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are exposed to threats from dishonest 
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on page 18. 30
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Message
from the Executive Director

I have just finished reviewing the attendee survey results 
from AMCOcon, our first day-long educational conference 

held entirely by virtual means.  The feed-
back suggests that exhibitors, sponsors and 
attendees were overwhelmingly satisfied 
with the event. What is perhaps more note-
worthy is that so many ACMO managers and 
management firms were keenly interested in 

the subject matter of the conference, “Integrity and Profes-
sionalism in Condominium Management,” and participated 
in sessions on ethical management, avoiding conflict of inter-
ests, effective communication, and conflict management. I 
think this speaks to their commitment to going beyond the 
minimum to pursue a higher standard of excellence in condo-
minium management. 

This same commitment led them to join ACMO and volun-
tarily pursue their Registered Condominium Manager (RCM) 
designation or ACMO 2000 Certification. It is also at the core of 
why ACMO was formed in 1977 by a group of property managers 
frustrated with the lack of regulation and standards in a rapidly 
growing industry.  Their goal was to improve condominium 
managers’ and management firms’ training, qualifications, and 
performance and better protect condo owners’ interests in an 
industry then characterized as the “wild west.”

For the next 40+ years, ACMO stayed true to that mandate by 
advocating for the industry and leading the development and 
implementation of standardized condominium management 
education, continuing education programming, a professional 

Going Beyond the Minimum

Paul B. MacDonald
Executive Director

designation for managers (RCM), operating standards for 
management firms (ACMO 2000 Certification), and above 
all, a professional code of ethics. ACMO also led the way in 
advocating for the licensing of managers and management 
firms. When the Condominium Management Regulatory 
Authority launched in 2017, ACMO’s educational program 
was adopted as a licensing requirement.  

Notwithstanding the emergence of a regulatory body, 
ACMO continues to lead the way in promoting standards 
that go beyond the minimum licensing requirements.  
For example, earlier this year, the CMRAO fined Mrs. 
Elena Schneider $8,000 for a conflict-of-interest breach 
under clause 58(1) of the Condominium Management 
Services Act but chose not to revoke her general license.  
ACMO subsequently reviewed her case and felt that the 
CMRAO decision did not go far enough to protect our 
profession’s integrity or the public. As a result, ACMO 
revoked Mrs. Schneider’s ACMO membership and RCM 
designation for life. 

Going forward, ACMO will continue to advocate for 
higher standards of integrity and professionalism in 
condominium management and design our programming 
to support that goal.  Stay tuned later this year for our 
new Certificate Program, a more robust half-day continu-
ing education program, and information on new RCM 
requirements that will build more value and differentia-
tion into the industry’s leading professional designation 
that goes beyond the minimum. n
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Message
from the President
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Issues in Condo Land have me contem-
plating the concept of “freedom from” vs 

“freedom to.” Positive 
freedoms vs negative 
freedoms.“Freedom 
from” is the freedom to 
choose. “Freedom to” is 
freedom from obstacles.  

How are these freedoms balanced within 
a framework of consumer protection 
and the myriad of regulations in which 
condominium corporations function? 

Do condominium corporations have 
the freedom to fail financially or struc-
turally? Are homeowners protected from 
shortsighted decision-making? Should 
long-range planning consider the termi-
nation of a condominium corporation as 
part of its useful life?

The recent tragedy at Surfside in 
Florida and the shift of iconic brutal-
ist condominium buildings in Chicago 
from condominiums to rental hous-
ing lead me to consider the long-term 
life of condominiums, in particular 
as the repair bill for the construction 
frenzy of the 1980s comes due. Right 

Message
from the President

Balancing Freedom
here in Ontario, we had a condomin-
ium converted to a hotel not long ago.  
The potential for redevelopment vs a 
corporation’s net holdings and required 
repairs equates to contentious conversa-
tions for the future of Condo Land. 

In the shared environment of a condo-
minium corporation, a balance must be 
achieved. Clearly, not every homeowner 
can have the ultimate freedom.  For this 
reason, corporations have governing 
documents to set out the parameters 
of individual freedom. Should condo-
minium corporations have the freedom 
to fail financially, structurally? I don’t 
believe they should.

Finding that balance is more complex 
than it might at first appear. How can 
homeowners have the freedom to self-
determine their community while 
protecting from the peril of financial 
or structural failure? Plan long term.  
Live within your means. Spend money 
conservatively.

The most significant source of resent-
ment is money woes.  Given our low 
interest rates and the burgeoning infla-

tion rate, this will only intensify in the 
coming years.  How can board members 
protect themselves against angry owners 
knocking at the door when the budget 
is cast? Increase financial literacy with 
every member of your community. 
Understanding and prioritizing costs, 
both operating and reserve, will go a 
long way to gaining acceptance from 
each condominium corporation. 

Authentic communication and ensur-
ing that the message is not only delivered 
but that it also is understood is a daunt-
ing task but a necessary one.  Articulating 
the standards of your community to gain 
a shared understanding of the values your 
corporation hold will go a long way to 
reducing conflict and ease the collecting 
of fees.  It will also facilitate the imple-
mentation of major projects which are 
typically funded or executed over more 
than one fiscal year. n

 
Katherine Gow, RCM
ACMO President  
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There When 
You Need Us
At Crossbridge, we’re 100% committed 
to making your experience the best that 
it can be. As the leading condominium 
property manager in Ontario, we help 
to create great communities by focusing 
on the needs of owners and residents 
with a level of service that is second-to-
none. Our experienced team members 
are just a call away and are always 
ready to help. 

crossbridgecondominiums.com

For more information, contact us today
Sandro J. Zuliani | szuliani@crossbridgecs.com | 416-354-1926
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Snapshot

Welcome New RCMs
ACMO wishes to recognize those members who recently 

achieved their RCM designation and have demonstrated a 
commitment to professionalism and a higher standard of 
condominium management. Congratulations to all!

Gianina Alistar, RCM

Luis Olivera Armas, RCM 

Bledi Celami, RCM

Nicholas Gavey, RCM

Eduart Lako, RCM

Sachin Lingaratnam, RCM

Kaveh Oskoui, RCM

Peter Peci, RCM 

Olha Pulnyyeva, RCM

Srdjan Rajsic, RCM 

Adela Xhameta, RCM 

ACMO Disciplinary Decision
The ACMO Membership Standards Committee met recently 

to review a disciplinary decision issued by the CMRAO on 
February 26, 2021 against Elena Schneider for a conflict of 
interest and failure to comply with the Code of Ethics under 
the Condominium Management Service Act, 2015.  

The committee determined that Ms. Schneider had also 
violated ACMO’s Code of Professional Ethics and decided that 

The ACMOcon Condominium Management 
Conference

On Friday, June 18, 2021, ACMO held its first ACMOcon 
Condominium Management Conference.  The theme for 
the conference, “Demonstrating Integrity and Professional-
ism Every Day: Best Practices for Condominium Managers,” 
focussed on foundational and professional competencies 
in the CMRAO framework, specifically interpersonal skills, 
communication, ethics and professional development.

Over 220 attendees enjoyed a full day of learning through 
virtual seminars covering topics including Ethical Condo-
minium Management, Avoiding the Conflict-of-Interest Trap, 
Essential Skills for Successful Communications, Managing 
Conflict, Effective Time Management, and Lessons Learned 
from Recent Tribunal Decisions.  

There was much excitement with attendees, engaging in the 
search for codes throughout the virtual platform for the chance 
to win some great prizes from ACMO, as they networked with 
over 25 exhibitors in the condominium service industry.

Thank you to all our expert speakers and sponsors for help-
ing to make ACMOcon a successful event!  Ph

ot
o:

 S
up

pl
ie

d

A quick glance at what’s happening with ACMO  
and the condominium industry.  
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appropriate disciplinary action was the 
lifetime revocation of her RCM desig-
nation and membership effective May 
20, 2021. Following an appeal by Ms. 
Schneider, the committee upheld this 
decision and ordered that the decision 
be made public.

When an individual or company 
becomes a member of ACMO’s profes-
sional community, we expect them to 
demonstrate the highest professional 
and ethical standards beyond the mini-
mum regulatory requirements. We 
encourage all members to be familiar 
with and abide by our Code of Ethics 
for Professionals, Corporations and 
Associate members.

We’ve Moved!
On April 1, 2021, ACMO took an 

important step in its organizational 
evolution by becoming self-managed. 
The latest step in this transition was to 
procure new office space for staff.  We 
are happy to announce the new ACMO 
office will be located at 2121 Argentia 
Rd., Suite 101, Mississauga, Ontario 
L5N 2X4. All phone numbers and emails 
remain unchanged. n

Companies Passing the ACMO 2000 Compliance Audit
Effective May, 2021

Provincial Property Management Ltd.
Wilson Blanchard Management Inc.
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Fraud & Crime

15

Ph
ot

o:
 ©

 B
ig

st
oc

k.
co

m
/ A

nd
rii

_Z

earned, but they are kickbacks and are a 
crime no matter how these transactions 
are dressed up. 

Improper payments are those for 
which the condominium does not 
receive value. For instance, when a 
condominium pays for items such as 
in-suite repairs (for which the condo-
minium is not responsible?) or the 
personal expenditures of directors or 
management. 

Unsupported disbursements are those 
for which supporting documentation is 
either missing or does not provide clear 
evidence of the nature and amount of 
the expenditure. Altered invoices are 
self-explanatory and are rarely altered 
to lower the price from the original. 

Diversion of funds happens when 
monies in bank and investments 

Financial crime in condominiums 
is not as common as in other orga-
nizations, but it has severe and often 
disastrous consequences when it occurs. 
If the offence involves one or more 
directors, owners can and do lose trust 
in everyone responsible for the gover-
nance of their community. Suspicion of 
a director’s motives and actions never 
results in a positive environment. If the 
crime involves management, either the 
site manager or others within manage-
ment, it destroys that relationship and 
taints future management relation-
ships with suspicion and distrust.  If it 
involves a supplier, the integrity of all 
suppliers may be questioned. It is vital 
that residents, directors, and manage-
ment support measures that minimize 
risk and participate in their supervi-

sion and enforcement.  By doing so, the 
condominium has the best chance to be 
a pleasant place in which to live.   

There are four general types of finan-
cial crime in condominiums that have 
been around for several years: kickbacks, 
improper payments, unsupported 
or altered payments and diversion of 
funds.  There is also a relatively newer 
type of crime that condominiums need 
to protect themselves from cyber-crime.

Kickbacks, sometimes called “secret 
commissions,” occur when directors or 
management are paid money or receive 
other value to influence decisions to 
contract with a particular supplier or 
provide a supplier with the opportu-
nity to change their price after receiving 
bids.  The term “secret commissions” 
may imply that they are a commission 

Brian Antman, CPA, CA 
Partner 
Adams & Miles LLP Chartered 
Professional Accountants

Fraud and Financial Crime
in Condominiums
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accounts are stolen; for instance, mail 
can be intercepted after a cheque is 
issued, or a manager can forge signatures 
on cheques to divert funds.

With more people working remotely 
in the last year and a half due to the 
pandemic, another potential threat 
to condominiums is unknowingly 
putting data at risk.  Working remotely 
can potentially lead to data breaches, 
identity theft and a host of other 
issues.  These risks may be minimized 
if management and directors educate 
themselves and obtain training related 
to cybersecurity, such as identifying 
malicious emails, best practices for 
passwords and safe use of the internet 
and social media.  If in doubt, consult a 
cybersecurity or IT professional to help 
assess the condominium’s cybersecurity 
risks and ensure that people, data and 
assets are protected.

There have also been other finan-
cial crimes in condominiums. Some 
years ago, the owner of a management 
company perpetrated a sophisticated 
fraud on several condominiums using 
fake directors to authorize bylaws and 
borrow over 20 million dollars. Thank-
fully, crimes such as these are rare.   

The First Line of Defence
The first line of defence against fraud is 

the policies and procedures that manage-
ment companies put in place to minimize 
risk internally.  Policies such as: 

•  no gifts; 
•  segregation between personnel 

initiating and approving 
payments, between those issuing 
cheques and those dealing with 
bank and investment accounts; 

•  cheque signers and payment 
authorizers who are independent 
of site management and 
accounting personnel; 

•  use of a purchase order system 
with approvals to ensure that 
payments made are authorized; 

•  establishment of a vendor 
vetting system that involves 
procedures such as title search, 
HST verification, verification that 
vendor staff are employees, not 
contractors; 

•  WSIB verification and 
confirmation of and a search for 
related companies. 

If your management company has 
these policies and procedures in place, 

they are doing their part to protect 
their condominium clients from fraud 
and financial crime.

