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Equal treatment is no longer a request
– it is an expectation. And property
managers are expected to ensure that
this right to equality is preserved for all.
Read how condo boards can encourage
diversity starting on page 27.
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Message
from the Executive Director

As I reflect on my first year as the Executive Director of 
ACMO, I shake my head about the surreal situation we find 

ourselves in. The so-called ‘new normal’ 
thrust on us by the pandemic is anything 
but normal. The pandemic is unprecedented 
and came with challenges most of us were ill-
prepared to deal with.  The direct and indirect 
impacts of the pandemic are considerable, 

with many Canadians struggling with job loss, countless 
companies closing permanently, and the economy contract-
ing. This is not normal.

It is no surprise that ACMO has not been spared from the 
negative impacts of the pandemic. Membership renewals 
are down as members cut expenses to make ends meet. Our 
event revenues are non-existent because our events have been 
cancelled or postponed due to the limits on indoor gather-
ings. Our commercial revenues are down as our sponsors and 
advertisers trim their marketing budgets.  All told, we estimate 
that our annual revenues will be down about 35-40% this year.  
This is not normal.

In light of this, the organization is taking positive steps to 
manage risk and mitigate the financial impact of the pandemic 
to protect member’s equity in the association.  We are imple-
menting a variety of austerity measures to manage costs, and 
ACMO still enjoys healthy reserves. Unlike many associations, 
at present ACMO is in a relatively good position to weather 
this storm, knock on wood. 

Notwithstanding the challenges presented by the pandemic, 
there are positive aspects and opportunities arising from 
the pandemic that we are pivoting our operations to take 
advantage of. Like most organizations, we have been forced 

to embrace technology more than ever and be more creative 
and innovative in the development and delivery of programs 
and services. 

For example, we recently conducted our first virtual annual 
general meeting using an online meeting platform incorporat-
ing real-time voting.  The meeting was very successful and was 
conducted at a fraction of the cost of an in-person meeting. 
As such, we are giving serious consideration to conducting 
all future AGMs virtually. Similarly, we have implemented 
monthly webinars and are planning to hold our very popu-
lar luncheons, education seminars and conferences by virtual 
means so our members can continue to learn, and our spon-
sors and advertisers can continue to promote their products 
and services to our members.  

Another positive aspect of the pandemic is that we have 
had more time to work “on” the business instead of working 
“in” it.  By this, I mean we have had more time for strategic 
planning, program development and operational refinement 
because we are not as busy running in-person events. All of 
our internal operations and governance procedures and poli-
cies are being given a much-needed overhaul, and recently 
we launched several marketing research initiatives to gather 
input to improve our programs and services and reshape the 
association for success in the future.  

So, despite the widespread negative impacts of the 
pandemic, there will be lasting positive impacts as well. Long 
after the pandemic eases and we return to ‘normal’ opera-
tions, the technological and innovative practices we adopted as 
temporary measures will become a permanent element of how 
we deliver value to customers. Even the technological Luddites 
among us must concede that the virtual normal is here to stay. 

The Lasting Opportunities  
of Normal

Paul B. MacDonald
Executive Director
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2020/2021 Board of Directors

It has been a few years since I have 
had the opportunity to write to all of 

you as President of the 
association.  I want 
to start by expressing 
my sincere gratitude 
and admiration to 
all of the past presi-

dents and members of the ACMO 
Board of Directors, and especially to 
Audrey McGuire, for her leadership 
and dedication over what has been an 
extraordinary 2020.

These unprecedented times have 
presented many new challenges to the 
condominium management profession.  
For the first time, managers have had 
to focus as much on the health of their 
community as on managing the property.  
Managers became  “essential workers,” 
demonstrating the professionalism, 
adaptability and flexibility that lies under 
the surface of what we do every day.

The health and wellness of the 
community became of paramount 
importance.  Many living in condos 
stopped focusing, even if only for 
a moment, on the validity of rule 
changes, or the inherent right to access 
amenities and instead gave consider-
ation to others.  They focused on social 
distancing and recognized the risk to 
the cleaners, staff and management 
who keep their communities operat-
ing when much of the rest of the world 
was shut down.

In time, we will settle into a new 
normal – one which will likely include 
virtual meetings and AGMs, larger 
venues for public gatherings, limits 
on amenity use, and a commitment 
to cleaning and sanitary practices that 
will necessarily affect costs for those 
living in condos.  It may also include a 
heightened awareness of the remark-
able capacity that we have to react to 

the unknown and the passion and 
commitment that we bring to the role 
of protector of the communities that 
we manage.

I hope that this newfound awareness 
and knowledge is the lasting legacy of 
2020, something that we lived and 
learned as a profession in the past four 
months.  I also hope that the profile 
and value of condominium manage-
ment have taken a step up the ladder 
in the eyes of the public, our owners 
and residents, and serves to inspire 
a future generation of much-needed 
condominium managers.

We’ll talk again soon . . .

Dean McCabe, RCM
ACMO President

Lessons Learned
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Newsworthy

to the members in light of the challenges facing the indus-
try. Attendees voted for their choice through electronic means 
and quickly learned the results within a few minutes. 

The following members were elected to ACMO’s Board of 
Directors at the Annual General Meeting on Friday, July 24, 2020: 

Craig McMillan 
Eric Plant 
Juliet Atha 

Laura Lee 
Daniel Perez-Arteaga

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

Vincent Bennett
Katherine Gow
Dean McCabe
Audrey McGuire

Catherine Murdock
Harry Nielsen
Gabriela Shand
Sean Wilde

ACMO’s Welcomes New Directors at Its First 
Virtual AGM 

On July 24, 2020, ACMO held its first-ever virtual Annual 
General Meeting. Due to the COVID-19 pandemic and emer-
gency orders prohibiting large gatherings, we were unable to 
hold our meeting in person. 

As has been the case for many Condominium Corpora-
tions, holding our first virtual AGM with electronic voting was 
unchartered territory and not without a few minor technical 
glitches. Despite this, the meeting was efficient and profes-
sionally presented. The membership was well represented with 
141 individuals participating in the video conference and 216 
members participating via proxy for a total of 357 members, 
far exceeding the requirements for meeting quorum.

There were five open positions on the board of directors to 
be filled through an election process. Sixteen nominees had 
the opportunity to introduce themselves and give a 2-minute 
presentation on how ACMO can remain viable and relevant Ph
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ACMO’s Welcomes New Directors at Its First Virtual AGM, 
End to COVID-19 Temporary Changes in Condo Law, Masks in 

Condos, and Reporting Energy and Water Use
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Thank you to all the enthusiastic and 
talented RCMs who accepted nomina-
tions to the board and participated in 
the nomination process. 

The ACMO Board of Directors wishes 
to extend thanks and appreciation to 
Deborah Bechard, Kevin Middleton and 
Michael Feherty, who finished their term 
of service with the ACMO board. 

End to COVID-19 Temporary 
Changes in Condo Law

To help condo communities during the 
COVID-19 pandemic, on May 12, 2020, the 
Government of Ontario passed Bill 190, 
which amended the Condominium Act, 
1998 (the “Act”) with a number of tempo-
rary changes, retroactive to March 17, 2020. 

The temporary changes included delay-
ing condo corporation AGMs depending 
on the deadline when it should be held and 
when it fell during the emergency period, 
holding owner’s meeting by telephone 
or electronic means, delivering meeting-
related materials to unit owners and board 
meeting notices by electronic means, and 
moving a meeting without the need to 
send an updated Notice of Meeting if one 
had previously been sent. 

These changes remained in effect for 
the duration of the Ontario’s Declaration 
of Emergency, plus an additional 120-day 
transitional period following its end. 

The state of emergency ending on July 
24, 2020 with the passing of Bill 195. This 
also ended the amendment to the Act (Bill 
190), setting the timeline and deadlines for 
holding an AGM. Under the new Bill 195, 
limiting public gathering to 50 people 
indoors and 100 people outdoors for areas 
in Stage 3 is still in effect. This makes it 
difficult to hold in-person AGMs. So, this 
means that condos have a limited period 
of time to pass their electronic by-law if 
they want to keep holding virtual AGMs 
and keep voting electronically. 

The new deadlines to hold AGMs are 
as follows: 

• For a fiscal year that ended 
between September 17 and December 
31, 2019, your AGM must be held by 
October 22, 2020 

• For a fiscal year that ended in Janu-
ary 2020, you have until November 21, 
2020 to hold your AGM 

• For a fiscal year that ended in Febru-
ary 2020, you have until August 31, 
2020 to hold your AGM. 

SUBSCRIBE FOR FREE
(in Ontario only)
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• For a fiscal year that ended 
in March 2020 or later, you must hold 
your AGM within 6 months of the end 
of the fiscal year.

Toronto Mandates Masks in 
Common Areas

On July 29, 2020, as Toronto and Peel 
Regions were given the green light to 
enter Stage 3 of reopening Ontario during 
the COVID-19 pandemic, Toronto passed 
BY-LAW 664-2020. This new by-law came 
into effect on August 5, 2020, and makes it 
mandatory for anyone entering, exiting, 
or remaining in common interior areas 
to wear a mask, with the exception of 
young children or people with underly-
ing medical conditions or disabilities. The 
common areas include lobbies, elevators, 
laundry rooms, meeting rooms, and any 
other common-use facilities. Signage 
must be posted at all entrances. 

Benchmarking to Reduce Your 
Condominium’s Energy and 
Water Costs

Ontario’s Energy and Water Report-
ing and Benchmarking (EWRB) requires 
buildings 100,000 sq. ft. or larger to report 

their energy and water consumption to 
the Ministry of Energy, Northern Devel-
opment and Mines (ENDM) by July 1 of 
each year. Due to the challenges created 
as a direct consequence of COVID-19, 
ENDM will accept the submission of 2020 
reports (2019 data) from building owners 
until October 1, 2020. 

Additionally, ENDM has amended O. 
Reg 506/18 to delay the roll-out of the 
EWRB program to buildings between 
50,000 and 100,000 sq. ft. until 2023. 
This will allow smaller building owners 
three additional years to prepare for 
compliance with the EWRB regulation. 
However, ENDM will continue to support 
voluntary reporting for smaller building 
owners who are looking to track their 
energy and water consumption. 

Visit the EWRB webpage at ontario.
ca/page/report-energy-water-use-large-
buildings to find out if your building is 
required to report, and to access resources 
that can help you successfully report 
and benchmark your energy and water 
usage. Update your contact information 
to ensure that you have the latest EWRB 
information and available resources to 
support you during reporting.

Energy Star Treasure Hunt for 
Commercial Buildings and 
Condominiums

Once you have reviewed your build-
ing’s benchmarking data, you can 
investigate potential quick and low-cost 
opportunities to reduce your building’s 
energy and water consumption. Making 
a few affordable fixes can add up to big 
savings. To get started, you could try 
using the ENERGY STAR® “Energy Trea-
sure Hunt” checklist. You can download 
it from the website at www.energystar.
gov/buildings/about_us/campaigns/
treasure_hunt/treasure_maps

During an Energy Treasure Hunt, 
teams tour a facility searching for quick 
fixes that can help them reduce their 
energy use and create big savings on 
their bills. Hundreds of organizations 
have held these hunts and lowered their 
facilities’ energy consumption by up to 
15 percent. Use the Commercial Build-
ing Treasure Map checklist as a guide 
during your search, as many of the cost-
saving opportunities could apply to your 
condominium. Are you and your crew 
ready to find the treasure buried within 
your building? n
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Diversity and Its Challenges

Brian Bosscher, 
President 
Condo Control Central
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The Canadian tech industry is doing 
exceptionally well and is attracting atten-
tion from national and international 
talent. Shopify, for example, has become a 
multibillion-dollar company, while Slack 
boasts over 10-million daily active users. 
Despite their successes, many tech compa-
nies, big and small, are experiencing one 
persistent issue. While they may be getting 
interest from diverse and qualified candi-
dates, tech businesses aren’t hiring many of 
these prospects. As such, most companies 
are composed predominately of folks who 
appear to fit the typical tech mould: CIS 
male and white. 

A Change Worth Making
This is the way things have always been, 

and all companies - not just tech compa-
nies - often feel change is dangerous, 

which is part of the reason why the status 
quo has stayed intact for so long. This 
could be the year that companies really 
start taking active steps to improve diver-
sity in the workplace, but change won’t 
happen on its own. We went through this 
change ourselves, and we can confidently 
tell you that it’s a change worth making. 

Condo Control Central is a small SaaS 
company that serves the condo manage-
ment industry. I started the business by 
myself over ten years ago. When I got to 
the point where I could hire employees, 
I was excited; I had been working alone 
on the project for almost six months after 
leaving CIBC. The goal at the time was to 
find the most cost-effective way to bring 
on staff and grow the business, so we made 
heavy use of the co-op program at Ryer-
son University. The government offered a 

significant subsidy for each co-op student 
we employed, so this hiring strategy 
allowed our finances to go further. 

