
helped me understand all aspects, levels
and responsibilities of my position.
ACMO has been instrumental in my
career. I have increased my knowledge
through seminars and courses and I have
found the annual ACMO conference to
be especially valuable for networking
and education.
What is one must-have skill for a
condo manager? Why? I believe as
condominium managers we are required
to have many skills, so it is hard to
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Maiser Omer, RCM
FirstService Residential Ontario
Year entered the profession: 2011
Year RCM obtained: 2014

pinpoint only one. We have to be flexible, adaptable, multi-tasking, organized,
able to delegate, self-motivated, patient
and consistent.
Tell us about a personal success
story on the job. I believe every day
in this industry is a success story; one
success story of my career is dealing
with a long expropriation of land, dealing with York Region, the corporation’s
lawyer and being able to facilitate the
communication in between our Board
of Directors, York Region and lawyers
recovering a high compensation for the
corporation.
What’s your biggest challenge as
a manager? What’s your favourite
part of the job? In my opinion the
biggest challenge as a manager is dealing with difficult people (toxic people).
My favourite part of the job is that
every day is full of different challenges.
Best business advice you ever
received. Do not take anything personally. In our industry you need to
consult with professionals and get the
best advice; researching is essential.
We are facilitators of communication
in between multiple parties and our
communication skills are extremely
important.
Answer this statement – I am an
RCM because … I respect myself and
my job and I want to have all the necessary qualifications to best serve our
clients and partners.
Where do you see yourself in five
years? I recently started my Regional
Director position that I greatly enjoy. I

believe in five years I will take on more
challenges, help my company grow and
be involved more with ACMO and
other similar condominium management platforms.
What would you tell young
people to encourage them to
pursue a career in condominium
management? I would say that the
property management industry is a
great career path for anyone that is
looking for great opportunities, has
great customer service skills, is flexible and adaptable.
The day-to-day operations of a
building is challenging and a constant
learning curve. The CMRAO works in
the public interest to license and regulate condo management professionals.
CMRAO is licensing condo managers
and management companies, making
sure they meet minimum education
requirements and comply with a code
of ethics.
Meeting these standards enhanced
the integrity of the sector, elevates the
profession and provides condo owners
with confidence in those who manage
their important investment.
I encourage young individuals entering the property management
profession to become an ACMO
member and a Registered Condominium Manager (RCM). As previously
advised some of the benefits of being
an ACMO member are the opportunity
to build a network with other industry
professionals at events, luncheons and
the annual conference. n
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We are looking for articles and accompanying images for the 2019 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
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 Themes

Fall

Fundamentals of Management
Articles due: July 25
Ads due: August 8

Winter

Technology to Manage Business and Life
Articles due: October 24
Ads due: November 7

The Back Page

Annual Member Awards:

It’s always a pleasure to attend the Annual Member Recognition Luncheon, especially when the opportunity arises to meet up
with some of this Association’s original and founding members.
Catching up in the main photo above is this “Fab Four”
from left to right: Richard Pearlstein, RCM, Northcan Property Management Inc., (receiving recognition for 40 years
as an active and energetic ACMO member); Ron Outram,

RCM (ACMO past-president and founding member); Pat
Savoy, RCM (receiving Lifetime Award inset photo); and
Peter Webb, RCM Property Management Guild Inc. (Lifetime Award recipient in 2018).
Pat Savoy is one of ACMO’s early members who, along with
a small group of determined condominium managers, was
instrumental in getting ACMO off the ground running.

“It was great to receive the lifetime membership, and seeing Richard Pearlstein and Peter Webb brought back memories
of hours spent working to keep the Association going in the early days. Without them and Ron Outram, a founding member,
there would likely not be an Association today.”
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Recognizing Friendships and Bonds with ACMO Honours

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