The Second Line of Defence
The second line of defence is the poli-

cies and procedures that directors put 
in place to minimize risk. These policies 
should include hiring a site manager 
with experience appropriate to the size 
and complexity of the condominium 
and ensuring that management is 
licensed – a requirement of the Ontario 
Government through the Condo-

minium Management Regulatory 
Association of Ontario (CMRAO). 
The possibility of losing their liveli-
hood through loss of licence provides 
managers and property management 
firms incentive to act appropriately and 
honestly. 

Other procedures to help prevent 
fraud are: 

•  directors confirming in writing 
their agreement to follow a code 
of ethics; 

•  having a no-cash policy; 
•  mandating a closed bid procedure 

on large contracts; 
•  approving major contracts at 

board meetings and documenting 
the approval in the minutes; 

•  vetting electronic payments; 
reviewing financial statements 
monthly and understanding 
reasons for significant variances; 
verifying old receivables; 

• looking for odd disbursements or 
amounts that seem excessive for a 
particular vendor; 

•  verifying cash and investment 
accounts in this increasingly 
paperless environment; and 

•  reviewing support for petty cash 
reimbursement payments.  

Finally, directors should consult with 
their insurance company to determine 
the appropriate types and levels of 
insurance to ensure adequate protection 
from financial loss.     

Red Flags
There are common red flags that 

indicate further investigation may be 
warranted: 

•  a manager who aggressively 
promotes one vendor; 

•  not tendering on large contracts 
or tenders brought to the directors 
that are already opened; 

•  pressure to make payments too 
quickly; 

•  monthly financial statements 
consistently not provided on a 
timely basis; 

•  bank and investments statements 
are not included in the financial 
statements; 

•  unclear or vague answers to 
questions; 

•  reluctance and undue delay in 
providing documentation; 

•  suppliers who submit tenders 
identified only as numbered 
companies and do not have much 
of a presence on the internet.    

Protecting condominiums from fraud 
and financial loss is not that difficult and 
mainly involves using the same common-
sense protective measures we use in our 
personal lives. In brief, be aware, be care-
ful; be a little skeptical, believe what you 
are told and then ask for proof; if it looks 
too good to be true, it probably is.  As an 
old saying goes, trust in your God and 
count your change.  If you have doubts, 
trust your instincts, ask questions and 
investigate until you are satisfied.  It is no 
more complicated than that. n

Brian M. Antman, CPA, CA, is a 
partner at Adams & Miles LLP Chartered 
Professional Accountants. He has over 
30 years of experience working in the 
condominium industry, specializing in 
the audit of condominium corporations. 
He leads the Condominium Group at 
Adams & Miles LLP, which provides au-
dit, accounting, tax, and related services 
to over 600 condominium corporations.
adamsmiles.com

The first line of defence against fraud is  
the policies and procedures that management 
companies put in place to minimize risk internally. {
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Fraud & Crime

Minimizing the Risks of 
Fraud & Crime

Kevin (Kaveh) Oskoui, RCM, suggests 
that fraud and crime are “to be expected 
in an industry that faces a shortage of 
any level of talent.” 

Risk Exposure
Richard Kubig, RCM, shares the anec-

dote that a wise police officer was once 
asked why people commit crimes? He 
replied, “OPPORTUNITY!” Lack of 
oversight, reviews, and audits are very 
attractive shortcomings that a criminal 
can take advantage of. Stephen Chesney 
of Yale PGC suggests that condomini-
ums are easy and lucrative targets for 
criminals with all the funds available 
and ready to be spent. 

What do the criminals look for when 
selecting their next target? According to 
Patricia Luciani of G4S, “The opportun-
ist looks for the path of least resistance 
- such as easy access points into the 

Like any community, condominiums 
are exposed to threats from individuals 
who look for easy ways to achieve their 
selfish goals. This article aims to share 
some information on ways to protect 
the condominium community against 
fraud and crime. I have included opin-
ions and comments shared by a few 
expert associates, and my heartfelt 
appreciation goes to them for their 
wisdom and generosity. 

The Many Faces of Crime
The Miriam-Webster Dictionary 

defines fraud as “deceit, trickery, and 
intentional perversion of truth in 
order to induce another to part with 
something of value or to surrender a 
legal right.” Crime is defined as “an 
illegal act for which someone can be 
punished by the government, a gross 
violation of law.”

Experienced condominium manag-
ers can readily cite the most frequent 
types of fraud in condos, such as vendor 
kickbacks, drug activities, prostitution, 
improper bidding practices, ghost service 
calls, etc. The situation of an owner of a 
management company forging signa-
tures/documents and running away with 
millions of dollars is hard to forget. 

Dave Solis of  Paragon Security 
believes that “fraud has become more 
widespread over the years and taken 
different forms, from developers not 
entirely delivering as agreed upon, 
fictitious salespeople canvassing condo 
suites targeting residents, to robocalls 
and cyber attacks. All these forms of 
fraud have been on the rise, especially 
ransomware.” He also believes that 
poorly drafted contracts for goods 
and services play a significant role in 
the problem. 

Babak Ardalan, RCM  
District Manager 
Del Property Managment
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building and will study the pattern of 
the foot and vehicle traffic, and see what 
security systems are in place, whether 
electronic and/or human.” 

Marina Rimniceanu, RCM, believes 
that “Absence of  security, non-
involvement/apathy of residents, and 
insufficient lighting increase the risk 
exposure.” Having a security expert 
conduct a security audit periodically will 
reduce the risk exposure. It is essential 
to keep in mind that security is relative, 
and it comes at a cost. No one is immune 
from the threat. Even banks are targets, 
despite all their security measures! 
Boards have to find the right balance 
between the desired level of security and 
funds available andallocated to security. 

Condominiums located in high crime 
areas and the ratio of rentals versus 
owners can increase the risk exposure 
for fraud and crime. Dave Solis believes 
that “some crimes such as suite break-ins 
are usually targeted. Other crimes such as 
grow-ops, meth-labs, prostitution and/or 
the trafficking of drugs mostly occur in 
rental suites. This kind of crime is on the 
rise with the proliferation of online rental 
platforms. Condos are more attractive to 
crime when they are poorly maintained, 
such as rubbish accumulation, graffiti is 
not removed, public urination is never 
power washed, etc.” 

Vigilance is the Best Defense 
Obviously, there is no guarantee 

against fraud and crime in society; 
however, we can utilize the best data 
and experience available and establish 
policies to minimize the risks. Awareness 
and communication with residents and 
staff will create a stronger community, 
which is less desirable for criminals. 

Ronald Smith of Smith Forensics Inc. 
published a very informative article in 
the Fall Issue of CM Magazine in 2018. 
It presents the eleven most important 
red flags to watch out for. In addition 
to that, Ronald suggests a new concept: 
Preventive Maintenance Program Against 
Fraud. He suggests, “start off with proper 
policies and education.” Lawyers, security 
companies, condominium management 
companies, and auditors can start by 
sharing their knowledge and experience 
and creating the required policies and 
educational material. 

Chris Jaglowitz of Common Ground 
Condo Law suggests that promptly review-
ing banking documents is very important 

because “Vigilance is a strong deterrent 
to a would-be thief.” He also believes 
that “good condo managers welcome 
their board’s involvement and help their 
directors improve their knowledge and 
familiarity with their condo finances. 
Director knowledge and involvement in 
the financial dealings of the condominium 
help build the trust relationship”. 

Kevin Oskoui shares a few great tips to 
guard against fraud: “a) if the project is 
not urgent, obtain 2 or 3 quotes. b) Mix 
and match the vendors when possible. 
Having the same two vendors quote 
on the job all the time is not healthy. 
c) Review financial reports diligently, 
check for duplicates, check for project 
costs that appear unusually high. d) 
Document how many master keys are 
available and their location. Log them 
in and out.” 

“To help make the community safer, 
involve your community. Educate them 
about how to be more vigilant and to 
report unusual behaviour that will help 
deter acts from being committed,” adds 
Patricia Luciani. For example, “When 
entering your building via a key fob 
system, wait around to watch the door 
close behind you before walking away. 
Always keep your doors locked – even if 
you are just visiting a neighbour or going 
down to check your mail. Balcony doors 
should also be kept locked. If you lend 
your condo key or fob/card to someone 
(e.g. tradesmen), be sure to advise build-
ing management and security.” 

Likely, each ACMO member has had 
an encounter with fraud and crime. 
I hope that the majority will work 
together towards creating a united 
front against all types of dishonesty in 
condominiums. I encourage all RCMs 
to adopt a comprehensive and ongoing 
plan to guard against fraud and crime 
in condos. n

Babak Ardalan, RCM, started 
working with DEL Property Manage-
ment in 2002 and has been a District 
Manager since 2007. Babak obtained his 
RCM designation in 2004 and believes 
in ACMO as the industry leader in On-
tario. In his opinion, integrity, knowl-
edge, effective communication, and 
solid principles form the foundation of 
success. Achieving clients’ satisfaction 
has never been Babak’s goal – He aims 
to exceed them. 
delpropertymanagement.com
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Cybercrime
Protecting your Corporation’s Digital  

Assets from Threats and Thieves

These are some of the main ways 
hackers will get a hold of a property 
manager’s email address: 

•  Buying email lists
Hackers know where to look to buy 

email lists. Some lists have thousands 
of email addresses. Fortunately, most 
people who buy lists to send spam emails 
get caught. That’s because email service 
providers are serious about their users 
sending permission-based emails. Any 
campaign that gets flagged as spam may 
result in the sender getting kicked off of 
the platform. 

•  Harvesting emails 
Spammers can also harvest emails. 

They instruct a bot to crawl the internet 
and find the “@” symbol in this instance. 
Emails are then added to a list. Property 
managers can avoid this by spelling out 

Have you ever received an email where 
your boss or colleague asks you for a 
weird favour? One of the most common 
odd messages is a request for iTunes gift 
cards, but other variations either ask 
you to make a purchase with your own 
money and send PINs to the requestor or 
share your personal information. 

Most of us are aware that these types 
of emails are not from anyone we know. 
These ‘phishing’ or scam emails are 
distributed by hackers impersonating 
people in our contact lists, hoping that 
we don’t notice the incorrect sender 
address or numerous typos. Never-
theless, these  fake emails can catch 
us off guard when we’re in the middle 
of a busy workday, and they have the 
potential to compromise our personal 
or confidential information.    

Unfortunately, as a company that 
works with hundreds of condo build-
ings, we’ve heard about many email 
hacking incidents. Secure platforms 
like Google or Outlook filter out some 
obvious scam emails, but the senders 
get more clever and learn to get past 
those filters. 

Property managers get tons of emails 
each day and may or may not see the 
warning signs that they’ve opened a 
malicious message. If they click on a 
link or send some sensitive informa-
tion, they could expose the entire 
corporation. Hackers will take the send-
er’s money or data, but some skilled 
thieves may use ransomware to gain 
administrative access to the property 
manager’s computer. It’s a rare but very  
real possibility. 

Brian Bosscher 
President and founder 
Condo Control
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member of:

their email (using [at] instead of @) so 
the bots can’t detect it.

•  Data breaches
Through stealing data from one 

victim, hackers may get a hold of many 
other email addresses, credit card 
numbers, login credentials, etc.  

Ransomware is a form of malware that 
encrypts files. Ransomware infects 
a computer when a file, which looks 
harmless, is opened by the victim. More 
aggressive forms of ransomware exploit 
security weaknesses to infect computers 
without needing to trick the recipient. 
Once the ransomware is active, the 
hacker will demand a ransom, usually 
money, from the victim in exchange for 
restored access to their data.  

Ransomware can be expensive and 
result in significant data loss. A property 
manager could end up losing pass-
words, financial data, records, or worse, 
personal information belonging to the 
condo owners. 

While it is hard to prevent all spam 
emails from getting through to your 
inbox, there are steps property managers 
can take to prevent sensitive information 
from ending up in the wrong hands. 

•  Two-factor authentication 
While it’s a simple and highly effective 

way to keep all accounts safer, two-factor 
authentication (2FA) remains an unde-
rused security measure. Virtually every 
email account, software system and 
social media app have a 2FA option. 
But because it can be a modest incon-
venience, many people opt not to use it.   

We strongly encourage property 
managers, and everyone for that matter, 
to use this safeguard because it makes it 
harder for attackers to gain access to any 
account. Knowing the password is not 
enough to gain entry. The person trying 
to log in must also provide a unique code 
sent to or obtained through the rightful 
account owner’s phone. Without both 
pieces of information, a hacker cannot 
access valuable digital assets stored on 
password-protected email accounts or 
software platforms. 