We had hired three or four students, and 
they had all been men. We quickly recog-
nized that our team was lacking diversity, 
so my partner and I both agreed that the 
next hire had to be a woman. We knew 
that without different voices, skills, and 
opinions, our company’s growth would 
ultimately be stunted. The challenge was 
that those particular co-op programs we 
were hiring from were heavily weighted 
towards men, so when we were looking 
for a new team member, five out of six 
candidates were men. Furthermore, the 
male candidates we spoke with often came 
into the interviews with more experience 
or past co-op jobs, so they were more 
prepared. It’s a Catch-22 for women. No 

Creating Meaningful  
Diversity in Your Workplace

Can Lead to Better Business
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experience; no job. But they can’t get the 
experience they need without a job. We 
had to make a deliberate and conscious 
effort to stop this cycle. 

Disrupting the Statue Quo
Here’s what we did to disrupt the status 

quo. In the beginning, during the resume 
screening phase, we specifically made 
sure to include all viable female candi-
dates in the “next step” phase, even if they 
didn’t have quite as much experience. We 
still do this today. When it comes to find-
ing the right fit for our sales or product 
development roles, the candidate pool 
is still very unbalanced and made up 
primarily of men. There are always far 
more candidates than we have time to 
interview – but we make a substantial 
effort to talk to every qualified woman 
who applies for these roles. 

We take additional steps as well to 
ensure we carry out a genuinely fair 
hiring process. We have multiple inter-
viewers on every call or interview to 
ensure one person’s inherent biases don’t 
influence the process. We use a standard-
ized set of questions for each interview 
(whether it is over the phone, Zoom or 
in-person) to ensure that we are doing 
our best to compare different candidates 
for the same role objectively. 

We don’t give any weight to the country 
where the person is from, what they look 
like, or how they identify themselves. So 
long as they have great communication 
skills and some previous Canadian expe-
rience, we know they have an excellent 
chance to be successful on the team.

Today, we are a company of 24 from 
over 13 different counties, and we’ve 
managed to balance the gender ratio of 
our team better.

Benefits of a Diverse Team
The benefits of building a diverse 

team are clear. First, skilled candi-
dates see that we are inclusive. When a 

candidate shows up and sees a diverse 
workforce, they understand that we 
hire from all backgrounds, and I think 
it gives them confidence that we’re 
hiring based on skill, not on a particu-
lar profile or background. 

Second, it drives us away from 
“group think” or the “echo cham-
ber.” We all like it when our ideas are 
supported or validated, but sometimes, 
you need someone on your team who 
will say “no,” or bring forth a different 
approach. By having folks who have 
different experiences and backgrounds, 
it ensures a variety of perspectives are 
discussed and considered. This is partic-
ularly important for us on the sales and 
marketing side because our customers 
are from diverse backgrounds too. We 
can communicate in multiple languages, 

connect over shared experiences, and 
identify different problems that our 
competitors may not have thought of. 
Not everyone has these unique qualities, 
which is what makes them so valuable. 

Since we started operations, we have 
come across extremely qualified women, 
gender-diverse folks, and people of 
colour. Their voices and perspectives have 

brought great success and diversity to our 
team. The change will almost always be 
met with resistance because it can feel like 
a loss of control. But, as the world becomes 
a global home, our business practices and 
products need to reflect this. 

Embracing diversity on our teams has 
helped our products and practices to 
evolve. Canadian companies can’t wait 
any longer to take action. If they fail to 
start making changes to incorporate 
meaningful diversity in their work-
places, they will be left behind. n

Brian Bosscher is the president 
and founder of Condo Control Central, 
a leading software company that pro-
vides web-based communication, man-
agement, and security solutions for 
condos and HOAs of all sizes.

This could be the year that companies really start 
taking active steps to improve diver sity in the 
workplace, but change won’t happen on its own.{
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Through Another’s Eyes:
Helping Diverse Condominium Communities Thrive!

The next day, I arrived to work and 
vividly recall turning the corner from the 
lobby to the management office to see a 
line-up of about 20 displeased individu-
als. Their quiet admonishments turned 
into a loud upset when they saw me. 
“There she is!” said one woman. “That’s 
her!” said another. Equipped with sacred 
texts, history lessons and measuring tapes 
– one by one, they entered the office to 
lodge their complaints about the decora-
tions. It quickly became evident that the 
property manager’s quick decision to send 
me for Happy Hanukkah banners they 
day prior had backfired, and he had unin-
tentionally offended the sizeable Jewish 
community that resided in the building. 
What is interesting in hindsight was that 
the complaint had more to do with the fact 

There is only one way to look at things 
until someone shows us how to look at 
them with different eyes - Pablo Picasso 

Few moments of my career will ever 
compare to the day I arrived at work to 
a protest outside of the management 
office because of Christmas decora-
tions. I cut my teeth in the world of 
condominium property manage-
ment in my late teens by floating as 
an administrator for a large prop-
erty management firm in Toronto. At 
one location, the holiday season was 
fast approaching, and the property 
manager for the site had purchased 
several Merry Christmas banners for 
the lobby. The superintendent duti-
fully installed the banners as directed, 

and the property manager sat back 
and waited in the management office 
for the appreciation to begin rolling in 
for their kind gesture. 

Not What We Expected
Soon after, the phone rang, but it was 

not a call of appreciation. “What about 
Hanukkah? Why is Christmas all that 
matters?” 

The next call was the same, as was 
the call after. The property manager, 
unaware of the religious elements 
involved, sent me to the nearest party 
store to purchase Happy Hanukkah 
banners to be installed underneath the 
Merry Christmas banners. We all went 
home for the evening, thinking the 
problem was solved.

Kirsten Dale, RCM 
MCRS Property Management
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that the letters on the Hanukkah banners 
were 2 inches smaller than the letters on 
the Christmas banners. It was not that the 
residents did not appreciate the decora-
tive gesture, but they did not feel that the 
acknowledgement had been equal. One set 
of decorations looked valuable; the other 
looked like a cheap afterthought, (and 
really, it was.) 

Fostering Equality
This was the first example in my career 

of just how important it is to include and 
acknowledge all members of a commu-
nity equally. Moreover, what I took away 
from the hours spent de-escalating the 
angry residents, was that it might have 
been better not to decorate at all rather 
than put up decorations which (inten-
tionally or not) showed favour to one 
demographic over another. 

Fast forward 15 years to 2020: inclusion 
is more critical than ever before. Equal 
treatment is no longer a request – it is an 
expectation. And property managers are 
expected to ensure that this right to equal-
ity is preserved for all. In fact, the very first 
component of the CMRAO Code of Ethics 
for property managers states that manag-
ers must: “treat people fairly, honestly and 
with integrity.” It can be difficult to foster 
a community image of equality and inclu-
sion when the demographics within the 
community do not ‘mesh’ well. 

Here are a few common (and not 
so common) solutions to obstacles 
precipitated by the varying needs of 
different residents within the condo-
minium community:

Different languages 
• Post and send notices distributed in 
key languages as found within your 
community.

• When sending your meeting notices 
out, offer to accommodate translators 
at upcoming owners meetings for those 
that may have needs and invite them to 
reach out to the management office.

Different age demographics 
• If your building has mostly senior 

residents, trying to fit a notice on to one 
page becomes less critical; increase the 
font size of communications to your 
residents to assist all.

• Offer various communication plat-
forms to suit the needs of the different 
demographics which exist within the 
building. For example, create an online 
maintenance request portal for the more 
tech-savvy residents but maintain the 
paper options for those that are not as 
comfortable with computers.

• Provide a microphone to speakers 
at owner’s meetings so that folks with 
audibility issues aren’t struggling to hear. 
There are also new devices that speak-
ers can wear to connect to hearing aids 
in the room directly, and offering this 
support with meeting notices may also 
be a good idea for communities with 
broad senior demographics.

Different religious/political/
lifestyle preferences

• Create a Recreation and Inclusion 
Board – a spot where residents can post 
about upcoming events and holidays of 
significance for their family. 

• During local elections, offer to host 
an all-candidates meeting in the commu-
nity or party room (if your building has 
one), and invite all parties to attend. Most 
candidates will appreciate the opportu-
nity to reach a large number of voters all 
at once, and most residents will enjoy the 
opportunity to participate.

• When in doubt, just ask! Ask your 
community what it wants to celebrate 
– and how it wants to celebrate. Online 
and/or paper surveys are still a great 
way to gain insight and guide inclusive 
platforms in the community. From a 
feedback perspective, the survey results 
can be a handy tool to have on hand for 
any pushback if any non-participants 
get upset. 

Different mental health 
needs

• When sending out newsletters, in 
addition to rule reminders and meeting 
save-the-dates, etc., offer tips to boost 
mental health. One of the best ways to 
help include individuals that may be 
struggling with various aspects of their 
mental wellbeing is to create awareness 
about mental health and let them know 
they are not alone. 

A property manager’s job would 
be made a million times easier if all 
residents spoke the same language, 
had the same communication prefer-
ences, celebrated the same holidays, 
and followed the same political parties. 
Such a community will rarely if ever, 
exist. Boards and managers should 
adjust their expectations accordingly 
and develop a repertoire of community 
cohesion strategies if they are to survive 
in their roles. n

Kirsten Dale, RCM has been a mem-
ber of ACMO since 2015. She works with 
MCRS Property Management from their 
head office in Huntsville, Ontario. MCRS 
Property Management provides CMRAO-
licensed condominium property manage-
ment to client Boards in Muskoka, Hali-
burton, Parry Sound and Simcoe.
mymcrs.com
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Condo Culture:
Crossing Global Borders to Strengthen

Neighbourly Bonds 

be more than 25 women and she didn’t 
have space. When I suggested that she 
reserve the party room, the idea was 
quickly dismissed for a reason that 
surprised me. The French doors leading 
into the room didn’t have frosted glass, 
so her guests wouldn’t feel comfortable 
uncovering their hair, especially if the 
security company sent a male guard. 
“Could we go without a guard?” she 
asked, but the rules didn’t allow for that 
given the group size. Taking the time 
to open a dialogue with the resident 
allowed me to realize that a straight-
forward solution was possible. A quick 
call to the security company to request 
a female security officer was a simple 
thing, as was the suggestion of a fold-
ing screen in front of the doors to block 
the view from anyone in the corridor. 
Suddenly the party room was an amenity 

I firmly believe that bringing residents 
together to form neighbourly bonds 
helps to foster a sense of belonging, and 
that leads to residents who take extra 
care in the use of their home and the 
common elements they share. 

Understanding your building’s cultural 
demographics is essential to build a 
sense of community, especially if there 
is a heavy concentration of residents in 
the building with ties to the same culture 
or region of the world. Condo manage-
ment is very much about listening. Not 
just comprehending the question asked 
on the surface, but rather, understand-
ing why the question was asked in the 
first place. I’ve found this to be especially 
important when trying to serve as a 
bridge between residents from different 
backgrounds, and the common elements 
and amenities they’re equally entitled to. 

My very first building had a small but 
strong cadre of Muslim families, and I 
got to know quite a few of the young 
mothers who’d come to my office wear-
ing hijabs and Levis, or flowing abayas, 
bouncing adorable toddlers. Sometimes 
their English was perfect; sometimes, 
it was the hesitant speech of the new 
Canadian. But once I’d learned a few of 
the basic terms like “monthly fees” and 
“visitor parking” in Turkish or Arabic, it 
eased a lot of the communication diffi-
culties. Granted, I had to consult my 
handy list written in phonetic English 
every single time, which made my resi-
dents chuckle, but at least they knew 
they could ask and that I was there to 
help and not hinder. 

One such resident was bemoaning the 
idea of hosting a bridal shower in her 
unit for her sister because there would 

Maryan Florio, RCM 
Del Property Management 
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she could use, and more importantly, 
so could others. There were a lot more 
party room bookings after that, and our 
security company even learned to ask, 
“will you need a female guard?”

Changing Dynamics
An exceptionally beautiful building that 

I managed some years ago had very low 
owner turnover with most guests having 
lived there from day one. Their tradi-
tions were long-standing and cherished. 
For example, they went all out at Christ-
mas, decorating the party room and the 
lobby so that it looked like a Currier & Ives 
postcard. The front foyer even featured a 
gorgeous manger scene that everybody 
loved until a letter to the board was 
received, politely requesting that the holi-
day decorations be kept to a secular theme 
because not everyone is Christian. “It’s my 
home, too,” they wrote, and rightly so. 

The manger had become a favourite 
piece in the decorations over the years, 
but the dynamics of the building had 
changed. To take it away would be heart-
breaking, but to keep it would make 
people uncomfortable in their own home. 

As a manager who likes to keep every-
one happy, my suggestion was to add 
instead of subtract. Put a menorah on 
the mantle, I suggested, with a new 
candle (battery-powered, of course) lit 
for every night of Hanukkah, and right 
beside it, the seven candles for Kwan-
zaa. A Christmas piñata hung in honour 
of Las Posadas would thrill the visiting 
grandchildren, and pinecones and cloves 
draped over the end tables for the Winter 
Solstice would add a pretty fragrance to 
the shortest day of the year. They opted 
instead to take the manger away, which 
resulted in more than a few grumbles. 

From a professional perspective, I was 
glad to have been able to offer a range 
of options so they could move forward 
towards more significant inclusion in a 
way that the board, with their nuanced 
understanding of the community, was 
comfortable with.

 Proactive Inclusion 
Inclusion does not need only to be 

reactive; managers can help create an 
atmosphere of active inclusion, by encour-
aging our boards and social committees to 
host events that help find commonalities 
and embrace differences at the same time.

 I’ve found that an end-of-summer 
potluck party is a nice way to welcome 

cooler weather and allows for neighbours 
to enjoy something social at a time of year 
that isn’t so busy, like the winter holi-
days or high summer. Residents can be 
encouraged to bring their cultural dishes; 
there is nothing like plates piled high with 
spanakopita, bahn mi, and pizza to foster 
pleasant conversation! 

 In fact, at one such party, I was the 
happy witness to strangers becoming 
dear friends because they bonded over 
their shared love of phở and Dungeons 
& Dragons. From that conversation, a 

remarkably successful monthly games 
night in the party room was born, 
further boosting my belief that it takes a 
village of neighbours to make a condo-
minium feel like a home. n

Maryan Florio, RCM, is a recent 
winner of DEL’s Innovation Award for her 
contribution to Deaf & Hard of Hearing 
accessibility within the workplace. She 
is a General Licensed RCM, but thinks 
“Chaos Wrangler” is a more fitting title.
delpropertymanagement.com
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apology was sought and given, and the 
matter was deemed closed.

This incident gave me pause to consider 
the reasons for low to non-existent inter-
est in board positions among owners of 
diverse backgrounds. One potential reason 
includes the perception that ‘other people’ 
are already taking the reins of leading the 
condo community. This mindset may 
stem from feelings of alienation, perceived 
bias, or language barriers. 

Commitment to Diversity
 A commitment to diversity and inclu-

sivity requires lasting and continuous 
communication and action within the 
condo community and on the board 
- not hollow gestures and glib recruit-
ment. Without it, some owners will feel 
uncomfortable in the running for or being 
elected to a position. Any diversity initia-
tive we undertake with our boards should 
be based on the owners’ community 

Condominium corporations and 
directors should encourage more diver-
sity among the owners who run for their 
boards. Currently, people from minor-
ity backgrounds are underrepresented 
in board positions. Too few are even 
remotely interested in running for open 
positions. Trends indicate that condo 
ownership demographics have changed 
over the past two decades, with owner-
ship among various ethnic groups and 
women having increased substantially. 
Gone are the days where condo boards 
are an “old boys’ club.” 

Before accepting an offer to work in 
Waterloo Region, I was offered work as 
a property manager in predominantly 
Cantonese and Vietnamese speaking 
condominium complexes. It did not 
bother me that they were trying to put 
an Asian face in the role; I spoke the 
languages and understood the culture. 
However, I decided not to accept the posi-

tion because I wanted to work in a more 
diverse community rather than “special-
ize” in working with one particular group.

Confronting Racist Behaviour
In exploring the reasons behind the 

under-representation of minorities, it 
is challenging (but necessary) to come 
face-to-face with a number of uncom-
fortable truths. Being a Manager of 
Asian descent, I have firsthand experi-
ence with racist behaviour from a condo 
director, which occurred during a board 
meeting I chaired. While such incidents 
have fortunately been rare in my career 
as a property manager, it impacted me 
and served as a poignant reminder 
that prejudice is still alive and well. In 
short, the director made a racial slur 
that exhibited an ‘old school’ mentality 
during the meeting. As a result, a letter 
was written to the offending director 
to cease and desist such language. An 

Bill Lang, RCM 
Onyx Property Group

Embracing Diversity
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needs, rather than on what we as property 
managers presume should be done. We 
should try various means of identifying 
diversity gaps in our condo boards. These 
include surveys looking for owner input 
on diversity in their community, speak-
ing directly with specific owners whom 
we know are engaged with the condo 
community or asking residents if they 
know anyone who might be a good fit to 
join their board. Condo boards should 
also host town halls to encourage more 
owners of diverse backgrounds to run. The 
key to town hall meetings is to foster two-
way communication rather than merely 
lecturing owners about “acceptable” levels 
of diversity. That approach is almost guar-
anteed to alienate some people. 

Many boards are also focusing on 
“diversity of thought,” a term coined in 
a Harvard Business Review article on 
Corporate Boards, by seeking member-
ship from a broad range of professional, 
economic and cultural backgrounds. Of 
course, diversity of thought only really 
works if those people are being heard and 
listened to. Having diversity on paper and 
not in practice brings us back to the sort of 
tokenism that does not truly help anyone. 
Only genuine efforts to listen to diverse 
perspectives, elevate marginalized voices, 
and confront systems within the condo 
that have hindered diversity will work.

Diversity initiatives should not 
have the sole intention of benefitting 
marginalized members of a commu-
nity. Instead, the perceptions need to be 
reframed and expanded to acknowledge 
that genuine diversity and equity in a 
community contributes to that commu-
nity’s optimal strength as a whole. It 
serves the best interest of owners if the 
best-qualified candidate is vetted and 

selected without prejudice or bias. In a 
condo community where marginalized 
people are excluded from positions of 
power, many valuable candidates whose 
abilities will benefit everyone may be left 
out of the conversation. 

The Best Person for the 
Position

Conversely, “token directors” selected 
strictly out of a need to fill a “quota” may 
be a detriment to the community. Inclu-
sion for the sake of diversity is wasteful and 
is not a productive way to run any condo 

corporation. The last thing a condo corpo-
ration wants is a very influential position 
of responsibility seemingly “reserved” for 
someone who may look different. This 
is not only wrong but demeaning to the 
person seeking election. Furthermore, if 
a director who was elected solely on their 
ethnic background is incompetent or ill-
suited to their role, their shortcomings 
may unfairly stigmatize whatever ethnic 
group they belong to. It is essential, for 
the sake of long-term success in promot-
ing diversity, that the elected directors are 
highly competent and qualified so they 
can serve as ambassadors for this long-
overdue shift in mindset. 

I will leave you with an anecdote from 
my career, which gives me hope for the 
future of diversity in this sector and paints 

a clear path forward. Over the years of 
being a property manager and working 
with many boards, I have witnessed signif-
icant growth in the prevalence of female 
directors and the amazing contributions 
stemming from this form of diversity. In 
fact, at one point, nearly all the presidents 
in my portfolio were female. My experi-
ence has unequivocally shown the benefits 
of a condo board that reflects the diversity 
of the ownership. More needs to be done 
along the same lines for condo owners of 
all diverse and marginalized backgrounds, 
including those with disabilities. In my 

view, equitable representation has been 
achieved for women on condo boards. 
Now we must keep that momentum going 
until there’s true diversity everywhere. 
Things aren’t equal for any of us until they 
are equal to all of us. n 

Bill Lang, RCM, is currently the direc-
tor of property management at Onyx 
Property Group, located in the Water-
loo Region. With over 13 years on the 
job, he has a vast array of experiences 
in property management. Bill has man-
aged condominiums in Waterloo Re-
gion, Toronto and the GTA. Bill majored 
in marketing and political science at 
college and university and is currently 
an RCM and General Licence holder.
onyxpg.ca

A commitment to diversity and inclusivity requires 
lasting and continuous communication and action 
within the condo community and on the board – 
not hollow gestures and glib recruitment. {
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The Law Around Service 
Animals in Ontario

public places, and 2) the right to keep 
or be accompanied by a guide dog in a 
self-contained dwelling unit.

The BPRA prohibits the discrimina-
tion of blind persons with guide dogs 
with respect to any term or condition 
of occupancy of any self-contained 
dwelling unit and also prohibits deny-
ing them occupancy for the reason 
that they have a guide dog.

What does this mean for condo corpo-
rations? Even if the corporation’s rules 
prohibit pets or have certain restrictions 
on pets (e.g. the size and number of pets), 
the condo would still be required to allow 
residents to keep guide dogs in units. The 
only requirement is that the animal has 
to be a true guide dog (as defined in the 
BPRA and described above) in order to 
benefit from the rights and protections 
under the BPRA. It does not apply to 
“service animals” who would not other-
wise meet the definition of a guide dog 
under the statute.

Service animals are animals trained to 
assist a person with a disability. This can 
include animals trained to guide the visu-
ally impaired, calm children with autism 
in high anxiety situations, or alert diabet-
ics when their blood sugar is too low. 

The recent increase in individuals 
requesting access to service animals, 
especially in buildings with restrictions 
or prohibitions on pets, has led condo-
minium corporations to consider their 
responsibilities in relation to service 
animal users. 

In this article, we outline the service 
animal laws that condominiums 
must follow in responding to accom-
modation requests and the various 
legal definitions that apply to service 
animals in Ontario.

Understanding the Key Terms
While terms such as “support animal,” 

“service animal,” and “guide dog” may 
be used interchangeably by accom-

modation-seekers, it is important to 
understand the different terms, defi-
nitions and qualifiers that are used in 
Ontario’s statutory regimes when deal-
ing with these animals.

In Ontario, there are two terms used 
in various statutory regimes to refer 
to animals trained to assist persons 
with disabilities: “service animals” and 
“guide dogs.” The chart on the next page 
provides a quick and helpful guide for 
distinguishing between the two terms.

Statutory Requirements
A condo corporation’s obligations 

with respect to service animals and 
guide dogs are outlined in the three key 
legislations (See chart on page 32)

Blind Persons’ Rights Act
The Blind Persons’ Rights Act (“BPRA”) 

provides persons with blindness with 
legal rights in two key areas: 1) the right 
to be accompanied by a guide dog in all 

Denise Lash, 
Lash Condo Law
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Legislation Definition What does it include/not 
include?

Service 
Animal

Integrated Accessibility 
Standards regulations 
under the Accessibility 
for Ontarians with 
Disabilities Act 

An animal is a service animal if:

The animal can be readily identified as 
one that is being used by the person for 
reasons relating to the person’s disability, as 
a result of visual indicators such as the vest 
or harness worn by the animal; or

The person [using the service animal] 
provides documentation from a prescribed 
regulated health professional confirming 
that the person requires the animal for 
reasons relating to the disability.

Any animal, as long as it can be 
shown that the animal is being 
used to assist the person with 
a disability, either by a visual 
indicator or medical certificate. 

This can be therapy or 
emotional support animals, or 
dogs assisting blind persons 
whether or not they qualify as 
a “guide dog” under the Bling 
Persons’ Rights Act.

Guide Dog Blind Persons’ Rights Act

Integrated Accessibility 

Standards regulations 
under the Accessibility 
for Ontarians with 
Disabilities Act 
Note: This term is also used in the 
Human Rights Code, but is not 
defined.

A dog trained as a guide for a blind 
person and having the qualifications 
prescribed by the regulations, such as 
successfully completing a prescribed 
training program.

Only dogs (no other animals) 
who are assisting blind persons 
(does not include other 
disabilities). 

The dog must also be trained 
through one of the prescribed 
training programs in order to be a 
guide dog, regardless of whether 
they are medically certified to be 
assisting a blind person.

How can the corporation be sure that 
a dog is a guide dog? The BPRA provides 
for a mechanism through which blind 
persons with guide dogs may obtain 
identification cards from the Attorney 
General, which suffices as proof that 
their dog is a guide dog under the BPRA. 
This means that no further proof, medi-
cal or otherwise, is required to be shown 
by the resident in order to exercise the 
rights under the legislation.

Integrated Accessibility 
Standards under the 
Accessibility for Ontarians 
with Disabilities Act (AODA)

The Integrated Accessibility Stan-
dards regulations under AODA requires 
service providers to ensure that persons 
with disabilities using a guide dog or 
service animal are permitted to enter the 
premises with the animal and to keep the 
animal with him or her.

Since the common elements of a 
condo corporation provide services 
and facilities within the meaning of 
AODA, steps must be taken to ensure 
that service animals are welcome in 
these areas. Condo corporations are 
also required to ensure that their staff 

are properly trained on how to interact 
with persons with disabilities requir-
ing the assistance of a guide dog or 
service animal.