•  Configure permissions for  
minimum access 

Property managers are advised to give 
colleagues, board members, contrac-
tors, etc., the minimum access required 
to do their job, but never more. If team 
members need more access later, it’s not 
hard to grant authorization at that time. 
Operate on a need-to-know basis. Don’t 
volunteer access if someone doesn’t need 
a login to an account or permission to 
use specific folders. This allows PMs to 
control sensitive information better and 
limit exposure. The fewer people that 
have access to sensitive data, the less 
likely it is to get hacked. 

•  Learn how to identify high-risk 
emails 

We understand how busy prop-
erty managers are, but taking 20 extra 
seconds to examine emails for red flags 
can help keep their condo’s data a lot 
safer. There are always some telltale signs 
that a hacker has sent a message. 

The first thing you should do is 

check the sender’s email address. 
Often, it will consist of a bunch of 
random letters and numbers, like 
ontariogov123abc@fakemail.com. 

The second thing to consider is if this 
message is well-crafted or carelessly 
thrown together. Does it have several 
spelling errors? Are there capitals where 
there shouldn’t be? Does the signature 
look correct? A careless email could be a 
sign that it is fake.

Thirdly, if the sender claims to be 
someone you know, does the tone 
match how they usually write emails? 
Has your colleague ever asked you to 
buy something for them before? Would 
they genuinely need the information 
they’re requesting? If you’re not quite 
sure about the validity of the email, 
don’t hesitate to call or speak to the 
alleged sender. A quick chat can clear 
up any confusion. 

Finally, if you receive a suspicious or 
threatening email, don’t respond or click 
on any links. The best thing you can do is 
delete the email, but it may also be help-
ful to notify colleagues about the fake 
message in case they received it. n

Brian Bosscher is the president and 
founder of Condo Control, a leading 
software company that provides web-
based communication, management 
and security solutions for condos and 
HOAs of all sizes. He is also a board 
member, having served more than 12 
years as both treasurer and president. 
condocontrolcentral.com 
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How to Protect Your Condo  
Community from Crime

if there is a surveillance camera record-
ing the parking garage; 2) Cameras can 
capture a crime and potentially assist in 
identifying the perpetrator. 

The installation of cameras, however, 
raises several important legal consider-
ations. For example: 

• Section 97 of the Condominium 
Act: the installation of a security 
camera constitutes an “addition, altera-
tion or improvement to the common 
elements,” which, in many circum-
stances, may require a notice to be sent 
to all owners. However, a condomin-
ium may be exempt from the notice 
requirement if the surveillance camera 
is necessary “to ensure the safety or 
security of persons using the prop-
erty or assets of the corporation or to 
prevent imminent damage to the prop-
erty or assets.” Regardless of whether 

Crime in condos – there is some 
good news and some bad news. Let’s 
start with the bad. There is no silver 
bullet to prevent crime. It can happen 
anytime, anywhere, and can take various 
forms, such as theft, vandalism, break-
ins, burglaries, assaults, trafficking, and 
more. However, the good news is that 
condominiums have several measures 
and tools to implement to prevent crime 
by their very nature. All managers should 
be asking themselves the following ques-
tions: What steps can we take to prevent 
crime in our condominium, and what 
procedures should we have in place in 
the unfortunate event that a crime does 
occur in our condominium? 

Protecting the safety of those on the 
premises is paramount. In fact, condomin-
iums are statutorily obligated to manage 
the common elements and take all neces-

sary steps to keep the common elements 
reasonably safe for those on the premises 
(pursuant to section 17 of the Condomin-
ium Act and section 3 Occupiers Liability 
Act). Therefore, if a condominium ignores 
or neglects to implement proper crime 
prevention measures, then it could be 
exposed to liability, particularly if a crime 
occurs that could have been prevented. 

Below are some measures and tools 
that all condominiums should consider 
implementing to ensure that they take 
all steps necessary to prevent and deal 
with crime in their condominium. 

Surveillance Cameras 
The safety and security benefits of 

installing surveillance cameras on the 
common elements are two-fold: 1) 
Cameras are a crime deterrent. A thief 
might think twice about stealing a vehicle 

Francesco Deo, B.A. Hons., J.D. 
Lawyer  
Deo Condominium Lawyers
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the exemption applies, a condominium 
might be better served, from a privacy 
perspective, by giving notice to owners 
and informing them of the proposed 
installation of security cameras.

• Privacy: the corporation must 
balance its interest of ensuring safety 
and security against the privacy interests 
of individuals. Condominium residents 
are entitled to a reasonable expectation 
of privacy. Therefore, a condominium 
must carefully consider the purpose and 
scope of view of its surveillance cameras 
and should ensure that residents are 
properly notified of the areas under 
surveillance (where appropriate). 

• Surveillance Camera Policy: the 
wrongful use of surveillance cameras 
could expose a condominium to serious 
liability. We strongly recommend that all 
condominiums develop and distribute a 
Surveillance Camera Policy setting out, 
among other things, the purpose and 
location(s) of the video surveillance, 
how the footage is being used, how the 
footage is stored (and for how long) and 
who is entitled to view the footage. 

The Neighbourhood Watch: 
Resident Entry and Reporting 
Protocols 

Residents themselves can play a 
crucial role in protecting the condomin-
ium from crime. For example, residents 
should be strongly advised to:

• not hold the door open for any 
other person (except for those they are 
entering with). Criminals are often able 
to enter the condominium due to a resi-

dent voluntarily letting them in; 
• immediately report any suspicious 

or abnormal behaviour/activity to secu-
rity, to management, and to the police 
where appropriate; and,

• not share keys or fobs with anyone 
other than those residing in their unit.

In addition, it is equally important for 
condominiums to: 

• ensure that all locking devices, 
doors, door openers, fob readers and 
surveillance cameras are correctly 
programmed, maintained and repaired; 

• establish fob and entry policies, 
governing the use of fobs, the number 
of fobs allotted for each unit, periodic 
fob audits, key requirements for all entry 
doors and guest/visitor sign-ins; and,

• consult with their security providers 
for professional, site-specific suggestions 
to ensure the security and safety of resi-
dents (since every condominium will 
have its own peculiarities). 

Post Orders!
One of the most essential but under-

utilized safety and security measures is 
providing your security personnel with 
a detailed set of site-specific post orders. 
A “post order” is a detailed document 
given to the condominium’s secu-
rity personnel that clearly defines the 
duties, responsibilities, actions, proto-
cols and policies that must be followed 
by security personnel. For example, a 
post order can set out the specific areas 
of the building that must be patrolled 
(and how often), the steps that security 
personnel must take in response to a 

crime, and the procedures to be followed 
in the case of a serious emergency. A lack 
of clearly documented expectations for 
security personnel is the perfect storm 
for crime and can ultimately compro-
mise the safety and security of those on 
the condominium premises. 

Holding Owners Responsible
Sometimes, crimes in condominiums 

are committed by members of their own 
community (for example, unit owners, 
occupants, tenants, guests, visitors, etc.). 
Thankfully, section 117 of the Condomin-
ium Act prohibits all activities (whether 
in a unit or on the common elements) 
likely to damage property or cause 
injury to an individual. Most crimes 
will fall within the ambit of section 117, 
and therefore, condominiums can (and 
should) also take their own enforcement 
measures against those who commit ille-
gal acts on the condominium’s premises. 
Additionally, if the condominium has a 
well-drafted indemnification provision 
in its declaration, it may even be able to 
charge back costs incurred as a result of 
the owner’s (or their occupant’s, tenant’s, 
guest’s or visitor’s) crime. Sometimes, 
charging back those costs to the owner’s 
unit can deter the owner and/or their 
occupants, tenants, guests or visitors 
from committing a crime in the future. n

Francesco Deo, B.A. Hons., J.D., is 
a lawyer at Deo Condominium Lawyers 
and is focused on all areas of condo-
minium law, litigation, and governance.
deocondolawyers.com 
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Criminals Live 
in Condos Too

glazed donut, not like rainwater from a 
roof leak. I looked down and saw several 
bags of caustic soda. It seemed rather 
odd but didn’t ring any bells. 

I returned to my office and googled 
“caustic soda.” The first hit brought up 
a YouTube video of a homemade bomb 
using a 2-litre coke bottle, some water 
and caustic soda. I called the police. 
They were not sure but said they would 
send someone anyway. 

I returned to the unit and asked every-
one to leave. I took pictures of the closet 
and its contents. Singularly focused on 
the caustic soda, I failed to notice several 
bottles of “water” and a box of sex toys. I 
put a guard on the door. 

Within minutes, the parking lot was 

Most days, life in a condo manage-
ment office is mundane. Process 
invoices, solicit quotations, prepare 
board meeting packages; the list goes on. 
But every so often, your day goes side-
ways. And it frequently involves crime 
and the police. 

One of the few times that we get the 
opportunity to look inside a unit is 
during fan coil maintenance. We don’t 
want to intrude on someone’s privacy, 
but it is a good time to check for loose 
balcony panels or see anything suspi-
cious. We have found fully outfitted 
gambling units complete with poker 
tables, big-screen TVs for off-track-
betting and even a bedroom with three 
beds. I recall one unit where the father 

taught his kids mathematics by writing 
the formulas on the walls. 

However, my most memorable experi-
ence involved a “roof leak.”. 

My superintendent accompanied the 
techs, and I reminded them, “Have a 
quick look around without prying, and 
call me if there is any concern.” 

I didn’t get through my morning 
email before the radio crackled, “Chuck, 
you better come up to 2311. I think we 
have a roof leak. “

I walked into the unit and followed the 
super to the bedroom, where a pillar was 
covered with watermarks, and the closet 
ceiling was saturated with tiny droplets. 
Naively, I reached up and touched the 
droplets. They felt like the sugar on a 

Chuck Garneau, RCM 
Regional Manager 
Times Property Management
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full of firetrucks, a hazmat team and 
several police cruisers. After showing 
the fire chief what we found, he came 
back and said, “Our chemical people say 
that caustic soda is a cleaning agent and 
would make sense if the resident was in 
industrial cleaning. The fire department 
left as the first police officer on scene 
walked over and said, “The drug squad 
will be here shortly.” 

The detectives followed me to the floor, 
opened a case and removed some detec-
tion equipment which immediately started 
making a clicking noise. I looked at him 
and jokingly said, “That can’t be good.” 
He smiled and said, “It is not good.” The 
unit was sealed a few minutes later, and an 
armed officer was posted outside the unit 
door. Nothing more would happen until 
the police had a warrant. 

We had found a drug lab. More 
importantly, there were clear signs of an 
explosion, explaining the droplets. 

While we waited for the warrant, I 
gathered owner and resident informa-
tion. The unit was leased from the owner. 
No information was given to the police 
until the warrant was received. In the 
next few hours, paramedics in hazmat 
suits attended to any police officers 
affected by the fumes. The town build-
ing inspector arrived to post an “Unsafe 
to Occupy” notice. The police started to 
gather evidence inside the unit. 

If you need to know something, 
they will tell you. Giving them their 
space will earn their respect. By now, 
the main lobby was full of residents 
curious to know what was going on. 
I made sure everyone knew the police 
“incident” was isolated to a single 
unit, and most importantly, there 
was no personal danger to anyone. I 
encouraged everyone to return to their 
normal routine, but that request was 
lost in the glow of flashing lights. I also 
sent a brief email to the board alerting 
them of the situation. 

Residents need to know what is going 
on. This is their home. It is equally impor-
tant to resist the urge to give out “all the 
gory details.” The privacy of the unit resi-
dents is still important, regardless of the 
fact they are suspects in a major criminal 
investigation. Make sure the building 
residents know they are safe. 

Later that night, the tenant drove by 
12 police cruisers to get to her parking 
spot and was promptly arrested. This 
was my second most favourite part of 

the story. What was she thinking, know-
ing she lived in a drug lab unit? 

I busied myself gathering video 
footage and door entry reports as 
requested by the police. The next morn-
ing, the lead detective dropped by my 
office to update me on the situation. 
He informed me they had contacted 
the owner, who advised the unit was 
rented and that the owner had no idea 
what his tenants were doing. I smiled 
and replied, “Really? Well, I have video 
of the unit owner walking across the 
parking garage carrying several bags 
of caustic soda.” This was my favourite 
moment of the incident. The detective 
replied, “You just made the case for me.” 
He shared the fact they had found six 
bottles of the finished product, GHB, a 
well-known date-rape drug. 

The water was not water. Everything 
has the potential to be evidence. Don’t 
touch anything and introduce your 
fingerprints into the investigation. 

 Most condo security systems over-
write video in a couple of weeks. You 
never know what video clip will add 
another piece to the puzzle. Over the 
next few days, police and lab techs came 
and went. The police issued a press 
release without mentioning me. 

Help when possible but shun the 
limelight. A few weeks later, Public 
Works Canada attended with a court 
order and seized the unit, as it was used 
in the commission of a crime. The unit 
had to be gutted and rebuilt to mitigate 
the drug explosion damage. 

This story would not be complete 
without the involvement of the resi-
dent-busy-body. Every condo has that 
one person who has to stick his nose 
into everyone’s business. This time he 
took it to a new level. A few days after 
the incident, he came up to me and 
said, “I knew about everything before 
you did.” I smiled and said, “You might 
want to ask the police who placed the 
initial call.” 

Some days are more interesting than 
others, and if someone tells you they have 
seen it all, just smile and walk away. n

Chuck Garneau, RCM, is a Regional 
Manager with Times Property Manage-
ment and a subject matter expert as-
sisting CMRAO with developing the 
property management competencies 
and licensing exams. 
timesproperty.ca
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Fob Cloning
in Condominiums

When a credential is placed within 
10cm of the card reader, the reader 
powers up the fob, which then transmits 
its unique identification number to the 
Access Control Unit (ACU) Panel (also 
known as door controllers) through the 
cable connecting the card reader and 
panel. The ACU panel checks the number, 
confirms it is in the database with the 
correct access level, and then sends a 
signal to the door strike to disengage, 
allowing the individual to open the door.

Credential manufacturers purchase 
a certain amount of blank credentials 
and then program them to a series of 
numbers for use at multiple build-
ings/clients. Multiple facility codes are 
included to reduce the likelihood of 

In recent years condominiums have 
been facing a significant new threat; the 
cloning of access control credentials, also 
known as key fobs and fobs. Numerous 
websites and storefronts have sprung up 
offering to clone access control credentials 
at ever-decreasing prices. These individu-
als operate without oversight and will even 
offer to come to your condo unit to clone 
your fob for as low as $20/$30 per fob. 

How Fob Technology Works
An RFID (radio-frequency identifica-

tion) key tag, commonly known as a fob 
or key fob, is a handheld device that allows 
many condo owners to access their condo-
minium entrances, amenities and in some 
cases, their elevators. These fobs contain a 

microchip that houses the fob’s identifica-
tion number along with an antenna and 
coiled wire. The majority of these fobs 
are low-frequency passive credentials 
and operate on frequencies between 30 
kHz to 300 kHz, with most manufactur-
ers using 125 kHz. These credentials use 
no power source and are powered by the 
energy transmitted from the RFID reader, 
commonly known as card readers.

Most fobs have two sets of identifica-
tion numbers, a facility code and a card 
number. Different facility codes allow the 
same card numbers to be used multiple 
times and reduces the likelihood of a client 
receiving duplicate fobs. These fobs have 
no encryption and continuously transmit 
the same facility code and card number.

Michel Lauzon 
Director of Client Services 
SMS Security
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• Audits

• Building Repairs

• Condition Assessments

• Design

• Energy Audits

• Forensic Engineering

• Investigations

• Litigation Support

• Professional Instruction

• Reserve Fund Studies

• Specifications

BEST Consultants Martin Gerskup Architect Inc.

Phone: 416-428-2378

Email: info@bestconsultants.ca

Website:  bestconsultants.ca

BEST Consultants has been 

serving the condominium industry 

with quality and care since 1992.

The Building Envelope Experts

Contact us today for a quote!
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duplication.  Once the manufacturer 
programs the credential, the number 
cannot be changed.  A proprietary 
system of “burning” the coil makes it no 
longer re-programmable.

Cloning a Fob
Individuals and businesses take 

advantage of fobs and fob cloning 
devices widely available for sale online 
at exceptionally low prices (often for 
as little as $10.00). As these fobs have 
not undergone the proprietary “burn-
ing” process, they arrive blank and can 
be programmed and reprogrammed to 
any facility code or card number. Given 
that the communication between the 
card and access control system is not 
encrypted, cloners need only match the 
card number for the fob cloned.

Fob duplicators work by scanning a 
valid fob and programming its number 
onto a blank fob. Now there are two 
credentials with the same number. Both 
will have the same access level at your 
property and will open doors with iden-
tical transactions on the access control 
software.

Numerous credentials with the same 
card numbers can be reproduced and 
given to friends, family or left in lock-
boxes for use by short-term rental 
tenants. Depending on the lockbox 
material, fobs left inside may also be 
subject to cloning, allowing a nearby 
fence to become a security risk.

New Technologies –  
Smart-Fobs

To prevent cloning, low-frequency 
fobs should be replaced with high-
frequency, smart credentials. These 
smart-fobs run on 13.56 MHz and use 
two-way encrypted communication, 
which uses similar technology to your 
debit/credit cards, passports, hotel keys, 
etc. Mobile credentials, fob numbers 
tied to cell phones via applications 
made and managed by the access control 
manufacturers also use NFC (near field 
communication) or Bluetooth for two-
way encrypted communication. 

When the smart-fob enters into a 
smart-reader’s range, it begins a secure 
communication session using Shared 
Encryption Key Codes. Once this is estab-
lished, the card number is transmitted, and 
the communication session is closed off. 

This means that instead of one-
way communication, there is two-way 

communication between the smart-fob 
and the smart-reader. In addition, the 
access control system will also program 
the smart-fob and smart-reader with 
specific encryption key codes, which a 
cloning device cannot copy without going 
into the access control system software. 

One drawback of smart-credentials 
is that they will not have the same read 
range as the old fobs and require the 
smart-fob to be placed closer to the 

smart-reader and slightly longer.
In order to use these high-frequency 

smart-fobs or mobile credentials, all fobs 
and card readers require replacement. 
Older legacy software often must be 
upgraded, which necessitates the replace-
ment of one or more access control 
panels. Depending on the property size, 
the number of doors and other compo-
nents tied into the access control system, 
such as in-suite alarms, suite smoke 
detectors, intercoms, etc., can cause these 
upgrades to exceed most budgets.

How to Discourage Cloning
While your corporation reviews the 

pros and cons of such an upgrade, there 
are many ways to discourage owners and 
tenants from cloning fobs.

Corporations should be mindful of 
the price they sell their fobs to residents. 
While the corporation’s cost per fob is 
usually around $10.00, many corpora-
tions sell fobs for $25-$50 and, in some 
cases, upwards of $75 to $100. Prior to 
the proliferation of fob cloners, corpora-
tions wanted to keep greater control on 
the number of fobs issued to residents, 
often capping the number of fobs to the 
number of bedrooms. Corporations 
have also historically overpriced the fobs 
to ensure that residents take good care of 
their credentials and take extra steps not 
to lose them. This has pushed residents 
towards fob cloners.

Many duplication websites list the 
addresses of frequently cloned fobs to try 
to attract additional clients. Corporations 
should review these websites periodi-

cally, contact them to have their property 
removed from the list and speak to their 
corporation’s legal counsel regarding the 
possibility of drafting rules & regulations 
banning the practice of fob cloning.

To deter cloning, corporations should 
make purchasing a new credential as 
easy and as pain-free as possible, allow-
ing residents to buy them online via 
condo management software, at all times 
via the concierge desk and during office 

hours through the management office. 
When the fobs are more widely avail-
able and more cost-effective through 
the corporation, residents will respond 
appropriately, allowing the corporation 
to maintain better control.

In addition, corporations should 
perform frequent fob audits to ensure 
that unused fobs are deactivated until 
needed again. Any lost/unused creden-
tials should be deactivated instead of 
entirely removed from the system. 
This allows the information to stay 
on the system (suite #, names, phone 
numbers, etc.) while ensuring the fob 
no longer has access to the property. 
The concierge and security staff should 
be trained to recognize possible cloned 
fobs, for example, the same card used at 
multiple areas, different people using the 
same fob, frequent tailgating/trespassers 
related to the same card, etc.

The access control cloning threat has 
shown no slowing down nor coming to 
an end. With any legislation concerning 
fob cloning highly unlikely, corporations 
need to act to ensure the safety and secu-
rity of their community. n

Michel Lauzon, Director of Client 
Services for SMS Security, has over 12 
years of experience in the security in-
dustry, progressing from Security Guard 
to Director within the Golden Horse-
shoe Residential Security Market. He is 
a member in good standing with ACMO 
as well as with the American Society for 
Industrial Security International (ASIS).
smssecurity.ca

When the fobs are more widely available and more 
cost-effective through the corporation, residents will 
respond appropriately, allowing the corporation to 
maintain better control.{
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Fraud & Crime

Eric Plant, RCM, MSc, Hons BA 
President 
Brilliant Property Management Inc.
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Is Fraud Really a Problem
in Condominiums?

The Kickback 
The kickback is the easiest crime to 

commit and difficult, if not impossible, to 
trace once it is done. The kickback involves 
one or more members of the condomin-
ium governance (let’s say a board member) 
giving a job to a contractor in exchange 
for a cash payment. To afford to pay the 
board member, the contractor prices the 
job higher than usual or reduces the qual-
ity of the work. The kickback is hard to 
trace because, on the surface, everything 
appears normal, and all illegal activity is 
off of the condominium’s books. Here’s an 
example of a kickback situation: 

A condominium needs a large perim-
eter fence rebuilt. The manager gets three 
bids, but the board president brings a 
fourth at the next board meeting. The 
price is a little bit higher, but the president 
assures the other board members that the 
quality of the work is excellent and that 
the extra money is well worth it. He also 
aggressively questions the manager’s bids 
and his knowledge of this type of work. 
The rest of the board knows little on this 

It is no secret that our industry can 
be a magnet for fraudulent activity. If 
you’ve spent any time in the industry, 
you may have seen it firsthand or heard 
about it on the news. From the large-
scale con jobs to more minor discreet 
thefts, condominiums seem designed 
to be targeted for this kind of activity. 

It is not that there is something 
inherently bad about the people in our 
industry or the board members who 
hire us. The real problem lies in the 
way condominiums are set up. Like any 
government, when you combine elected 
representatives with the power to tax 
their subjects, with little to no oversight, 
and throw in some significant and tech-
nical projects, you tend to get mixed 
results. If the daily stories in the news 
about government waste and failure 
aren’t enough to convince you, consider 
that condominiums have far less over-
sight than even the smallest municipal 
governments. 

Still, with so many intelligent people 
putting so much of their hard-earned 

money into purchasing and maintaining 
their condominiums, one may expect it 
to be a relatively safe investment. Sadly, 
one would be wrong. Wherever there is 
money, there are always people looking 
to get their hands on it, and the self-
governed world of the condominium 
is the lowest of the low-hanging fruit. 
We’re like a hen in the fox house.

Below are the most common schemes 
and what you as a manager can do to 
avoid having your buildings swindled. 

Who is Responsible for Fraud? 
Sadly, it can be anyone in a position of 

power. The biggest perpetrators are often 
board members or managers, usually 
acting in conjunction with contractors. 
While it is difficult to know if anyone is 
involved in a crime, there are a few signs 
to look out for, such as a lack of open 
and transparent communication, indi-
viduals coercing others to vote a certain 
way, and condo governments who make 
it difficult for outsiders to gain access to 
information or get involved. 
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topic and wants to avoid confrontation 
and agree to go with the president’s bid. 
The work is done, and the president walks 
away with a generous cut. A couple of years 
later, the fence is already falling apart and 
requires significant repairs. 

The Rigged Bid 
A larger form of the kickback, the 

rigged bid, is when a board member 
or manager falsifies bid documents to 
select a vendor of their choice – often 
one who will then engage in a kickback 

scheme. Rigging a bid can be as simple 
as informing your preferred contractor 
what price they should come in or can 
also be far more complicated. An engi-
neer or consultant on a large job may 
also be involved in a rigged bid, and can 
do so without participation from the 
condominium. The rigged bid is espe-
cially devastating to a condominium 
because it is often done on the most 
significant projects. Condominiums 
may take a long time to recover from 
inflated prices, and poor workmanship 

can cause serious financial or safety 
issues later on. Here is an example of 
the rigged bid: 

A condominium contemplating an 
extensive elevator modernization seeks 
an engineer to help them run the proj-
ect. The engineer invites four companies 
to bid but discourages the board and 
management from selecting their own 
companies. The bids all come in far 
higher than expected, but the board has 
already paid for the engineer’s services 
and reluctantly chooses the lowest bidder. 
That low bidder pays the engineer a “fee” 
for getting the job, and the next time the 
engineer runs a bid, he gives the job to 
another one of his “preferred” compa-
nies, ensuring all of them get their share 
of work as long as they play along. 