For the purposes of accessing the 
common elements (i.e. its services and 
facilities), AODA does not require that a 
resident or visitor provide lengthy and 
detailed medical information to demon-
strate that an animal is a service animal. 
Rather, as described above, the animal 
will be considered a service animal if:

a) The animal has visual indicators 
such as a vest or harness identifying 
that the animal is being used to assist a 
person with a disability; or

b) The resident or visitor provides a 
document from a prescribed regulated 
health professional (e.g. physician, 
nurse, psychologist, etc.) confirming 
that they require the animal for reasons 
relating to a disability.

If the resident or visitor is using a 
guide dog, as defined under the BPRA, 
they would simply need to show their 
identification card.

Note that AODA’s service animal 
provisions have no bearing on the 
restrictions that condo corporations 
may place on residents’ ownership of 

pets. Instead, a resident whose need for 
a service animal conflicts with the rules 
of a condo corporation must establish 
a right to accommodation under the 
Human Rights Code.

Human Rights Code
The third piece of legislation that 

corporations must consider is the 
Ontario Human Rights Code (the 
“Code”). The Code prohibits discrimi-
nation against persons with disabilities 
in various areas, including employment 
and accommodation. “Disability” under 
the legislation includes “physical reli-
ance on a guide dog or other animal.” 
While the Code does not refer to “service 
animal,” the protections granted by it 
capture any animal that is required for a 
disability-related need. 

The Code provides the broad-
est protection with respect to service 
animals because it does not limit protec-
tion to just persons with guide dogs 
(such as the BPRA) nor just persons 
accessing the services and facilities (like 
the AODA). Under the Code, condos 
are required to accommodate persons 
with disabilities – whether they have a 
guide dog or service animal – up to the 

32 I CM Magazine FALL 2020



point of undue hardship. Failing to do so 
would constitute discrimination under 
the legislation 

Despite the broad application of the 
Code, accommodation-seekers must 
substantiate their request with appro-
priate medical documentation if they 
want to suspend the application of the 
corporation’s rules around animals in 
the building. This means that a harness 
or a brief letter from a physician will 
not do in most circumstances (even 
though this would normally suffice 
under AODA for accessing public 
spaces). Rather, residents seeking 
accommodation will need to provide 
detailed medical information from 
a qualified health professional about 
their disability-related needs and, 
specifically, the requirement to use a 
service animal given these needs. 

Responding to Requests
Upon receipt of a request to access a 

guide dog or service animal, the board 
of directors should respond promptly 
and consider what types of documenta-
tion that may be required to review the 
request. This will depend on the type of 

request and type of animal, as explained 
above. The documentation will allow the 
board to determine whether the animal 
is actually required to address a disabil-
ity-related need.

If it is established that accommoda-
tion is required, the board should engage 
in discussion with the person making 
the request about suitable options for 

accommodation. Accommodation is a 
collaborative process that requires the 
involvement of both parties on an ongo-
ing basis. For example, even if a service 
animal is permitted, the board may need 
to re-evaluate the need for the animal 
periodically where appropriate.

An important point to remember 
is that while a condo corporation is 
obligated to provide reasonable accom-

modation, often what is reasonable will 
not be the specific form of accommoda-
tion requested by the resident, such as to 
keep their specific pet on the grounds 
that it is a service animal.

When dealing with accommodation 
requests, management and the board 
should review the condo corporation’s 
Human Rights and Accessibility Policies 

or, if unavailable, consider developing 
these policies to deal with the proper 
handling of these requests. n

Denise Lash is the principal of 
Lash Condo Law. Denise writes weekly 
her blog about the many issues facing 
boards of directors, condo managers 
and condo owners.
lashcondolaw.com

Accommodation is a collaborative process that 
requires the involvement of both parties on an 
ongo ing basis. {
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Diversity and Inclusion
 in Condominiums

are included. On the other hand, call-
ing owners’ meetings on those holidays 
would send a message (intentional or 
not) that those owners are not valued, 
and their input is not desired. 

There are many other frequently 
seen examples, which you have likely 
encountered at one point or another. 
When there is a difference in family 
status, where some owners are retired 
older individuals, and others are fami-
lies with young children, there can be 
a divide between the older individuals 
wanting peace and quiet, and young 
children needing to run and play 
and expend energy. Or when owners 
from different cultural backgrounds 
are cooking traditional dishes, the 

The many advantages of condomin-
ium living mean that this lifestyle is 
appealing to a variety of different indi-
viduals. This diversity of condominium 
owners and occupants has the poten-
tial to create wonderful, well-rounded 
communities, but it can also present 
challenges, particularly when there is a 
lack of understanding about differences 
between the various populations. 

Whether the diversity in your condo-
minium comes in the form of race, 
religion, ethnicity, age, family status, 
ownership status (owners vs tenants), 
or other factors, there are best prac-
tices that need to be followed to help 
the different parties understand each 
other and live in harmony.

Communication, transparency, and 
consideration of differences are some of 
the most important strategies in deal-
ing with any strife at a condominium. 
These strategies will help to prevent 
most misunderstandings or to resolve 
those that do arise. 

Consideration of Differences
For example, in a condominium 

where a portion of the owners celebrate 
a holiday that requires certain strict 
adherence (e.g. no travelling or elec-
tricity, or being at the place of worship 
for the holiday time), making sure 
not to call owners’ meetings on those 
holidays can go a long way to ensur-
ing that those individuals feel that they 

Stephanie Sutherland, MSc 
Cohen Highley LLP
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odours of which may not always be 
palatable to their neighbours (partic-
ularly in high-rise condominiums or 
others with shared hallways). And of 
course, the tension between owners 
who reside at the condominium, 
and tenants who rent from landlord 
owners is something that many of us 
working in the condominium industry 
have experienced. 

In these cases, when there are 
complaints, communication can make 
all the difference. Sometimes simply 
reminding owners of the different 
needs of their neighbours and fellow 
owners can help to resolve the matter. 
If not, an informal meeting – with 
the property manager and/or board 
members there to assist – between 
the different parties to discuss their 
perspectives may help. If that does not 
resolve the matter, or if the disagree-
ment has escalated to the extent that 
an informal meeting will not be a 
good idea, a professional mediator 
can be a great resource for getting 
parties to meet, express their views, 
and figure out a compromise that they 
all can live with. 

Another tool that may be helpful is a 
‘town hall meeting,’ where the owners 
and occupants can get together and 
learn about each other, perhaps even 
share food and other aspects of their 
culture. Often frustrations arise from 
simply not understanding something 
that is ‘other’ than what we are used to, 
and communication and understand-
ing our differences can help to see 
where the other person is coming from. 

The Human Rights Code  
of Ontario

On a more serious note, it is impor-
tant for the board and property 
manager to keep in mind potential 
human rights matters. The Human 
Rights Code of Ontario (the “Code”) 
protects individuals from discrimina-
tion on 17 different personal attributes, 
or ‘grounds’ as they are referred to in 
the Code: citizenship, race, place of 
origin, ethnic origin, colour, ancestry, 
disability, age, creed, sex/pregnancy, 
family status, marital status, sexual 
orientation, gender identity, gender 
expression, receipt of public assistance 
(for housing), and record of criminal 
offences (for employment). The Code 
does apply to condominiums and will 

take precedence over a condominium’s 
Declaration, By-laws, and Rules. This 
is why certain provisions in a Declara-
tion, such as prohibiting students for 
example, are not valid. This has been 
found to be discrimination on the basis 
of age and/or family status.

When disagreements between 
owners, occupants, and/or the condo-
minium arise relating to any of the 
grounds protected by the Code, it is 
essential that the board and property 
managers are mindful of this when 
proposing or instituting any reso-
lution. Referring back to the above 
example of holding owners’ meet-
ings on days where a certain portion 
of owners cannot attend due to reli-
gious reasons, this could certainly 
potentially a violation of the Code 
on the ground of religion, particu-
larly if the situation were to occur 
more than once. When addressing a 
complaint or proposing or institution 
a solution, the board should consider 
whether there are any potential Code 
issues involved, and how the poten-
tial solution might impact or affect 
the rights protected under the Code. 

If you have questions or are not sure 
of the proper approach, consult the 
condominium’s legal counsel to make 
sure that the board and management 
are protected and are respecting the 
rights of the condominium’s owners 
and occupants.

The more diversity that exists in a 
condominium community, the more 
potential there is for disagreements 
and misunderstandings, but there is 
also more potential for a vibrant and 
exciting community where differ-
ent perspectives come together to 
make the community the best that it 
can be. By respecting and honouring 
differences and working together to 
overcome disputes, your condomin-
ium community will be better and 
healthier than ever before. n

Stephanie Sutherland is a con-
dominium lawyer with Cohen Highley 
LLP, working in their Kitchener office. 
She works with condominium corpora-
tions and unit owners to help them ad-
dress day-to-day condominium gover-
nance matters and resolve disputes. 
cohenhighley.com
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People suffering from mental illness in a 
condominium setting, as in any commu-
nity, represent a diverse group.  They are 
persons experiencing many different types 
of health conditions, including anxiety, 
depression, phobias, hoarding, paranoia, 
schizophrenia, and dementia – and the 
list goes on.  Each disability condition can 
range from mild to severe.  Some people 
with mental illness require accommoda-
tion within the condominium setting 
– many others do not. 

Predictably, the outbreak of the 
COVID-19 pandemic has exacerbated 
certain mental illness symptoms, 
including individual feelings of fear and 
helplessness.  How can a condominium 
corporation appropriately enforce 
compliance when dealing with mental 
health issues in its community?  

Ditch the Stereotypes
As a starting point, misconceptions 

about people with mental illness should 
be consciously identified and avoided. 
For example, there is a common 
misconception that people with schizo-
phrenia or severe depression are more 
prone to violence.  The reality is that 
these residents are no more violent than 
people who are not mentally unwell.  In 
fact, people with mental illness are more 
likely to be the targets, rather than the 
perpetrators, of violent acts.

Look for Solutions
In exceptional circumstances, mental 

health disability can cause compliance 
challenges.  This may mean the resi-
dent, on account of his or her disability, 
creates excessive noise, hoards, or 

otherwise engages in conduct incom-
patible with condominium living.  
The Ontario Human Rights Code (the 
“Code”) requires that the corporation 
accommodate the resident in a manner 
that respects his or her dignity, to the 
point of undue hardship.  This does 
not typically mean that the corpora-
tion must tolerate the non-compliant 
behaviour – it simply means that the 
corporation must explore and imple-
ment solutions to assist the resident in 
complying with the Condominium Act, 
1998, and the corporation’s declaration, 
bylaws and rules.   

When dealing with a resident with 
a hoarding disorder, for example, the 
corporation may be required to arrange 
for regular inspections and cleaning and 
sanitization of the unit, ultimately charg-

Deborah Howden,  
Shibley Righton LLP

Compliance and Mental 
Health Disability

in Condominiums
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ing the costs back to the unit owner.  
Similarly, property management may 
have to anticipate and avoid triggers when 
communicating with a resident with post-
traumatic stress or other anxiety disorders.  
Property management may also have to 
provide several cues to a resident with 
dementia who might be found loitering 
in the common elements, or maintain a list 
of the resident’s contact supports to call in 
cases of emergency.

Know the Limits
Many will be familiar with the require-

ment to accommodate disability up to 
the point of “undue hardship.”  There 
are reasonable limits to the corporation’s 
accommodation obligation.   

For example, it does not form part of the 
corporation’s accommodation obligation 
under the Code for property manage-
ment to provide mental health services 
to residents with disabilities.  Property 
managers are sufficiently saddled with 
management responsibilities for them 
to also be required to take on the role of 
mental health caregivers, which they are 
not tasked to become, and the law does not 
require that they do so.

In addition, the Human Rights Tribunal 
of Ontario (the “HRTO”) has made clear 
in a decision last year that the corporation’s 
duty to accommodate does not require the 
corporation to provide a “perfect solu-
tion.”   That is, an accommodation which 
meets the resident’s needs and respects his 
or her dignity is all that is required – it does 
not have to be the accommodation of the 
resident’s choice.  

Further, there will be no ongoing 
accommodation obligation where 
the resident rejects accommodation 
attempts.  In one case, a college student 
engaged in erratic behaviour, such as 
random fits of crying and incoherent 
speech.  The college administration 
believed she had a mental illness and 
attempted to discuss an accommoda-
tion with her. However, the student 
denied having a disability and did not 
seek accommodation.  She later claimed 
discrimination.  The HRTO ruled that 
when “…an organization perceives a 
person to have a disability but the person 
denies it, it is unclear whether the duty to 
accommodate arises and precisely what 
form any such duty would take.” As the 
student did not take part in the accom-
modation process, the HRTO found she 
could not later claim discrimination.