The Insider 
The insider is a catch-all phrase that 

refers to the board or management treat-
ing particular owners differently than 
others. This could mean failing to charge 
back an owner for work done in their 
unit, allowing them free use of lockers or 
parking spaces, or even doing extra work 
in their suites after damage. Alternatively, 
it could also mean treating some owners 
worse than others by delaying neces-
sary repairs, lying about chargebacks, or 
enforcing the rules more sternly than they 
do for others. Below is an example of this: 

Hannah woke up one day to find her 
bathtub overflowing with a dirty liquid. 
Her floor and baseboards were damaged, 
as well as some other items in her home. 
Worse, the unit below had damage to 
its ceiling and walls. The board brought 
in a plumber who snaked the drain and 
resolved the problem. While he was in 
her unit, he mentioned that the block was 
deep in the main stack, which was not 
linked to her drain. Hannah then received 
a letter from the manager stating that she 
owed the building thousands of dollars for 
the damage downstairs. When she asked 
why the manager claimed the block was 
in her drainpipe, she was responsible for 
the damage to both units. Not surprisingly, 
the plumber’s report was vague on details. 

The Thief 
The most basic form of fraud in 

condominiums is theft and can flourish 
where cash is a valid form of payment 
and records are not to date. Some basic 
examples include managers pocket-
ing cash payments for keyfobs, lockers, 
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parking spaces, or anything else of low 
value that can be kept out of the condo-
minium’s books. Although the numbers 
are often small, they can add up to big 
numbers over time. 

For example, Jim had been making 
cash payments to the management 
company for a second parking spot 
for years. When a new company took 
over, Jim found another car in his 
spot. When he approached the new 
manager, he learned that the spot was 
given away because the records showed 
it was vacant. It was only after the new 
manager looked into the issue that 
they discovered that Jim’s payments 
had never been recorded, and the old 
manager was pocketing his payments.

The Dictator 
Once in power, managers and directors 

who engage in criminal activities tend 
to want to stay in control. Losing their 
position means an end to their profits 
and the potential to be caught by future 
boards or management companies. For 
this reason, directors will do their utmost 
to stop any opponents from coming to 
positions of power. This can be done 

in various ways, including manipulat-
ing proxies, making it difficult for other 
candidates to run or attend meetings, 
or in extreme cases postponing AGMs 
altogether. While this is a clear violation 
of the Condominium Act, it is tough for 
homeowners to remove a director like 
this. Here’s an example of a dictatorship:

Heidi had been on the board for over 
a decade. After the last few projects had 
gone wrong, several owners decided to 
run for the board. Heidi had been involved 
in some serious kickback schemes along 
with the manager for years and was will-
ing to break the rules to stay in power. 
After delaying the AGM repeatedly, it was 
finally scheduled for the Friday of a long 
weekend. While the opposition showed up 
with a batch of proxies, they were shocked 
to find that Heidi had dozens of her own 
– more than enough to carry the election. 
It took weeks for the opposition to see the 
proxies, and when they did, they noticed 
that a lot of the proxies were dated the day 
of the meeting, and most were signed in 
the same fading blue pen. 

There are countless other ways for 
board members, managers, consultants 
and vendors to commit crimes in a condo-

minium, and sadly few are traceable by 
the auditor. In 2017 the government of 
Ontario created amendments to the 
Condominium Act to try and protect 
homeowners – including licensing for 
managers and training for directors – but 
few of their changes addressed the funda-
mental problem of people actively trying 
to bilk the system. Investigations into fraud 
remain virtually non-existent due to the 
cost and resources required to do so. 

The primary weapons to fight fraud in a 
condominium are simple but challenging 
to implement unless the people in power 
are willing to speak up. These include open 
and transparent communication, efficient 
record-keeping, and robust procedures 
for procurement, all things that a strong 
property manager can control. As RCMs, 
we have a duty to prevent these types of 
behaviours, and if we do, the industry as a 
whole will benefit. n

Eric Plant, RCM, is a director at 
Brilliant Property Management Inc. 
and is a member of the ACMO Board 
of Directors. He can be reached at 
eric@brilliantproperty.ca
brilliantproperty.ca
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Balancing the Right to
Privacy & Protection

in Condo Communities
about protecting their privacy. Only 38 
percent of Canadians felt that busi-
nesses protect their privacy rights, 
while 67 percent feel they have little or 
no control over how private companies 
use their personal information. 

That conflict creates challenges across 
condominium communities as residents 
increasingly question how security tech-
nologies are utilized and to what end. 
Many are calling for a better balance 
between privacy and security. At the 
same time, condo property managers 
are working to incorporate new tech-
nology across complexes while paying 
close attention to the concerns of condo 
boards and residents alike. Then there is 
the question of compliance. 

The days of relying solely on patrol 
guards to monitor and protect a condo-
minium property are long gone. We are 
now in a hybrid era of security centred on 
a combination of digital surveillance and 
live guarding. Condo security concierge 
and patrol teams are still a crucial part 
of a property’s security strategy. Still, 
their effectiveness has been drastically 
enhanced with the addition of HD 
surveillance camera systems, biometric 
access controls and other high-tech tools 
that were once the stuff of science fiction. 

It would be fair to say that tech-
nology-equipped condominium 
properties with an active security pres-
ence enjoy an unprecedented level of 
protection. While issues and crimes will 

still occur, proactive and reactive risk 
mitigation has been taken to new levels 
thanks to emerging digital tools. And 
that technology is only in its infancy. 
Innovations such as facial recognition 
software add another advanced layer of 
protection to condominium property 
managers’ security tool kits. 

The Right to Privacy
While condominium residents 

value security, many are concerned 
that the drive to protect properties has 
trumped the right to privacy. That feel-
ing extends across society as a whole. A 
2019 survey by the Office of the Privacy 
Commissioner of Canada found that 
92 percent of Canadians are concerned 
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Privacy laws vary by province, but 
every jurisdiction across the country 
applies limitations on how surveillance 
data is collected, stored and utilized. 

According to the Information and 
Privacy Commissioner of Ontario, 
for example: “In the context of video 
surveillance, this means that as a general 
rule, institutions may only use personal 
information collected by means of video 
surveillance for the purpose of the video 
surveillance program or for a consistent 
purpose. Use of the information for 
other, unrelated purposes would not 
generally be permitted. When informa-
tion collected for one purpose is used for 
another, unrelated purpose this is often 
called ‘function creep.’” 

Legislation in Ontario, such as the 
Municipal Freedom of Information 
and Protection of Privacy Act and the 
Freedom of Information and Protection 
of Privacy Act, require full disclosure in 
situations where individuals’ personal 
information or likeness is capture on 
camera. And those are only a tiny frac-
tion of the often complex privacy rules 
and regulations to which property 
managers must comply.

Privacy & Security Protocols
While surveillance to protect residents 

is permitted—and in virtually all cases, 
its use is strictly to deter crime or react to 
inappropriate behaviour—condomin-
ium managers realize that achieving and 
maintaining compliance is often a high-
wire act. With growing calls to limit or 
prohibit using some technology, such 

as facial recognition software, many 
managers struggle to understand what 
tools are available to protect their prop-
erties, avoid legal risk, and shield the 
corporation from potentially costly fines 
or liability. But how are they supposed 
to review incidents or rebuild timelines 
when accidents occur if their surveil-
lance hands are (at least partially) tied?

During the COVID-19 pandemic, 
this question took on new life as condo-
minium managers were required to 
implement contact tracing measures, 
temperature monitoring (often using 
high-tech cameras) and other measures 
to mitigate the risk of a building-wide 
outbreak. While residents tolerated 
these unprecedented measures for a 
time, their patience and willingness to 
comply wore thin. 

The best approach is to develop 
a strategy that balances the right to 
privacy with the need for security while 
also paying close attention to residents’ 
concerns and preferences. That means 
implementing comprehensive privacy 
protocols governing the use of data or 
footage collected from digital cameras 
or entry systems. The focus should be 
on setting the ground rules for how 
that information is collected, stored, 
managed and eventually destroyed. 
What are those timelines? Who will be 
the gatekeeper of that information? Who 
will access it in the meantime—and will 
it be stored locally or on a cloud server? 
What cybersecurity measures will be 
implemented to ensure that the infor-
mation stays safe and secure? 

Calming Residents’ Concerns
Then, it’s essential to communicate 

with residents to explain how these 
measures will be deployed, listening, 
building trust, and responding to their 
feedback, ideas, and concerns. Involving 
the condominium board or a commit-
tee of residents can help ensure the 
appropriate levels of stakeholder input. 
Regularly reviewing and revising policies 
are important to maintain best practices 
and make residents as comfortable as 
possible with their personal information. 

A security provider or a surveil-
lance management consultant can help 
develop a governance framework and 
manage the process on behalf of prop-
erty managers. And, of course, security 
teams will need to be an integral part of 
the process of easing residents’ fears and 
making sure they embrace the tactics 
need to ensure their protection—using 
the very best technology available. 

Involving experienced service provid-
ers in that process not only helps 
mitigate the risk of policy and process 
errors and omissions but allows prop-
erty managers to focus on providing the 
very best resident experience possible. n

Winston Stewart is the President 
and CEO of Wincon Security, a Scar-
borough, Ontario-based security firm 
that has delivered property monitoring 
and protective services to retail, com-
mercial, industrial and condominium 
clients across the Greater Toronto Area 
for more than 25 years.
wincon-security.com
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The Florida Condo Tragedy
A Board of Director’s Perspective

good condition with some required 
minor repairs.” The listing of required 
repairs seemed more onerous than the 
description, including using the word 
“violations” of standards.

The Morabito report on structural 
issues listed eleven areas requiring future 
repairs and maintenance, including four 
items relating to balconies, tiles, and 
other finishings that prevented a proper 
review of balcony slabs. The cracked tiles 
and spalling concrete on balconies were 
evidence of sub-surface deterioration. 
The last three items are related to basic 
structural issues.2 

In the report, engineer Morabito 
described “major structural damage” 

Most media coverage of the Cham-
plain condo collapse focuses on the 
human tragedy and the lives lost – and 
rightly so. However, understanding what 
went wrong and what role the condo 
board played is also relevant, especially 
to board members of other condos. This 
article summarizes some information 
and thoughts relevant to that perspective.

The 2018 Engineering Report
Champlain Towers South was 

constructed in 1981 on the ocean-
front in Florida. The 13-story building 
had 136 units. Miami-Dade County 
required buildings to be inspected 
and recertified as safe after 40 years. 

A Washington Post article stated that 
Champlain Towers commissioned an 
engineering review three years before 
the 40-year requirement. 

The October 2018 engineering report 
was the combination of two reports by 
two different firms. The engineering 
firm, Henz, reviewed electrical, mechan-
ical, plumbing, and fire sprinklers issues, 
while the engineering firm, Morabito, 
reviewed structural issues. 

Henz found numerous required 
expenditures in each area under review, 
calling for a little over $1 million worth 
of repairs. The wording in the report 
seemed generally positive, with state-
ments such as, “electrical service is in 
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Martin Denheyer 
Condo Board Director

“How did you go bankrupt?” Bill asked. “Two ways,” Mike said. “Gradually and then suddenly.” 
Excerpt from “The Sun Also Rises” by Ernest Hemingway, published in 1926. 

Marvin Ens 
Condo Board Director
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the 2018 engineer’s report was fairly 
routine and did not raise alarms. 
“Concrete spalling, rebar deteriora-
tion—these are not unusual events 
when you have buildings exposed to 
corrosive conditions,” the attorney said. 
In 2019, the construction of a high-rise 
luxury condo project next door led to 
complaints from condo residents. A 
board member emailed the city saying 
developers are “digging too close to our 
property, and we have concerns regard-
ing the structure of our building.” 4

The Special Assessment
Five of the seven board members, 

including the President, resigned in 
the Fall of 2019, as the condo associa-
tion was consumed in a contentious 
debate about structural repairs. The 
resigning President’s concern was the 
inability to get things done because of 
a poorly functioning board. She stated 
that prior boards were similarly inef-
fective at getting things done. A new 
board eventually voted in favour of a 
$15 million special assessment to pay 
for the upgrades to the building on 
April 13, 2021.1

to a concrete slab below the pool deck 
in the section. The structural survey 
report also found that waterproofing 
below the pool deck and entrance drive 
had failed, allowing damaging leaks. 
“Failure to replace the waterproof-
ing in the near future will cause the 
extent of the concrete deterioration 
to expand exponentially,” Morabito 
wrote. He said a “major error” had 
been made in the construction of the 
building when waterproofing was laid 
on a flat slab rather than on a sloped 
surface to allow water to run off.1

Most of the language in the Morab-
ito report seems simply factual, with 
no direct indication of great concern 
or urgent need for repairs. A few 
sentences show greater urgency, 
including, “The failed waterproofing 
[in pool deck and entrance areas] is 
causing major structural damage to 
the concrete structural slab below 
these areas. Failure to replace the 
waterproofing in the near future will 
cause the extent of the concrete dete-
rioration to expand exponentially.” 
The expense summary categorizes the 
structural repairs as “Façade Reme-

diation” and “Garage, Entrance, and 
Pool Deck Remediation,” which do 
not seem to convey a sense of great 
urgency. 