Escalate Where Necessary
To the extent a mental health disabil-

ity causes health and safety issues in 
the common elements or the units, the 
corporation should react quickly.

For situations involving a resident 
in crisis, the corporation may contact 
the police and request a mobile crisis 
intervention team, where available (in 
Toronto, this is the “MCIT”).  These 
teams partner with a mental health 
nurse and a specially trained police offi-
cer to respond to persons experiencing a 
mental health crisis.   It should be noted 
that MCIT will not respond if a weapon 
is involved or if it is otherwise unsafe for 
a nurse to attend the site.  

In non-emergency situations involving 
health and safety, and after broaching any 
accommodation obligations, the corpora-
tion will want to send the usual compliance 
letters.  Thereafter, the corporation may 
have to commence legal proceedings to 
seek an order for compliance under the 
Condominium Act, 1998. Typically, the 
corporation will be able to rely on Section 
117 of the Act, which provides that no 
person shall permit a condition to exist 
or carry on an activity in a unit or in the 
common elements if the condition or the 
activity is likely to damage the property or 
cause injury to an individual. 

Remember Accommodation is 
Individualized

Accommodation is never one size fits 
all.  Corporations should be flexible and 
respond to individual disability needs in 
good faith without sacrificing the health 
and safety of the other residents.  n

Deborah Howden is a Partner in 
the Condo Law Group at Shibley Righ-
ton LLP.  Her practice involves all as-
pects of condominium law issues, with 
particular emphasis on human rights 
and labour and employment matters.  
Deborah is actively involved in the con-
dominium community and frequently 
writes about condominium law topics.  
She teaches condominium law to man-
agers and directors in-house at various 
conferences and management compa-
nies.  She can be reached at deborah.
howden@shibleyrighton.com
shibleyrighton.com
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Diversity:
My Own Journey

different forms. It includes gender, age, 
sexual orientation, culture, race, and 
religion. I have witnessed racism first-
hand, not just individual racism, but 
“systemic” racism. Discrimination, in 
general, and the challenges it brings to 
the workplace and society at large are 
not openly discussed and still some-
what taboo. 

These topics are rapidly gaining 
awareness in the media. Although 
our cities have increasingly become a 
melting pot of cultures, tolerance and 
acceptance within our society remains 
limited. There is an attempt to drown 
out voices that are struggling because 
it is uncomfortable to hear. This needs 
to change now.

The issue of systemic racism needs 
to acknowledged and confronted. It 
challenges our perceived roles and 

On my first day at work, I wanted to 
arrive half an hour early in case I got lost 
reaching the building. I reached the site 
and waited in the vestibule of the front 
lobby waiting for the superintendent 
to open the door. A lady came through 
the door, looked at me, and left. In a few 
minutes, she returned and told me that 
the assisted housing was further down 
the street. I confirmed the address and 
said to her that I was waiting for the 
superintendent to open the door since 
it was my first day of work here. I never 
paid any attention to the statement 
made by this resident, but inside I knew 
there was something about what she said 
that didn’t seem right. 

After few months of working at that 
location, one lunch hour I decided to 
take a walk down the street to explore 
the area and came across a neighbour-

hood where a group of ladies walking 
all had the same skin tone. Upon my 
return to work, the words of that resi-
dent finally sunk in! and I realized 
that I had not yet met any persons of 
colour in the building. She assumed 
that I did not belong there because of 
the colour of my skin. 

Change is needed now
I have experienced and lived with 

prejudice throughout my life. My 
great-grandfather was brought to East 
Africa as a slave by the British army to 
build a railway. Once it was over, he 
stayed behind in Kenya and built a life. 
He must have thought that he was free, 
but the reality is he continued with the 
struggle to prove our value. 

Diversity is not just about the 
colour of your skin; it comes in many 

Ruki Mohamedbhai, RCM  
Client Relations Manager 
GPM Property Management Inc.
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makes us complicit in what is happen-
ing today. Whether an organization 
or society, everyone plays a key role 
in accepting, and most importantly, 
embracing our differences, regard-
less of your ethnicity, religion, sexual 
orientation or political beliefs. 

Fighting Bias with 
Confidence.

After arriving in Canada, I tried 
to fit into my surroundings. I was 
deterred from wearing my religious 
attire to suit the culture. I can recount 
an incident working with a manager 
that has left an emotional scar. This 
manager used to make statements 
like, “why do you come to this coun-
try with your beliefs? You should 
adapt to our methods!” Hearing such 
comments, increased my feelings 
of vulnerability, anxiety, and fear. I 
created an invisible protective barrier 
around me. Although I continued 
concentrating on improving my work, 
I would not participate in any social 
events or side conversations, that is, 
until recently.

At another site, I experienced sexism 
by the president of the board. On too 
many occasions to recount, I felt my 
ideas and plans were disregarded at 
meetings. However, those same plans 
were met with praise and recognition 
when proposed by a member of the all-
male board. My ideas were suppressed 
and ignored. It embedded a level of 
doubt into my subconscious. 

At a newly assigned building, the 
first step was to have an introduction 
meeting with the trades and service 
providers. The HVAC company area 
supervisor came into the office. We 
started having a conversation, and 
within a short while, I noticed he 
was directing the conversation to my 
male counterpart, the superintendent. 
Fifteen minutes into the conversa-
tion after being ignored, I walked 
around the other side of the desk, sat 
right beside him and started divert-
ing the conversation towards me. 
This method has enabled me to work 
around this obstacle. 

I persevered and went from the roles 
of part-time manager and office assis-

tant to a full-time manager assigned 
with a multi-portfolio with location 
across GTA. I eventually learned how 
to manage these situations better. 

My Spiritual Journey
My own beliefs were challenged 

during my assignment at a downtown 
location that had a high population 
from the LGBTQ+ community – some-
thing I was unfortunately not aware 
of during my upbringing in Kenya. 
At my first meeting with the board 
members, I was nervous about show-
ing my discomfort. As the meeting 
progressed, I felt more comfortable 
and at ease. A few months into the 
role, the community looked up to me 
as a leader and allowed me to guide 
them through various issues and the 
handling of major projects. Through 
exposure, education, and understand-
ing, my perspective has evolved to 
embrace this diverse community. and 
served to become an integral part of 
my professional and personal growth. 
Working closely with the members of 
this diverse community gave me the 
courage to voice my rights. 

Before embarking on my spiritual 
journey, I informed all board members 
of the corporations that I managed 
about my decision to wear my reli-
gious attire. I received tremendous 
support from my downtown loca-
tions, but my company did lose a few 
contracts from properties that I was 
managing because of it. 

Although there is no quick solution 
to change, it takes time and effort to 
see the effects. We can all make small 
changes that will grow to make a huge 
difference in society. One should feel 
safe to speak up without the fear of 
feeling ashamed. Being in a diverse 
group makes you more creative and 
allows you to evolve. You get more 
perspective by connecting the dots in 
different ways. I will continue doing 
my part by paving the way for others 
as diversity now is the new normal. n

Ruki Mohamedbhai, RCM, is 
a Client Relations Manager for GPM 
Property Management Inc. She has 
been working in the condominium in-
dustry for over 19 years and enjoys ev-
ery moment of it, finding satisfaction in 
each day’s achievements. 
gpmmanagement.com
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RCM Profile

Other education: Bachelor of Arts, 
Honours 

Mentor(s) in the industry: I have 
had the pleasure of meeting and work-
ing with many accomplished managers 
over the years, but the one individual 
who has been a constant source of 
support and guidance is Judy Statham. 
I have worked with Judy for over eight 
years and owe a great deal of my success 
to her. She is a great leader and, more 
importantly, a great friend. 

What path brought you to a career 
as a condominium manager? How 
has your membership in ACMO 
helped you in your career? I had 
recently graduated from University 
and was working a part-time retail 
job, unsure of what I wanted to do 
with my career/life. A family member 
mentioned they knew of a property 
management company that was look-
ing to hire an administrative assistant. 
I was offered the job, and within a few 
months was enrolled in the first ACMO 
course; the rest is history! 

My membership with ACMO has 
helped me build relationships with 
other property managers and profes-
sionals working in the industry. It 
also provides comfort in knowing 
that ACMO associated trades and 
professionals offer services that can 
be trusted. 

is not rocket science; excellent customer 
service and facilitating boards to make 
informed decisions is half the battle. 

Answer this statement – I am an 
RCM because… Being an RCM holds 
me to the highest standard as a Condo-
minium Manager. Licensing of our 
profession was needed, but having an 

RCM shows your peers and clients that 
you are willing to go above and beyond 
what is necessary. 

Where do you see yourself in five 
years? I would like to be in a position 
where I can focus on mentoring new 
managers in the industry.

 What recent project that you 
completed can we highlight? In 
2017 I was approved by ACMO to teach 
in-house property management courses 
at ICC Property Management. Earlier 
this year, I completed teaching all four 
mandatory courses, which is something 
that I am proud of, especially when the 
students pass! n

What is one must-have skill for 
a condominium manager? Why? It 
is hard to narrow it down to just one 
must-have skill! I would say adaptability, 
patience and common sense are all essen-
tial qualities of a successful condominium 
manager. There are endless varieties of 
situations and people I manage on a given 

day and these are the three skills I utilize 
to ensure my success as a manager. 

Tell us about a personal success 
story on the job. Being promoted to a 
Regional Manager position is my great-
est success story. 

What’s your biggest challenge as a 
manager? What’s your favourite part 
of the job? My favourite part of the job is 
that it is not a typical office job where you 
are stuck at your desk all day. Every day 
presents a new challenge, which means I 
am continuously learning and improving. 

Best business advice you have 
ever received. The best advice I have 
received is, condominium management 

Jennifer Ricci, RCM
ICC Property Management 
Year entered the profession: 2007
Year RCM obtained: 2012

My membership with ACMO has helped me build 
relationships with other property managers and 
profes sionals working in the industry. {
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Is your Indoor Air Healthy?

best-installed fan coil unit is going to 
experience mechanical and function-
ality issues from natural causes such as 
extreme temperatures, moisture, and 
ageing.” Have you considered the age 
of your mechanical equipment?

Poor Indoor Air Quality
One of the most common issues 

to arise from an ageing FCU is poor 
indoor air quality. According to the 
University of Toronto study, Fan Coil 
Contamination of Growing Concern, 
the quality of air within your build-
ing’s suites and common areas can 
directly affect the respiratory health 
and immune systems of children, 
elderly residents, and those with exist-
ing health implications. Residents 
could experience allergic reactions, 
colds, headaches, sinus infections and 
asthma. If chronic, these issues could 
lead to more severe health implications. 

Focusing on your condominium’s 
indoor air quality is crucial, now more 

than ever, as we navi-
gate a pandemic that 
impacts respiratory 
health. 

We are truly living 
in unprecedented 
times with the global
spread of COVID-19. 
The health of your 

residents has become a top priority, and 
the importance of maintaining indoor 
air quality is something property 
managers and the board of directors 
must consider going forward. 

What is a Vertical 
Fan Coil Unit?

Vertical fan coil units are a type of 
HVAC system found in high-rise resi-
dential buildings. The system consists 
of a fan and a coil (containing hot or 

cold water) to heat, cool, and ventilate 
the suite. The building’s make-up air 
unit draws in fresh air from outside, 
pressurizing the corridors, which then 
pushes the air into suites. FCU draws 
in air from the suite, conditions it, 
then returns it into the suite. The ther-
mostat found in your suite controls 
all these features. This recycled air 
can contain microbes. Droplets from 
a simple cough or sneeze containing 
any viral microbes can find its way into 
the air system and circulate through 
your building and FCU.

Fan coil units make up roughly 60 
percent of the HVAC systems found 
in high rise condominiums located in 
Toronto and the GTA. Bertrum Gillard, 
Steamfitter with Reel Mechanical, 
says, “of this 60 percent, at least half 
of those fan coil units are in condo-
miniums over or reaching 20 years 
of age. After 20 years of age, even the 
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In the wake of a pandemic that directly 
affects the respiratory health of those 
who contract it, indoor air quality must 
be a primary focus to ensure ageing 
FCUs do not exacerbate residents with 
existing health conditions. So, we ask, is 
this the time to leave 
your ageing or prob-
lematic FCUs as is? 

O ther  f a c tors 
that can negatively 
contribute to your 
building’s indoor 
air quality include 
improper care or 
lack of  mainte-
nance of the HVAC 
equipment. FCUs 
should be regularly assessed on a 
proactive basis by a certified HVAC 
professional. But unfortunately, many 
buildings wait until they approach this 
20-year mark or when they experience 
a serious mechanical issue. Regular 
assessment and maintenance can help 
avoid serious problems.