The total required expenditure for all 
repairs noted in both reports was esti-
mated at $9.1 million.2

Other Factors
Residents told the media that leaks 

and flooding in the parking garage of 
Champlain Towers stretched back for 
decades. In the Washington Post’s arti-
cle, one man said that saltwater would 
seep through the building’s foundation 
during particularly high tides. A pool 
contractor in the building days before 
the collapse was struck by the preva-
lence of concrete cracking and rebar 
exposure and deterioration. 

A New York Times article said that 
City officials in Doral reviewed the work 
of the former chief building official, who 
had reassured homeowners in 2018 
that their building, despite the many 
problems identified in the engineering 
report, was safe.3

An attorney for the condo associa-
tion told the Wall Street Journal that 
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In her April 2021 letter, new President 
Wodnicki told residents that an updated 
estimate of the required expenditures was 
$16.2 million, far more than the reserve 
fund’s $0.8 million. A limited amount 
of cash was available from two earlier 
special assessments for work not yet 
completed, and some of the reserves were 
specifically allocated to cover the insur-
ance deductible. In aggregate, Wodnicki 
said the board asked residents to fund 
$15.5 million in costs with a special 
assessment. Wodnicki also reported that a 
bank line of credit was arranged to allow 
the repairs to proceed on a timely basis 
and that future borrowing was unlikely 
to be available as a result.5

The New York Times article stated 
that in Florida, state law requires 
condo associations to include reserve 
accounts for components that have 
a deferred expense or replacement 
cost in excess of $10,000. However, 
associations can waive the reserve 
requirement if a majority of a quorum, 
which could be less than a third of the 
homeowners, elects to do so.3 Some 
articles on condo consultant sites indi-
cate that waiver of reserve funding 

requires a majority of owners (51%) 
to approve the waiver and that each 
waiver applies only for one budget 
year. A further waiver may be done in 
each successive year.

Concluding Thoughts 
 A board member for a condo 

in Ontario might wonder how it 
is possible that crucial repairs and 
maintenance were not implemented 
promptly to prevent the tragedy. Some 
of the key factors involved in this case 
appear to be as follows:

a) There is no evidence of  a 
requirement for regular engineer-
ing assessments, especially if a condo 
association elected to waive the reserve 
requirements;

b) The 2018 engineering reports did 
not highlight the urgency and the extent 
of the risks in a manner that an unsophis-
ticated reader could easily understand;

c)  For owners and/or board members 

looking for excuses to delay repairs, 
there were opinions available to support 
their positions (the city official, the asso-
ciation attorney), and;

d) There is strong evidence that the 
problems developed over a lengthy 
period of time. However, it is hard to 
understand how no gigantic red flags 
arose due to long-term issues with salt-
water on the parking floor and prevalent 
examples of exposed rebar.

As always, hindsight is perfect. Once 
the end of the story is known, it is easy to 

Skimping on maintenance and reserve fund 
contributions, even if technically compliant,  
may be viewed as a form of gaming the system 
whereby current owners do not pay their fair share 
and shift it to future owners. 

{
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see how the involved players could have 
taken more effective actions. With this 
in mind, the review of some basic prin-
ciples outlined below provides further 
thought about how this tragedy may 
have been avoided.

The annual economic cost of owning 
a physical asset, such as a factory, car, 
or condo, consists of maintenance and 
depreciation. Each component of the 
asset has a useful life. Depreciation is 
the portion of each component that is 
notionally used up during each year of 
its useful life. At a conceptual level, the 
annual depreciation is just the aggre-
gate of the depreciation for the asset’s 
various components.

If an amount equal to the deprecia-
tion is contributed to a reserve fund 
each year, there will almost always 
be enough to pay for replacements 
or major repairs without a material 
out-of-pocket cost to the owners. 
In practice, the annual contribu-
tion to the reserve fund for a condo 
in Ontario is based on an estimate of 
expected yearly expenditures over 30 
years or longer rather than an explicit 
depreciation formula. These estimates 

must be updated every few years to 
ensure that emerging information is 
folded into this process regularly and 
methodically. When this process is 
followed correctly, the timing and 
decision to implement major repairs 
and replacement will be based on engi-
neering best practices because there is 
no direct impact on owners’ out-of-
pocket costs.

Most jurisdictions, including 
both Florida and Ontario, have laws 
and regulations that stipulate mini-
mum requirements for maintaining 
a reserve fund. In that context, one 
can slip into thinking that fund-
ing is occurring because it is legally 
required. The Champlain Towers case 
is a sharp reminder that significant 
repairs may be necessary for safety 
reasons and to preserve the value of 
the owners’ assets. This is more than 
just a compliance issue. Skimping on 
maintenance and reserve fund contri-
butions, even if technically compliant, 
may be viewed as a form of gaming 
the system whereby current owners do 
not pay their fair share and shift it to 
future owners. 

At some point, the future owners 
may need to fund a shortfall with a 
special assessment. Special assess-
ments resulting from shortcomings 
in reserve funding generate further 
consequences. Unfortunately, it may 
take years to get an agreement, arrange 
loans, and develop payment plans 
acceptable to owners. In the meantime, 
this exposes the building to the risk of 
further deterioration beyond the point 
where a major repair or replacement 
could have been made in accordance 
with engineering best practices. 

No doubt owners and boards will 
tend to claim they were let down by 
their professional advisers when things 
go awry. But it is hard to account for 
the apparent lack of curiosity and vigi-
lance over the many years owners and 
boards did little to address the obvi-
ous signs of deteriorating conditions. 
There may have been no explicit inten-
tion to pass the buck to future owners. 
If there’s a lesson to be learned, it’s that 
a dedicated commitment to paying 
one’s fair share of annual mainte-
nance and depreciation costs could 
have saved many lives and preserved 
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the value of owners’ assets. 
If legislators reinforce adherence to 

this fundamental principle, there may 
be no need for a 40-year recertification 
requirement. Unfortunately, by itself, the 
requirement may inadvertently justify 
delays in necessary actions. Reliance on 
the 40-year requirement as a primary 
minimum standard appears to have 
been too little, too late in this case.

 In Ontario, our condo legislation 
requires reserve fund studies at least 
once every three years, prepared by a 

qualified independent supplier, with 
the benefit of a detailed site inspection at 
least once every six years, with no option 
to waive or disregard the requirement 
for reserve fund contributions. 

Currently, Ontario condo owners 
and board members should be very 
pleased that our legislation provides 
such a material level of protection. 
Ontario is also not subject to some of 
the unique risks posed by the Florida 
oceanfront. That being said, we can’t 
afford to be complacent because 

Ontario faces other risks. Once again, 
using some wisdom often attributed 
to Mark Twain, “History never repeats 
itself, but it does often rhyme.” It is 
possible we will not see other risks as 
clearly now as we might when the next 
rhyming event occurs.

To conclude, we note that avoid-
ing the comfort of groupthink and 
always remaining curious and vigi-
lant will improve the overall quality 
of decisions and play a valuable role 
in helping board members avert tragic 
outcomes. n

The views expressed in this article are 
the authors’ alone and may not reflect the 
views of the boards on which they serve. 

Martin Denheyer is a retired ac-
tuary who has been on the board of a 
Toronto condominium since 2016. His 
working career as a consultant focused 
on asset/liability modelling to help 
pension plan investment committees 
determine asset mix policy. He also 
served on the School of Pension In-
vestment Management faculty for 15 
years, providing educational seminars 
several times a year to pension plan 
board and committee members. He 
holds a Master of Arts (Mathematics) 
degree and is a Fellow of the Canadian 
Institute of Actuaries. 

Marvin Ens is a retired actuary 
who has been on the board of a large 
condominium in the GTA for the last 
several years. His working career as a 
consultant focused on advising pen-
sion plan sponsors on the reserves 
required to meet future pension obli-
gations. He holds a Master of Science 
(Mathematics) degree and is a Fellow 
of the Canadian Institute of Actuar-
ies. He is a recipient of the Institute’s 
Award of Distinction for his volunteer 
service to the profession.

Sources:
1 Majority of Florida condo board quit in 2019 as 
squabbling residents dragged out plans for repairs, 
Washington Post, June 30, 2021. 

2 Email-related 2018 structural field survey report, 
Town of Surfside Florida. 

3 Infighting and Poor Planning Leave Condo Sites in 
Disrepair, New York Times, July 1, 2021.

4 Miami Area Condo Failure: Years of Warnings, but 
Mixed Signals, Wall Street Journal, June 29, 2021. 

5 2021 Letter from Board President to Owners, New 
York Times, July 1, 2021.
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Preventing Fraud in Your Condominium with

Electronic Voting
on fraud. For these reasons, corpora-
tions should always want as many of 
their owners to participate in voting as 
possible. However, while beneficial for 
them to participate, most owners don’t 
like to attend AGMs, and many can’t, 
won’t or don’t know how to complete 
the proxy form in its current itera-
tion from the provincial government, 
making increasing owner participation 
a real challenge. As you can see, there is 
a direct correlation between simplicity 
and participation. For this reason, offer-
ing owners an easy-to-use electronic 
voting platform has become crucial to 
corporations looking to increase voter 
participation and ensure the account-
ability of votes cast.

Enhanced Security 
Electronic voting also creates a secure 

voting environment. Electronic voting 

Electronic voting brings a measure 
of security, transparency, auditability, 
and simplicity to owner participa-
tion at AGMs and SGMs, all integral 
components in reducing potential 
fraud and ensuring integrity in condo-
minium governance.

The overwhelming majority of prop-
erty managers, board members and 
owners are good, well-intended honest 
people. Regardless, the integrity of 
condominium governance needs to be 
ingrained into all of the processes used 
to make decisions at the board level, 
especially when it pertains to elections, 
AGMs and other matters requiring input 
and voting from owners. My own expe-
rience shapes this perspective as a board 
member, a vendor in the condominium 
space, and an owner who has had the 
unfortunate experience of requisition-
ing the removal of board members 

and having engaged in a proxy fight at 
my condo. Through this experience, 
I’ve learned the hard way about the 
importance of ensuring the integrity 
of condominium governance and can 
confidently say that electronic voting is 
a critical component in doing so. With 
that said, here are a few ways using some 
form of electronic voting ingrains integ-
rity, security, transparency, auditability 
and simplicity into the governance of 
condominiums.

Increased Participation 
Let’s start with simplicity and partici-

pation. When more owners are involved 
in voting, it becomes difficult for smaller 
groups with agendas to control the 
board. Increased participation also 
makes board members and property 
management more accountable, which 
is a good thing and is an essential check 
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is infinitely more secure than tradi-
tional paper proxy processes, typically 
secured to an owner’s email address 
or via a pin or password. A major-
ity of electronic voting platforms will 
also have proprietary security track-
ing, further enhancing the security 
of votes and significantly limiting 
potential tampering. And while the 
Condo Act ensures that owners will 
always have the right to submit prox-
ies in paper format, enabling owners 
who are unable to attend meetings to 

submit proxies electronically prior to 
the meeting significantly reduces the 
number of paper proxies submitted 
when compared to situations when a 
paper proxy is the only means of voting. 
In our experience, paper proxy submis-
sions make up only a small percentage 
of  total proxies submitted when 
electronic voting is made available, 
significantly reducing opportunities for 
tampering, simplifying scrutinization, 
and strengthening the overall integrity 
of the voting process. 

Improved Accountability  
& Transparency

Last but not least, one of the most 
notable advantages of  electronic 
voting in combating potential fraud 
is the transparency and auditability 
that is readily available when needed. 
Throughout the approximate 1,600 
virtual AGMs we hosted in the past 
year, we had a few meetings where, 
in addition to reporting on virtual 
meeting attendance, questions were 
asked that required a detailed analysis 
of advance and in-meeting voting. In 
these situations, obtaining the audit-
able records of who voted and when, 
almost instantly, is a notable time 
saver and becomes crucial to piecing 
together contested or contentious 
elections and making decisions based 
on the results.