As the components of your FCUs hit 
20 years and continue to work around 

the clock, they will eventually become 
less efficient, with slower motor 
speeds, inconsistent airflow, excessive 
condensate, rust, fibreglass degrada-
tion, and mould. The University of 
Toronto study explains the growth 

and spread of mould spores through 
fibreglass degradation can cause seri-
ous health implications to anyone 
– not just those with existing health 
conditions. 

HVAC systems on which we rely 
for daily ventilation have problem-
atic issues, like mould growth from 
fibreglass degradation, that must be 
resolved quickly. Ray Quinn, principal 

at the global engineering firm Arup, 
told the Intelligencer, “no HVAC system 
can get rid of all your risk, so the best 
you can do is reduce it [by] how people 
operate the building.” Christopher 
Prochner, a partner at the mechanical 

engineering firm 
Jaros, Baum & 
Bolles, provides 
strateg ies  for 
handling HVAC 
s y s t e m s  t o 
ensure public 
sa fe t y. These 
include running 
t h e  H VA C 
system at higher 
speeds – espe-

cially throughout summer months 
– ensuring the air is circulated faster 
and changing to a higher grade of 
filters with cleaning more often, to 
ensure more potential microbes are 
filtered out of the air. He warns, “air 
quality is unforgiving to sloppiness 
and neglect.” 

Another way to improve indoor air 
quality is to improve the supply of 

the quality of air within your building’s 
suites and common areas can directly affect 
the respiratory health and immune systems 
of children, elderly residents, and those with 
existing health implications.{
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fresh outdoor air by adding new Energy 
Recovery Ventilation (ERV) units to 
each suite. This can be done by adding 
an Outdoor Air (OA) connection to 
each suite’s fan coil unit and running 
the OA duct and washroom exhaust 
duct through a new ERV to the exte-
rior of the building. Petar Jovanovic, 
Mechanical Practice Leader and Proj-
ect Partner of Pretium Engineering, 
is working on a fan coil retrofit proj-
ect with this feature. He states, “Many 
homeowners have requested a fresh 
air intake for their suite as they aren’t 
comfortable relying solely on fresh air 
provided from the make-up air unit 
and supplied through the corridors.”

If you are concerned about your 
building’s indoor air quality, there are 
a few things you can do to ensure your 
building’s mechanical equipment are 
healthy and safe.

A simple tip you can start with is 
to change your FCU filters regularly 
– beyond just the semi-annual mainte-
nance in your buildings. Starting with 
clean filters, your FCUs will be able to 
circulate the air better and filter out 

more particulate matter, including 
microbes, debris, and dirt. 

Book an Assessment
We recommend al l  buildings 

nearing and over 20 years old have 
a qualified technician or engineer 
perform an assessment on your HVAC 
equipment and fan coil units. They 
should check the units in different 
areas of your building and deter-
mine the air quality and operational 
status of your fan coil units. They can 
then make a recommendation as to 
the state and lifespan of your exist-
ing mechanical equipment, including 
your fan coil units

Consider a Retrofit
Retrofitting your existing fan coil 

units is a way to improve the safety 
and health of the warm and cool air 
throughout your entire building. A 
retrofit includes removing and dispos-
ing of all the old components from the 
fan coil cabinet, an EACO Level 2 reme-
diation (if necessary), cleaning and 
disinfecting the cabinet, and installing 

a high-efficiency retrofit unit. Remov-
ing all of the old components of the 
existing fan coil unit – not just replac-
ing or repairing parts – removes dirt, 
debris, mould growth, malfunctioning 
parts, and degrading components, so 
that your fan coil unit is operating at its 
highest and healthy efficiency.

As  we  cont inue  to  nav igate 
through the pandemic and come out 
on the other side, we need to remain 
vigilant in our health and safety. 
This includes the health and safety 
of your indoor air in the buildings 
you manage and the residents that 
live in them. n

Melissa Kois is currently the Man-
ager of Marketing and Business Devel-
opment Operations at Unilux CRFC 
Corporation – ‘Canada’s largest manu-
facturer of retrofit fan coil units. ‘Melis-
sa’s worked in the condominium sector 
for more than 5 years and has over 10 
years of marketing and business devel-
opment experience. She can be reached 
at mkois@uniluxcrfc.com
uniluxcrfc.com
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Proper Planning and Infrastructure
for Electric Vehicles in your Building

the board to make an informed decision. 
If owners are just allowed to connect EV 
charging stations to the nearest electrical 
service, there is a lack of metering, load 
management, and control. This has been 
observed in many condominiums and 
will cost more money to correct when 
EV demand increases. 

A Two-Pronged Approach
For the benefit of the condominium 

corporation, property manager, and 
owners a two-pronged approach which 
provides a concise process and path for 
current and future EV charging growth 
is recommend. We have found this to be 
an excellent method in ensuring proper 
communication and correct EV charg-
ing installations. 

• First are the Load Management 
Analysis and Central EV Design of the 
electrical system 

• Second is an EV Installation Guide-
line for the owners/residents. 

Whether you are currently a supporter 
of electric vehicles (EVs), or not (who 

doesn’t enjoy the sound 
of an internal combus-
tion engine?), they 
are ever-increasing in 
popularity and will be a 
substantial percentage 
of the vehicles on the 
road in Ontario sooner 

than most people think. Currently, the 
zero-emission vehicles market share 
amounts to approximately 3.5% nation-
ally, however only 2% in Ontario. In 
contrast, in BC and Quebec, it is around 
10% and 7% market share, respectively. 

With the federal government’s 
national target of 10% EV market share 
by 2025, Ontario’s anticipated rise in 
the number of electric vehicles requires 
that both residential and commercial 
condominiums are prepared. That 
means ensuring that proper planning 
and infrastructure are in place to serve 

the current and future requirements of 
their owner’s EV charging stations. 

Plan for the Future
As most condominium corporations 

and property management firms are 
aware, as of May 1, 2018, revisions to 
the Condominium Act, 1998, were made 
to make it easier for corporations and 
owners to install EV charging stations. 
Following a formal request from an 
owner who provides proper documen-
tation to the management to install an 
EV charging station, the board of direc-
tors has 60 days to give an informed 
response. This would include complet-
ing due diligence ahead of time. 

Many condominiums lack the proper 
preparation and have random EV charg-
ing stations installed without a formal 
layout or plan for the future. Also, with-
out clear guidelines in place, it is difficult 
to ensure that each owner’s EV request 
has all the documentation required for 

Your Condo | Technology

By Adrian Abramovic
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The first recommended item is for the 
board to hire a professional to review and 
analyze the current electrical loads and 
design of the building. All buildings have 
different loading and electrical character-

istics depending on the building’s age and 
original design. The analysis and report 
identify the building’s current electrical 
loads and capacity, its overall EV charging 
stations potential and conceptual design. 

An electrical engineer is required to 
design a central electrical infrastructure 
for the building and to determine where 
the current and future EV charging 
stations will be fed from. The design and 
installation may incorporate some visitor 
EV charging stations, however, the major-
ity of the implementation is typically for 
the owners. 

The standard design may include 
transformers, safety switches, power 
panels, smart multi-metering panels, and 
separate systems on different parking 
levels constructed in phases. Each build-
ing will be unique in its approach and 
construction. However, the importance 
and goal are to have a professional design 
and implementation plan, where all EV 
charging stations are fed and served from 

a central power panel, and specifically 
designed for the service of the EV charging 
stations. The condominium corporation 
would typically be responsible for the costs 
associated with the design and installation 

of these electrical systems. The owners 
can install and connect their personal 
EV charging stations to the corporation-
owned electrical systems at their own cost. 

Communication is Key
To expedite the approval procedure 

and to keep all parties well informed, the 
second recommendation is to have an 
EV Installation Guideline for owners and 
residents prepared by a professional. This 
guideline clarifies the building-specific 
technical scope of work and documents 
required by the owners to install their EV 
charging stations to the satisfaction of 
the board. We have found this document 
to be extremely beneficial by addressing 
questions we have seen between parties. A 
legal review of the completed EV Installa-
tion Guideline is recommended. 

The guideline may cover the approved 
locations for wiring and electrical 
equipment, owner’s and contractor 
responsibilities, metering requirements, 

A properly planned and executed electric  
vehicle charging station design in a 
condominium will ensure the longevity  
and overall value of the building.  {

maintenance, insurance, and warranties. 
Metering and billing are the respon-
sibility of the owners. There are many 
professional sub-metering and smart-
metering firms within the industry that 
are available to provide these services. 

Available Options
One option includes a central smart 

multi-metering power panel, which 
allows from 8 to 40 EV charging stations 
connected in one location to be individu-
ally metered. This system would require 
software and implementation from a 
metering company. However, all monthly 
fees and billing would be paid for and 
managed directly by each owner. Another 
popular option is each owner installing 
their own smart meter with load manage-
ment software, then connecting this to 
the main central power panel. 

A properly planned and executed elec-
tric vehicle charging station design in a 
condominium will ensure the longevity 
and overall value of the building. Being 
informed and knowing the recommended 
procedures and infrastructure to have in 
place in your building is crucial in prepar-
ing for the ever-changing landscape of the 
automobile industry. n 

Adrian Abramovic P.Eng., LEED AP., 
is the President of Trinity Engineering 
and Consulting Inc., a multi-disciplinary 
building services engineering firm. Mr. 
Abramovic has been directly engaged in 
design and engineering of condos, build-
ings, and systems for over 15 years.
TrinityEng.ca
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Uniting the Board of Directors

ing consensus. An effective chairperson 
will mediate disputes, verify information 
validity, frame projects for board deci-
sion or oversight, and even coach and 
orient new directors during turnover. 
This is someone who is required to have 
a high level of emotional intelligence 
and influence. This person establishes 
trust amongst the group and fosters an 
environment in which consensus can be 
reached.

Lack of orientation leads to 
dissatisfaction

No matter how effectively a board 
is structured, situations will always 
arise where disagreements will occur. 
There may be some dissatisfaction 
with the validity of the information 
provided, the framing of an issue, or 
maybe on a decision that is already 
made. Consider a situation where, just 
as a resolution is about to be made, 
a board member raises a seemingly 
minute issue and stalls a major project. 
This can cause significant frustration, 

The condominium industry is struc-
tured in a way where there is a constant 

ro ta t ion  o f  new 
members governing the 
corporation. Due to the 
ebb and flow in gover-
nance, conflicts between 
personalities often arise, 
and these can hinder the 
effective operation of 
the property. 

When it comes to 
managing the board of 
directors’ meetings, the 
board’s first respon-
sibility is finding the 
right CEO. Within the 
condominium context, 

this is an efficient property manager who 
will execute the directives effectively. 

Orientation: bridging the gap 
for effective decision-making 
processes

Beyond the context of condominium 
governance, many boards fail to real-

ize their internal competencies and 
synergize them in a way that generates 
maximum value to the homeowner. Not 
doing so often results in complacency, 
sub-optimal performance, and fail-
ing to hold management accountable 
for results. Furthermore, it can breed 
internal resentment amongst board 
members, cyclical discussions, and over-
all dissent. 

Internal structures can be imple-
mented to help bridge this gap in 
governance. First, roles and responsi-
bilities must be defined. Fortunately, 
many corporations already have these 
positions outlined within their govern-
ing documents. It is critical to have the 
board positions matched according 
to the core competencies within your 
elected directors. 

Next, it is necessary to identify who 
is the chairman during the meeting. 
The chair has a role that influences 
multiple aspects of the board. He or she 
is responsible for managing meetings, 
liaising with management, and generat-

Your Condo | Management

By Liron Daniels, RCM, and Kateryna Polek, RCM
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especially if this project has been in 
the planning stages for many months. 
To another person, it might seem like 
this director is refusing to cooperate, 
and is purposefully being contrarian. 
However, this may not necessarily be 
the case, and this director might have 
information that is crucial to the proj-
ect at hand.

It is vital to realize that the viewpoints 
of individual board members vary - but 
no perspective is ever right or wrong. 
In fact, these hidden information sets 
can hold a lot of value. Unfortunately, 
we often fail to disclose and acknowl-
edge those internal schemas early in the 
decision-making process - resulting in 
a long and arduous cycle where there 
is no resolution. A possible solution is 
to have the chairman fully disclose all 
facts of the matter, as well as forecasts, 
should a decision not be made. Once 
all known information is disclosed, 
it may be prudent for all directors to 
share their assessment of the informa-
tion. Afterwards, directors express their 
criteria necessary to make a decision, 
and this criterion is organized by the 
chairman and management. 