Preventing fraud in condominiums 
requires a holistic approach at every 
level of management. Ensuring that 
owners can participate in elections 
simply through secure, electronic meth-
ods, in reality, is only one small part of 
the bigger picture of preventing fraud. 
In my experience, developing processes 
for obtaining quotes, documenting 
approvals, using industry-standard 
RFP and project tendering are all criti-
cal to eliminating opportunities for 
fraud and ensuring the integrity of 
your condominium’s governance. All 
board members and owners should 
also want and encourage their corpo-
ration to embrace strong governance 
policies; policies that protect everyone 
involved, from Property Management 
to the board to owners.

All in all, leveraging solutions and 
practices that enhance transparency, 
auditability, security and accountability 
will keep the corporation on the right 
track to ensuring the integrity of your 
condominium’s governance. n

Ben Zelikovitz is a Co-Founder of 
GetQuorum, an industry-leading provid-
er of virtual meeting, electronic proxy, 
voting, and notice distribution services. 
Since 2016, Ben and the GetQuorum 
team have helped thousands of Condo-
miniums and HOAs across North Amer-
ica achieve quorum, pass bylaws, reduce 
cost and conduct successful AGMs. Get-
Quorum is the proud recipient of the 
2020 ACMO Associate of the Year.
getquorum.com
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How to Use Education to Reduce 
Conflict of Interest Risk

Understanding Conflict  
of Interest

A conflict of interest arises when a 
board member has a material interest 
in an agreement or transaction involv-
ing the condominium corporation. If 
the board member themselves owns the 
company, the company cannot be consid-
ered. When a potential conflict of interest 
exists, board members must tell fellow 
members they hold interest in the trans-
action and cannot vote on matters related 
to it. If the remaining board members 
knowingly determine the recommended 
company should be awarded the work, in 
theory, this would no longer be consid-
ered a conflict of interest. 

How Conflicts of Interest  
are Leveraged

When work is awarded based on inno-
cent associations between board members 
and contractors, board members don’t 
realize this presents a conflict of inter-
est. Property managers can point out the 
conflict to members and recommend the 
tendering process instead. However, when 
the work allows board members to commit 

Property managers play a crucial 
role in assisting and educating board 
members on capital improvement 
best practices. Unfortunately, the 
learning curve is steep, becoming 
even steeper when dealing with board 
members who are either inexperi-
enced or corrupt. When a property 
management company is willing to 
drive accountability, they can success-
fully steer boards away from unethical 
conduct they may either knowingly or 
unknowingly commit.

A lack of education increases the 
dangers of unethical behaviour and 
also negatively impacts reserve fund 
plans. Let’s explore how educating board 
members on ethical behaviour can help 
avoid misuse of funds and reduce the 
risk for conflicts of interest. 

Risk of Inexperienced or 
Corrupt Board Members 

When inexperienced or corrupt 
board members head up capital 
improvement projects, there are two 
possible risks to funding:

1. Inefficient Assignment of Work 

In this scenario, board members 
become too focused on the budget for 
capital improvements. Due to inexpe-
rience, they tend to hire unqualified 
vendors and make uninformed deci-
sions that lead to ongoing investment 
in repairs and replacements. 

2. Self-Serving Assignment of Work
Dangers lie where corrupt boards 

purposefully find ways to extend the 
scope of projects and bypass the tender-
ing process in order to hire preferred 
vendors to receive kickbacks. 

In both scenarios, the board members’ 
actions can:

a) impact the building’s capital and 
condition 

b) lead to removal from the board, 
or even criminal charges and/or 

c) force owners to carry the burden 
for unethical or inexperienced 
decisions via fee increases and 
frequent special assessments. 

However, when property managers 
use their knowledge and experience to 
educate board members, they can help 
reduce the risk for unethical behaviour, 
misuse of funds and conflicts of interest.   

Vadim Koyen 
President  
CPO Management Inc. 
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fraud or receive kickbacks, the conflicts of 
interest become more ominous. A perfect 
example is board members allowing their 
preferred contractor to perform the diag-
nosis, assessment, and repairs. This opens 
a huge opportunity for contractors to 
recommend unnecessary work and/or 
generate kickbacks for the board member.

Again, introducing the tender-
ing process makes it more difficult for 
corrupt board members to receive kick-
backs, hire their contractors to perform 
unnecessary work, and accept overpriced 
invoices, to name but a few unethical acts. 

Many inexperienced board members 
might not understand what a kickback 
entails. Kickbacks differ from fraud by 
virtue of involving a third party in the 
process. Fraud involves board members, 
managers or management companies 
knowingly using corporation funds for 
their own gain. When managers, board 
members or even management compa-
nies receive money, gifts, or free services 
from the contractor in question, these 
benefits are considered kickbacks. In 
return, contractors expect higher prices for 
their work, perform unnecessary work, or 
make recommendations that allow them 
to make the same repairs repeatedly. 

Property managers can educate new 
board members on the nature and legal-
ity of kickbacks to discourage conflicts 
of interest, including:
•  having the contractor perform work 

on their own unit but include the 
charges on the corporation’s invoice

•  creating fake invoices to pay 
themselves

•  listing and paying for work never 
performed 

•  forging cheques
•  using petty cash to make personal 

purchases
The list is long, and many the fraud-

ulent act goes unnoticed. However, 
property managers can introduce secure 
financial management procedures to 
reduce the risk of fraud. 

Recognizing the Signs  
of Corrupt Board Members

Property managers can teach boards 
how to recognize corrupt behaviours, 
including members who: 
•  sit on many boards and imply or claim 

to be managing all of these properties.
•  forcefully or subtly recommend or 

insist on hiring contractors, engineers, 
and other vendors they know

•  always prefer very expensive 
approaches that constantly extend 
the scope of work 

•  criticize other quotes, which come in 
below the quotes provided by their 
preferred vendors

•  criticize the tendering process or 
insist on bypassing the tendering 
process to save time 
These actions allow the board member 

to easily secure work for their preferred 
contractors.  

How Property Managers  
Can Reduce Risk for Conflicts 
of Interest

Introducing boards to best practices for 
capital improvements can reduce the risk 
of conflicts of interest. Once they under-
stand how conflicts occur, they can see 
how they impact the property’s financial 
health. Some best practices would include:
•  ensuring an independent contractor 

or engineer performs all diagnostics 
instead of a regular contractor 
engaged by the board to perform 
repairs, replacements, and upgrades

•  tendering out all capital 
improvement projects 

•  strict adherence to the Condo Act 
when hiring contractors

•  sharing examples of similar projects 
with comparable budget points and 
complexity as reference points during 
the tendering process
Property management companies can 

ensure the proper use of funds by intro-
ducing fair tendering processes. With 
knowledgeable, detailed technical assess-
ments, they can help decide how and where 
to spend reserve funds. By considering 
priorities and the benefits of being more 
proactive, effective management reduces 
the risk for misuse of funds by inexperi-
enced or unethical board members. As a 
result, the property maintains its value, 
and the board and managers avoid risk 
for conflicts of interest. n

Vadim Koyen is the President of 
CPO Management Inc., a full-service 
property management company spe-
cializing in residential and commercial 
condominiums in Toronto and the GTA. 
With over ten years in the industry, 
CPO offers a broad spectrum of services 
from strategic and financial planning to 
accounting, building maintenance and 
capital improvement.
cpomanagement.ca 

58 I CM Magazine FALL 2021



How to Spot and Avoid Fraud
in Your Next Renovation Project

this is because the costs are outrageous 
or because you may not know enough 
about how they are calculated.

 Interior design fees are based on staff 
hours allocated to tasks. With an experi-
enced firm that knows how long things 
take, you will not overpay. Staff hourly 
rates are calculated based on payroll cost, 
overhead and liability costs, and profit. 
When the hours allocated for a task go 
over that estimate, the firm makes less 
profit and possibly incurs a loss.

 General contractor fees are based on 
subcontractor costs, management fees, 
overhead and liability costs, and profit. 
They share the same risks and carry, 
additionally, the risk of subcontractors’ 
increasing fees for extras.

Time is Money
Once full disclosure is secured, and 

the contract is signed, the next step is to 
ensure that the project moves as planned. 
When that happens, nobody thinks of 

The two most common methods of 
renovating an existing condominium 

building are hiring 
one team that does 
both design and 
construction or hiring 
a designer first and 
then tendering the 
contractor afterwards. 
It sounds easy. Yet, 

under this apparent simplicity lies a web 
so intricate and complex that boards can 
rarely cut through all the fine print with 
confidence and ensure a reliable service 
for their owners.

 Every time there is ambiguity in 
what is offered, there are opportunities 
for mishaps. Unlike products, the sale 
of services occurs based on a contrac-
tual promise made before any service is 
provided. Inevitably, the risk of fraud is 
lurking in the fine print.

 Fraud in refurbishment projects is 
easily avoided once you understand why 

it happens and how unlikely companies 
and individuals intentionally commit 
fraud. Most are pushed by need. Fear 
of hidden and escalating costs is a top 
concern for condominium managers, but 
the fear of not making a profit is a top 
concern for designers and contractors. 
Having sufficient knowledge of how these 
businesses turn a profit and the costs of 
delivering a good service can lead to 
open and honest communication, hence 
a mutually solid and beneficial project.

Transparency
The first step is to hire transpar-

ent companies that fully disclose the 
costs associated with a project. As 
a condominium manager, sourcing 
business services that operate their 
practice based on transparency and 
full disclosure establishes trust and 
great long-term relationships. Yes, you 
may be shocked when the detailed fees 
are presented, but ask yourself whether 

Your Condo | Renovation

By Adriana Mot
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E m e r g e n c y  G e n e r a t o r  S e r v i c e s
 

 

Emmanuel@completees.ca

(905) 629-6713 ext 223

(647) 784-6266

www.thecompletegroup.ca
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Brian Silveira
brian.silveira@sunriseroofingltd.ca
www.sunriseroofingcontractors.ca

Sunrise Roofing
Contractors Inc
891 Kipling Ave

Toronto, ON
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c: 416-989-6069
b: 416-255-1477
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FINANCIAL STATEMENTS REVIEW & AUDIT

 1901-5000 Yonge Street, Toronto ON, M2N 7E9

 Tel: (416) 628-9423
 Fax: (416) 352-5713
 Email: services@tax-depot.ca
 website: 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
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Cell: (416) 560-7700
Email: rocco@davroc.com
www.davroc.com

breaking the rules. Think of construction 
as a timed, yet elegant, soccer game. Every 
person needs to pass the ball and not stall 
the momentum. Construction stalling 
generates un-proportionate costs because 
trades schedule their time back to back. 
If one job is delayed, it overlaps with the 
following one. If this happens, the first 
job fits in the “in-between” time, and the 
second gets prime time. The good news 
is that timing can be controlled from the 
get-go, and communication, especially 
the decision-making process, is crucial 
in keeping things on track.

Beware of “Free” Services  
or Products

Every service or physical product 
has a cost in business, and the real-
ity is that nothing is free – all charges 
are built into fees. The second you are 

offered something for free or for below 
cost, you have to ask yourself if you’re 
happy with not knowing the actual 
price. For instance, some design-build 
companies offer either free design 
services or design included in the over-
all fees. This has both advantages and 
disadvantages as a contract method, 
but I would always suggest assuming 
that you’re not getting anything for 
free and opt for transparency.

Clients are Ultimately 
Responsible for the Final 
Design

 The time it takes to get client decisions 
and move forward is the most feared fee 
variable for a professional because they 
have little or no control over it yet are 
commonly asked to price it. To err on the 
side of caution, substantial allowances are 

allocated to review and re-discuss mate-
rials, logistics, costs, options over and 
over again. For example, if a two-hour 
meeting allocated for decisions needs to 
be repeated three times, the allowance is 
300% of its cost.

 Interior design is a team product. 
As much as a designer’s or contrac-
tor’s role is to suggest practical and 
aesthetically suitable solutions, the 
decision-makers, the Board, Owners, 
or Design committee have the power 
to veto it or even redirect it entirely. 
They are, essentially, the ones that 
determine the design outcome.

 It is crucial to hire a team able to 
clearly and logically communicate solu-
tions and coach the owners on how to 
make informed decisions that they are 
permanently comfortable with. This 
will ensure that the process is on track 
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and eliminates the corporation’s need to 
cover unexpected costs somewhere else.