From our experience, this has proven 
to be the most effective way to manage 
boards who find themselves in a chronic 
state of dissatisfaction. After all, as 
Warren Buffett once said, “It is not easy 
to ask difficult questions in a board-
room populated by well‐mannered 
people who got on well.” As such, 
information and criteria from these 
directors are often uncommunicated, 
resulting in a cycle of indecisiveness 
and inaction. 

A progressive cycle of group 
development

What we have just explored are the 
formative stages of group develop-
ment and the decision-making process: 
orientation, dissatisfaction, and reso-
lution. These stages are followed by 
production and termination. All of 
these steps account for the five stages of 
the progressive cycle of group develop-
ment, according to Roy Lacourssiere’s 
theory. It facilitates a powerful approach 
of realizing fundamental dynamics that 
function between groups, and how to 
overcome the constraints associated 
with opinion diversity.

We’ve focused primarily on realizing 
key competencies of individual board 
members, how to utilize those compe-
tencies through synergy to prevent 
unrealistic expectations or frustration 
due to disorientation.

In conclusion, the effective manage-
ment of a condominium corporation 
requires a united board of directors. 
Realizing the competencies of individual 
board members and synergizing them 
will help bridge the gap for communities 
that are in dissent. n

Liron Daniels, RCM, is the presi-
dent of Nadlan Harris Property Man-
agement Inc. and has his BES (Building 
Environmental Services). Liron believes 
in hands-on management and open 
channels of communication between 
all those involved in the management 
of a condominium.

Kateryna Polek, RCM, is a prop-
erty manager with Nadlan-Harris 
Property Management Inc. She is fre-
quently in the pursuit of knowledge 
and self-development. 
nadlan-harris.com
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The buzz word these days is 
‘Customer Experience’ defined, for 

the purposes of this 
article, as the quality 
of the daily interac-
tions contractors have 
with their customers. 
The nature of these 
daily interactions can 
make life as a contrac-
tor or manager go 

much more smoothly, or entirely the 
opposite. We, as contractors, want 
the property managers we deal with 
to have the best customer experience 
possible. This will ensure loyal, dedi-
cated and happy customers. If you 
have a positive experience with your 
contractor, you are more likely to be a 
long-term customer. 

As an HVAC contractor specializing 
in the condominium market, I have 
spent many years meeting with board 
members and property managers. As a 

Linda 
Duttmann

10 Ways a Contractor Benefits
from an Experienced Property Manager

respect each other’s time. Having said 
that, we also understand that in your 
business, just like ours, emergencies do 
come up. We understand that.

2. Knowledge is ‘golden!’ Although 
we don’t expect you to know every-
thing, please feel free to ask as many 
questions as necessary to help you 
understand.

3. Paying invoices on a timely basis 
is something that we appreciate and 
will make your life much easier by not 
having to deal with follow up requests 
for payment.

4. Create clear and concise guidelines 
on the expectations you have of your 
contractor. For example, sign-in/out 
methods while on-site; outline any ‘out 
of bounds’ areas for your contractors; 
who the main point of contact is while 
on-site; etc.

5. Ask your contractor how you can 
help make their job easier. Of course, 
it is our job to make your hectic daily 

property manager, you are expected to 
be the jack-of-all-trades, and it is chal-
lenging navigating through so many 
different trades and disciplines in your 
buildings. I believe that if you hire 
competent, reputable and trustworthy 
contractors, your job is much easier. 
Likewise, from our point of view, as a 
contractor, it makes our job easier if you 
are an experienced property manager, 
and things will flow smoother. 

The following practices are some-
thing that any contractor appreciate 
in the daily interactions we have with 
property managers:

1. Please try to ensure that as we 
respect your time, you respect ours. 
Many times, I have gone to a site, and 
the manager has either forgotten our 
meeting or has ‘no time’ to spend with 
us. Please remember that we are both 
providing a service to condo corpora-
tions, whether property management 
services or HVAC services. Let’s try and 

Your Condo | Professional Services & Trades
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life as a property manager less hectic, 
but if you help make ours easier too, 
we all benefit.

6. Don’t wait until there are issues. 
Clear, concise expectations and 
dialogue between you and your 

contractor makes things go much more 
smoothly. If there are issues, we want 
to hear about them before it gets to the 
point of no return.

7. We are all in the ‘people’ business, so 
let’s treat each other with kindness, and 
our work will go that much smoother.

8. Provide the resources we need 
while on site. For example, ensure that 
we have keys if required, available park-
ing, etc. All of this may seem intuitive; 
however, an inexperienced manager 
might overlook these things.

9. Let’s respect each other’s expertise - 
let us do our job, and you do yours, and 
everyone will be satisfied!

The next time your contractor visits 
your site, remember these suggestions. 
We share the same goal to keep your 

boards and owners happy, and it’s our 
job as your contractor to help you do 
that. Remember, happy contractors 
= happy property managers = happy 
board members and owners. n

Linda Duttmann is a senior territo-
ry manager with Ambient Mechanical. 
Linda has been in the HVAC industry for 
over 25 years. She has worked for sev-
eral OEMs and is considered an HVAC 
specialist in the condominium market. 
ambientmechanical.ca 

We, as contractors, want the property  
managers we deal with to have the best  
customer experience possible. {
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Benchmarking to Identify Potential
Energy and Water Savings

water is an excellent way to iden-
tify opportunities for efficiency and 
recommissioning, as well as adopting 
a more strategic approach to managing 
your building’s costs.

Prior to the EWRB regulation, our 
condominium board recognized the 
benefits of energy benchmarking and 
looked for opportunities for cost-
saving efficiency improvements. Below 
are a few examples of energy savings 
we are achieving in our condominium 
corporation.

LED Lights
In 2017, our condominium board 

replaced all our building lighting with 
LEDs (excluding suites). By retro-
fitting, we were able to reduce our 
electricity consumption in these areas 
by over 60 percent. Net savings were 

It is 7 p.m. on Tuesday evening, and 
I am joining the monthly meeting of 

our condominium 
directors. One thing is 
certain; the agenda will 
include discussion on 
addressing increasing 
costs, particularly for 
utilities and services, 
maintenance, and 
necessary building 

upgrades.  As our building ages, manag-
ing these costs and maintenance fee 
increases have become more and more 
challenging.

One of my responsibilities on our 
board is to complete the mandated 
annual Energy and Water Reporting 
and Benchmarking (EWRB) report-
ing. Ontario’s EWRB program requires 
owners of large commercial, indus-

trial, residential and other prescribed 
building types that are 100,000 sq. ft. 
or larger to report their energy and 
water use to the Ministry of Energy, 
Northern Development and Mines by 
July 1 of each year. 

Energy and water can represent 
some of the largest operating costs 
for buildings. The EPA in the U.S. 
estimates that buildings can reduce 
these costs by up to 30 percent, and 
often with low-cost investments with 
short payback periods.  If you own 
or manage a large building, energy 
and water inefficiency may be costing 
you thousands of dollars each year. 
Energy benchmarking is one of the 
easiest ways to begin to manage your 
building’s operating costs. Having a 
sound understanding of how much 
your building consumes energy and 

Your Condo | Energy Cost Savings
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Professional Services, Suppliers & Trades
Directory

Tator, Rose & Leong
Chartered Accountants

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

160 EGLINTON AVE., EAST

SUITE 603
TORONTO, ONTARIO M4P 3B5

TEL. (416) 924-1404 ext.225 
FAX (416) 964-3383
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Paul A. Chisholm, MBA, CA
 Yonge St & Hwy 407 | Toronto
1 Longbridge Road, 2nd Floor    

905.695.6010

 Bank St & Hunt Club | Ottawa  
 2760 Carousel Crescent 

 613.521.1214

Weber St & Hwy 7 | Kitchener 
 140 Franklin Street North 

519.893.1925

www.berkleypm.ca

Berkley
Property Management Inc.

  Condominium (ACMO 2000 CERTIFIED)
    Commercial
          Rental
        Industrial 

WEI CPA PROFESSIONAL CORP.
Chartered Professional Accountant

Licensed Public Accountant

Specialized in Condominium Financial Statements 
Review & Audit

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

Email: services@tax-depot.ca
Fax: (416) 352-5713
www.tax-depot.ca



CONSULTING ENGINEERS �

Building Science
and Materials 

Engineers

�

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

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

estimated at over $40K per year, and 
payback without any incentives was 
approximately three years. An addi-
tional benefit has been that we have 
not had to replace any of the lights due 
to them burning out. While our focus 
was on reducing energy costs, we defi-
nitely have noticed the savings on bulb 
replacement. After the three years, it is 
the gift that keeps on giving.

Pumps, Motors and VFDs
Upgrading motors and pumps 

offer another excellent opportunity 
for energy and water savings. Large 

buildings have many electric motors 
and pumps to move air and water 
through the building. Our condo-
minium recently replaced two of our 
main booster pumps with more effi-
cient pumps and motors with Variable 
Frequency Drives (VFDs). A VFD is a 
type of motor controller that drives 
an electric motor by varying the 
frequency and voltage supplied to the 
electric motor. The retrofit cost was 
approximately $35K, and the annual 
saving is estimated at $10K to $15K, 
so the payback is three to four years. 
This retrofit ensures maximum effi-

ciency, continuous yearly savings and 
a reduction in maintenance costs. 
Most electric motors in a building 
are candidates for adding a VFD for 
greater efficiency. 

We have also begun exploring 
opportunities for water saving, the 
second-highest utility cost, which 
continues to increase.  Our first step 
was an audit of all building fixtures 
to identify leaks. Studies have shown 
that one badly leaking toilet can result 
in costs of hundred of dollars a year. 
A low-cost and easy initiative is to 
replace all the flappers on toilets every 
three to five years to reduce leakage. 
The reduction of water consumption 
by eliminating water leakage from 
existing fixtures has the additional 
benefit of decreasing the likelihood of 
multi-suite flooding, a major benefit 
with the recent significant increases in 
condominium insurance rates.

According to the York Region Water 
Efficiency Guide, approximately 60 
percent of the total water consump-
tion in your building comes from 
bathrooms. If you have not done so, 
consider replacing high volume toilets 
with High-Efficiency Toilets (HET). 
High volume toilets use about 13 litres 
of water per flush, whereas a 4.8 litre 
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HET can save you 41 litres of water 
per person, per day. This saving can 
translate to more than 30 percent less 
water use in your building and signifi-
cant annual cost-savings. Two other 
important areas to investigate are your 
cooling tower performance and your 
irrigation system. If the water chemi-
cal treatment for your cooling tower is 
done improperly, it can negatively affect 
cooling tower performance resulting in 
greater water consumption. 

Condominiums are constantly 
seeking opportunities to cut operat-
ing costs. Benchmarking is the first 
step in identifying opportunities – 
both technical and organizational 
– to help manage building mainte-
nance fee increases, achieve positive 
public perception and recognition, 
and enhance residents’ comfort and 
quality of living. Efficiency retrofits 
have proven to be successful in help-
ing reduce avoidable costs and leaving 
dollars available for other board prior-
ities. Common energy and water 
retrofits for condominiums include:

• LED lights
• Smart thermostats
• VFDs
• Efficient pumps and motors
• High-efficiency boilers and chillers

• Heat reflectors
• Identifying energy and water leaks: 

leaking pipes and toilets, unsealed spots 
around windows and doors

• Low-flow toilets and efficient show-
erheads

• Cooling tower maintenance
• Irrigation systems
Check with your local utilities to 

see what incentives are available to 
your condominium for energy and 
water efficiency improvements. On 
our condominium lighting and pump 
retrofits we received almost $15K in 
incentives.

One of the other beneficial aspects 
of energy benchmarking in the resi-
dential sector is improving property 
values. By tracking energy consump-
tion and trends within your building, 
strategic investments and building 
upgrades can communicate the high 
operational capabilities of your build-
ing to the market. Additionally, your 
building may earn notable recognition 
from industry and real estate players 
when buying, selling and renting your 
property.

Ontario’s EWRB program provides 
condominium corporations with the 
opportunity to track energy and water 
consumption patterns using Energy-

Star Portfolio Manager. Using this 
free web-based application, building 
owners can input monthly energy 
and water consumption data and gain 
access to key metrics and modelling 
tools, which can be used to compare 
their buildings’ performance against 
other buildings in the same sector, 
nationwide. On-going benchmarking 
supports continuous efforts to identify 
efficiency opportunities and invest in 
cost-effective retrofits. 

Reporting and benchmarking is 
ultimately the first step in identifying 
trends in consumption and opportu-
nities for energy and water efficiency. 
After all, if you can measure it, you can 
control it. If you can control it, you can 
manage it. n

Brian Byrnes is a Senior Advisor and 
EWRB Business Lead with the Ministry 
of Energy, Northern Developments and 
Mines (ENDM) and has been a Condo-
minium Director for over 12 years. He 
also spent over 10 years in the develop-
ment sector, retrofitting large buildings. 
The views and opinions expressed in this 
article are the personal views of the au-
thor and do not reflect the position and/
or views of the Government of Ontario.
ontario.ca
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Paving is Easy! (When You Plan) 

while heavy equipment is on-site. The 
board should be involved with landscap-
ing decisions and may want to engage 
a landscape committee or a designer, 
given how landscape decisions impact 
all residents. Contractors and engineers 
are not landscapers!

Plan
Will the work also include the unit 

driveways? Generally, there are savings 
to do them at the same time due to set up 
costs for the contractor. However, given 
their differing use, staggering replace-
ments may be possible, which limits the 
financial impact to the Reserve Fund.

Will this work impact access to the 
units? Temporary access and resident 
restrictions will be required, which 
requires good communication between 
property management and construc-
tion managers. Does unit access need 
improvement, such as adding ramps or 
more even steps?

Will the work include the curbs along 
the roadways and into the driveways? 

Paving is Simple, Right? Just rip up 
the old stuff, put down some new and 

everything is fine. Or 
is it?

Rep lac ing  your 
asphalt is likely one of 
the most substantial 
expenses a town-
home or commercial 
condominium will 
exper ience , a long 

with roof replacement. Projects of this 
size affect the corporation’s financial 
situation and must be included in 
reserve planning. Paving projects are 
disruptive and can negatively impact 
both the residents and site aesthetics 
if not done correctly. A well designed 
and executed paving project can 
significantly improve the aesthetics of 
a building site and enhance the value 
of each owner’s property.

The driveway and landscaping are 
the first visual impacts for a visitor to 
your site and your reserve fund plan 
should consider this.

Key Components  
of a Successful Project

As with any project, careful planning, 
design, communication, control of the 
execution, and closeout are essential to 
its success. The Project Management 
Institute has codified a set of project 
processes that underpin this approach: 
Initiate, Plan, Execute, Control, Close. 
These are the five main project processes, 
and each contains further sub-processes 
adapted to each project type, but what 
does that mean for paving?

Initiate
Why is this project being done? Most 

often, it is because the asphalt has reached 
the end of its useful life and extensive repairs 
are becoming necessary. In other cases, the 
work is required to address trip hazards, 
poor drainage, or aesthetic concerns. 

Will this work impact other areas like 
the landscaping? Maybe it makes sense 
to review site planters grading and other 
landscaping features that can be incor-
porated into the project, particularly 

Your Condo | Maintenance

By Jeff Truman

Jeff Truman

Ph
ot

o:
 ©

 B
ig

sto
ck

.c
om

/_
ju

re

62 I CM Magazine FALL 2020

http://Bigstock.com/_jure


In some developments, curbs were not 
initially installed. Curbs work to control 
the overland flow of water and can limit 
ice buildup on roadways in the spring-
time. They also serve to border the 
roadways reducing the damage from 
snow removal activities and de-icing 
chemicals. In new developments, curbs 
are part of the municipal requirements 
so that fire trucks stay on the designated 
roadways ‐ adding curbs can make it 
safer for emergency services.

Since the roadways will be significantly 
disrupted, this is the time to execute any 
required watermain catch basin or weeper 
repairs. Are there sinkholes around the 
catch basins or near downspouts? These 
could be signs of broken pipes or loose 
fittings that can most easily be repaired 
while the asphalt is being replaced.

Depending on the size of the site, it 
may make sense to phase the work, in 
order to limit the financial burden to the 
reserve fund. Although doing the work 
in phases may take more time overall, 
breaking up and staggering major expen-
ditures reduces the financial risk to the 
corporation and may limit the number of 
disruptions experienced by each resident.

A small but increasingly important 
consideration is accessible parking 
stalls. These stalls have specific design 
requirements and must be appropriately 
allocated to the property. The existing 
parking and painted lines should be 
mapped prior to starting work. Acces-
sible stall counts and traffic flow issues 
are reviewed and the final painting plan 
provided to the contractor.

Execute
Once the final scope of the work has 

been decided, a design is needed. It is 
not enough to simply re-lay the asphalt 

Control
The single most important factor in 

obtaining client satisfaction is proper 
communication. From the formation and 
intent through to project close, keeping all 
stakeholders fully informed limits surprises 
and maintains a coherent project.

Once the asphalt has been removed, 
and the subgrade levelled, it will be 
inspected for non-conforming areas. 
Part of this inspection may include a 
proof roll, witnessed by the geotechni-
cal engineer. This will identify any areas 
of weak subgrade requiring repair.

Asphalt placement and rolling should 
be supervised by the consultant. Samples 
of all asphalt should be taken by a certi-
fied testing laboratory, who will deliver 
a report on the asphalt characteristics, 
to ensure compliance with the project’s 
specifications and a durable repair.

Close
The site clean-up from the paving 

contractor is expected. However, final 
cleaning and reinstatement of the 
landscaping are best left to the site main-
tenance contractor. A final walkthrough 
after rain will reveal the presence of any 
ponding that can be addressed by the 
contractor before the project close.

Paving onto the ground will not 
always result in a perfect surface, due to 
minor differences in the asphalt and soil 
conditions; minor ponding is expected.

Now you know. It is just that simple. n

Jeff Truman, M.A.Sc., P.Eng., PMP, 
has an extensive background in build-
ing design, restoration and planning. 
He has seen hundreds of buildings over 
the past 25 years and successfully built 
value with his condominium clients.  
Truman.ca 

without consideration to stormwater 
management, whether or not there have 
been significant issues to date. Increasingly 
severe weather and insurance expenses 
require a condominium corporation to 
take all necessary steps to limit the impacts 
of flooding and other severe weather.

A properly developed grading plan 
will consider site-wide stormwater 
management, including the use of 
curbs to control overland flow. This 
plan is also easily used by professional 
paving contractors to accurately esti-
mate project resources, including cut 
and fill requirements. Without precise 
control of this aspect of the work, costs 
can spiral, as excavation and backfill are 
expensive construction items.

Boreholes could help with the pave-
ment design by determining the 
characteristics of the subgrade - the soils 
that support the pavement. For most 
newer developments, the subgrade will be 
compacted gravel. Older sites may have 
paved over the native soil, and additional 
gravel will be required to ensure a durable 
asphalt surface. If the subgrade is too soft, 
the asphalt will bend too much and break 
apart earlier than anticipated.

However, boreholes and geotechnical 
investigation may not always determine 
the total extent of any subgrade issues. 
A budget contingency for subgrade 
repairs, including up-front pricing for 
gravel supply, will help manage the proj-
ect budget.

A note on successful tendering: pre-
qualify the contractors based on job 
size, availability/company size, refer-
ences and warranty support. Get 3-5 
prices and tender early in the year for the 
best pricing and scheduling. Use CCDC 
contracts, amended by supplementary 
conditions. 
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ACMO 2000

Commitment to Excellence:
Becoming ACMO 2000 Certified

Capital Integral Property Management (CIPM) resulted 
from a merger of two companies in mid-2017 and one of 

our first goals was to obtain our ACMO 2000 
certification so we would become the first 
company in Ottawa to do so. My partner, 
Dan Fried and I had wanted to obtain this 
certification earlier, but we were resource-
strapped and just did not have the people 
and time to do it. Now having merged and 
effectively doubled in size, we were excited to 
be able to get going. 

We contacted ACMO and then downloaded 
the certification requirements. We quickly 
realized that we needed a team to bring this 
to fruition! We dedicated Dan and our Direc-
tor of Operations to focus full-time on going 
through each requirement and drawing up 
the necessary policies and documents. It was 

quite an undertaking as ACMO 2000 is an exhaustive frame-
work for managing condominiums. We had been following 

the standards over the past years, more or less, but we did not 
have everything written down, or if we did, it was not very 
complete. 

Additionally, going through this exercise forced us to step 
back and have another look at how we did business. It forced 
us to change and do things better. In the end, it took approxi-
mately four months to get everything together as per the 
requirements. 

The next step was implementing these policies. We set 
aside two blocks of dedicated time to go through the poli-
cies with staff. At that time, we had about 20 staff members, 
so we decided that we would first circulate the policies and 
procedures so everyone could read them, then we would 
hold meetings to go through them. Concurrently, where 
necessary, we changed our way of doing things to be consis-
tent with the new policies. We had to improve processes in 
accounting, property management and create new roles 
and responsibilities. The act of creating the written poli-
cies and procedures highlighted the need to keep up with 
documentation after the initial push. After the meetings 

Yawar Khan, 
RCM

Dan Fried, 
RCM
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with staff, we had each member sign 
a document stating that they had read 
and understood the policies.

Since 2017, we have seen the benefits 
of being an ACMO 2000 company first 
hand. We tend to document our poli-
cies and procedures rather than simply 
making the decision and sending out 
a message with the change. This helps 
when new staff members join the team, 
and when there’s confusion on how to 
do something we now have an offi-
cial document to reference. It has also 
allowed us to grow and smoothly trans-
fer our way of working with site offices. 
Everyone does things consistently the 
same way - this makes life easier for all 
involved! Employees can also help in 
identifying problems and suggesting 
solutions. These are then documented 
and added to our policies.

ACMO 2000 certification is a best 
practice standard that has been vetted 
in the industry and represents the gold 
standard for condominium manage-
ment. It gives us confidence that what 
we are doing and how we are doing it is 
not just “our” way – it’s the best way. The 
ongoing reporting requirements and 

periodic audits keep everyone honest 
and make sure we stick with it, not just 
in name but in practice. These also help 
improve the standards and keep the 
bar high. The ACMO 2000 standard of 
excellence aligns with our corporate 
values, and obtaining and maintaining 
our ACMO 2000 certification is a clear 
demonstration of our commitment to 
excellence to our clients. n

Dan Fried, RCM, CSM, is CEO, Tran-
sition Team Leader of Capital Inte-
gral Property Management, an ACMO 
2000 certified company. He sits on the 
CMRAO Discipline Appeals Commit-
tee and the Tarion Consumer Advisory 
Council.

Yawar Khan, RCM, is COO of Capi-
tal Integral Property Management. He 
oversees property management op-
erations 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 man-
agement conferences and seminars. 
cimanagement.ca
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Viewpoint

Diversity in the context of condo management has 
multiple dimensions. From condo organizations to condo 

boards, from managers to residents and 
all stakeholders in between, each has their 
own sensitivities and challenges regarding 
embracing diversity. I believe organiza-
tional leadership is a vital force that could 
drive change.

In recent years, the industry has attracted 
and sourced diverse talent. Representa-

tion of minority groups (specifically, people of colour and 
ethnic backgrounds) has increased on the front lines, and to 
some extent, in middle management. This is very encourag-
ing. Companies seem to be more aware of the importance 
of having a diversified workforce to reflect the communi-
ties they serve. Does that mean we have achieved our goal? 
Not quite. 

Diversity by headcount doesn’t necessarily change the 
culture of the organization, or ensure that these underrep-
resented groups feel fully included and valued. Companies 
should revisit their policies and align them to ensure these 
employees are valued, accepted and encouraged to partici-
pate in the organization wholeheartedly, thus creating a sense 
of belonging and inclusiveness in the company. 

A Harvard Business Review article concludes, “In the context 
of the workplace, diversity equals representation. Without 
inclusion, however, the crucial connections that attract diverse 

Angelo Dass, 
RCM

Have we reached the peak? Guess not!
talent, encourage their participation, foster innovation, and 
lead to business growth won’t happen.”1 

Much has been written about the lack of diversity in 
leadership positions in organizations across the globe. The 
leadership profiles of large organizations are vastly dominated 
by the majority – white males. While it can be argued that time 
is required for development and maturity within the structure, 
it is also important to set the stage now.

It is high time the industry leadership facilitate a commit-
ment to welcoming and training underrepresented groups to 
leadership roles and work to identify and remove the range 
of barriers holding these individuals back. Every individual 
should have an equal opportunity to explore their full poten-
tial and move up the ladder. 

In closing, I would like to echo what Joni Davis, Chief Diversity 
Officer for Duke Energy, rightly said, “Diversity speaks to who is 
on the team, but inclusion focuses on who is really in the game.” 

Are we there yet?

1. https://hbr.org/2017/02/diversity-doesnt-stick-without-inclusion

Angelo Dass, RCM, CPA, CGMA is the Director of Finan-
cial Reporting at Capitalink. Angelo is also a General Licensed 
Manager and has been instrumental in service delivery and 
growth over the past 10 years with Capitalink. He can be 
reached at angelo@capitalink.ca
capitalink.ca  
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