Checkpoints and Project 
Management Tools
 Scams often happen in small, unde-
tectable increments. A well-known 
concept is salami slicing or penny 
shaving, a fraudulent practice of incre-
mentally rounding up small costs that 
add up to a bigger scam. Setting up 
checkpoints and detection tools allows 
you to avoid this. Here are some of the 
most useful:

 • A detailed and comprehensive 
scope of work must have a contractually 
matching detailed and comprehensive 
process and fees outlined

• Client approvals should have a writ-
ten sign-off process that protects both 
the interest of the building owners and 

that of the contractors and consultants
• A quality control plan is a must be in 

place, and the level of acceptable imper-
fections should be established upfront

• Even at an apparent extra cost, allow 
for sufficient mockups, testings, and 
sampling that give you the opportunity 
to adjust everything before construction

• Outline how money is deployed in 
parallel progression with the service 
being received. Other than initial depos-
its or retainers, work should not progress 
too far ahead of the money, or vice-versa

• And lastly, ensure that the decision-
makers are democratically appointed and 
accept the fact that those who are not direct 
decision-makers may have a different opin-
ion and not agree with the decisions that 
their representatives will make

The process of design and construction 
has many parts moved by many people. 

From aesthetic choices debated by many 
to deliveries that always get delayed, the 
broken telephone type of communication 
poses a perpetual threat to a success-
ful project. To avoid that, managers and 
boards should get themselves familiar with 
the best design and construction prac-
tices and deliberately set up processes to 
prevent fraud, one step at a time. n

Adriana Mot is a multiple award-
winning designer and founder of Dochia 
Interior Design, Toronto, specializing 
in multi-unit condominium develop-
ments, refurbishing common areas of 
existing buildings, as well as hospitality 
projects and single-family homes. She 
has served on the board at ARIDO and 
recently launched a YouTube design & 
lifestyle channel.
dochia.com
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Proper Building Maintenance Can 
Avoid Catastrophic Failure

with some opting for site-based 
updates every three years.

While your reserve fund planner 
might not be a licenced architect or 
engineer, as they are not required to be 
under the Act, those professionals are 
in a good position to see the entirety 
of the building and understand how 
it’s ageing between review cycles. 
However, because the Reserve Fund 
Study is only a visual review of the 
building, managers and boards must 
pay particular attention to recommen-
dations made for follow-up studies 
(e.g. garage surveys, building envelope 
reviews, etc.), which may be necessary 
to obtain critical information about 
early warning signs. Qualified archi-
tectural or engineering professionals 
should carry out these more in-depth 
investigations.

Even in the absence of specific 
recommendations in the Reserve Fund 
Study report, condominiums would 

In the wake of the collapse of the 
Champlain Towers South building 

in Miami, Florida, 
many condominium 
managers and boards 
f i n d  t h e m s e l v e s 
asking what they can 
do to make sure their 
buildings are properly 
maintained. While 
the tragedy in Florida 

is likely the result of many contrib-
uting factors, there has been much 
media focus on deferred building 
maintenance. Significant restoration 
work had been recommended by the 
building’s engineer back in 2018, and 
the work had only just started shortly 
before the building collapsed.

While catastrophic building fail-
ures are often attributed to multiple 
causes, history has shown that fail-
ure to carry out a timely review and 
properly maintain ageing buildings is 

a common contributing factor. What 
can condominium managers and their 
boards do to ensure their buildings are 
adequately reviewed, and any early 
warning signs are caught and appro-
priately addressed?

Reserve Fund Studies
The starting point for all condomin-

ium corporations in the province of 
Ontario is the Reserve Fund Study. The 
Condominium Act, 1998, requires that 
all condominiums conduct a compre-
hensive Reserve Fund Study within a 
year of registration. The regulations to 
the Act further require the study to be 
updated every three years, alternating 
between site-based and non-site-based 
updates. That means your reserve 
fund preparer will be on-site review-
ing the building at least once every 
six years, though some managers and 
their boards opt to conduct site-based 
updates with an increased frequency, 

Your Condo | Maintenance
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be well served to have a routine sched-
ule for the professional review of any 
critical building systems (e.g. under-
ground parking garage structures, 
balconies, roofs, windows, metal or 
precast cladding panels, waterproof-
ing, caulking and sealants, etc.). These 
studies’ frequency and level of detail 
will vary from building to building, 
so work with your architectural or 
engineering professional to develop a 
strategy that makes sense. Managers 
and their boards would be well advised 
to consider an in-depth assessment of 
the building by qualified professionals 
at least once every ten years to ensure 
the information set out in the Reserve 
Fund Study is as accurate as possible 
and to avoid unnecessary surprises.

Ensure to pay attention to the major 
repairs set out in the Reserve Fund 
Study’s component inventory and 
financial analysis. Managers and board 
members should ask questions if it 
looks like anything might be missing 
and make sure that they have a good 
grasp of the anticipated projects over 
the next 3 to 5 years and what it will take 
to pay for those projects. It is always a 
good idea to schedule a meeting with 
your reserve fund planner to make sure 
you correctly understand their findings 
and recommendations.

Listen to the Professionals
Once you have received a copy of 

the Reserve Fund Study report or the 
more detailed investigation or survey 
from your architectural or engineer-
ing professional, make sure you listen 
to and act on their advice. Reports will 
often contain a section labelled “find-
ings” or “recommendations,” setting out 
a recommended course of action for 
managers and their boards to address 
any concerns. Following the advice of 
your professionals is the best way for 
managers to ensure buildings receive 
proper maintenance and for boards to 
ensure that they are exercising an appro-
priate standard of care as representatives 
of all condominium owners.

Have a Contingency Plan
However, even the best-made plans 

sometimes don’t work out. Managers 
can be diligent about inspections and 
repairs, board members can follow 
professional advice in good faith, and 
things may still go wrong. That’s why 

it’s essential to also have a contin-
gency plan in place – and this doesn’t 
mean over contributing to the reserve 
fund. Managers should make sure 
their boards are aware of what steps 
need to be followed when an unantici-
pated repair is required, or a building 
component fails sooner than expected. 
This may involve bringing in the 
reserve fund planner to “re-crunch” 
their numbers and looking to a profes-
sional architect or engineer to provide 
a more accurate cost estimate of what 
it will take to fix the problem or 
whether any emergency intervention 
is required. 

Armed with this information, boards 
and managers can inform owners and 
residents of the plan of action and 
whether any “emergency” financial 
measures are necessary, like special 
assessments or loans to pay for the 
required repairs. Knowing how to 
communicate this information effec-
tively can avoid pushback or result 
in the problem progressing while the 
decision-making process is drawn out.  
It will also help facilitate measures 
required to secure funding for the 
repair, such as passing a borrowing 
by-law.

Most building failures do not take 
the form of sudden and catastrophic 
failure but are instead the result of 
many years or decades of poor plan-
ning and neglect as repair costs spiral 
out of control. While not as devastat-
ing as a building collapse, the financial 
impact of deferred maintenance or 
quality of life resulting from secondary 
damages like water damage and mould 
growth can still create severe repercus-
sions for owners and residents. We’re 
fortunate in Canada to have a robust 
building code with many factors of 
safety built-in; however, even the 
best-designed buildings will fail if not 
properly cared for. n

Mitchell Gerskup, P.Eng., HBA, is a 
Canadian engineer specializing in build-
ing science and restoration engineering 
with a background in structural and 
building systems engineering. He has 
spent the last 17 years applying building 
science principles to the investigation 
and repair of existing structures, em-
phasizing resolving problems affecting 
the building envelope.
bestconsultants.ca
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RCM Profile

Other education: 
Bachelors of Commerce
Mentor(s) in the industry:  
Khalid Ahmed

What path brought you to a career 
as a condominium manager? 

The recession hit in 2009 when I 
was working in the automotive indus-
try and left me with nothing but to 
choose a different career. At that time, 
my wife’s uncle (RIP) advised me to 
take property management courses at 
Humber College. I took the first course, 
condo law and passed with ease. It was 
then when I decided it is something I 
can do and will enjoy doing.

How has your membership in 
ACMO helped you in your career?

ACMO Membership provides info 
seminars and sessions from time to 
time that keeps you abreast in the 
industry. It also offers the opportunity 
to engage with others to increase your 
network of professionals.

What is one must-have skill for a 
condominium manager? Why?

The ability to listen. If you cannot 
listen attentively and take the heat 
from a frustrated homeowner, you 
need to work on your listening skills. 
Because most of the time, the entire 
situation is defused just by lending 
both ears to them.

Tell us about a personal success 
story on the job.

During this pandemic, one owner 
who was a front-line worker had to 
park in visitors parking because his 

says, “Thank you so much for your 
prompt reply and resolving my issue,” 
it makes my day!

Best business advice you ever 
received.

Don’t take it personally.  It’s all about 
business, and most people just want to 
vent it out.

Answer this statement – I am an 
RCM because…

I want to be up to date with all the 
changes and new info related to property 
management.

Where do you see yourself in five 
years?

I would like to become a Regional 
Director.

What recent project that you 
completed can we highlight?

One condo I took over was not able 
to have an AGM for the past three 
years.  I worked with the board and 
shared a plan with them on how to 
tackle this challenge. Without any 
hiccups, we had our AGM, and the 
quorum was achieved a week prior. 
Board members were amazed and 
praised the skill level I brought to 
conduct a successful AGM. n

family members contracted COVID, 
and their car was parked on the 
driveway and couldn’t be moved. I 
was able to help them avoid getting 
tickets while parking in the visitors 
by coordinating with the parking 
enforcement company. The home-
owner appreciated the help and the 

promptness of the response from me, 
and I really felt that I made someone’s 
life easier with a simple act of kind-
ness and professionalism.

What’s your biggest challenge as 
a manager? 

When I have to tell people that we are 
increasing their maintenance fees when 
we have no other choice to do so, I take 
every effort to explain this in the budget 
package by outlining the contributing 
factors. And yet, I get angry phone 
calls and emails asking, “why did you 
increase my maintenance fees.”

What’s your favourite part of the 
job?

When you are working at a condo 
that is in bad shape, but you have devel-
oped a roadmap to bring it out peril, 
and board members are on board.  Also, 
when a homeowner turns around and 

Mohammad Sheeraz Pathan
Designation(s): RCM, OLCM
Company: Dove Square Property Management
Year entered the profession: 2012
Year RCM obtained:  2016

When a homeowner turns around and says, 
“Thank you so much for your prompt reply and 
resolving my issue,” it makes my day! {
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One bad apple can spoil the batch for the rest of the Prop-
erty Managers in the industry. Board members who have 

experienced or read about an unfortunate 
situation during the procurement process 
in another building may distrust their 
manager and make accusations of price-
fixing or receiving a kickback. Don’t take 
it personally. 

My suggestion is to work with your board 
to determine the purchasing threshold they 

are comfortable with obtaining bids via email or fax. For a 
small building, it might be a value of $2,000, and for a larger 
building, it might be up to $10,000. Once the threshold is 
determined, put a policy in place to obtain sealed bids for 
purchases over this amount.

A bid received via fax or email gives someone the poten-
tial to edit the proposal without the approval of the vendor 
or share the pricing with another vendor, so they are the 
successful bidder. A sealed bid means that the proposal is 
delivered and opened in the presence of a witness. Typically, 
once opened, the witness initials the pages with the pric-
ing. There usually is a single date for submission, and all 
contractors are given the same information. The manager 
would then put them on a spreadsheet to make a compari-
son. If there is a significant variance in pricing, they may 
speak to the vendor to understand if the project’s scope was 
misunderstood. Should an opportunity be given to modify 
the pricing, it must be given to all bidders and resubmitted 
in a sealed envelope. 

Prepare a bidder’s package to ensure all contractors 
provide a price for the same project.  Invite the vendors to 
tender, give them an overview of the site and what you are 
looking for, and where possible, include pictures of what 
you have in mind. I would highly recommend that you 
hold a tender meeting with all the bidders coming at the 
same time (obviously being COVID compliant) - this saves 
you time and avoids multiple interruptions in your day. 

Viewpoint

The Sealed Bidding Process

In most cases, vendors may provide you with suggestions 
and alternatives during a site walk-through, and all can 
contribute and bid accordingly. Depending on the scope 
of the recommendations, you may want to revise the pack-
age. Provide a tender closing date with time and method of 
submission, i.e. sealed, faxed or emailed, and ensure each 
vendor completes your tender package, submitting the 
quotes based on the same scope of work. If it is a mainte-
nance/service contract they are bidding for, have them give 
you short and long-term costs (1, 3 or 5 years), as this may 
provide better pricing. In addition, long-term contracts 
mean that you do not need to tender the work annually, and 
you can stagger the years to avoid an excessive workload. 
Provide them with a copy of the actual contract they will 
sign so there are no hidden clauses.

Send your bid package out to 10-15 companies, and you 
will likely receive at least three proposals back. Also, plan 
to give them 2-3 weeks to review the work, allowing them 
time to attend the bidders’ meeting, revisit if necessary, 
and put their proposal together by the deadline. If you are 
going to provide an extension, you need to give the same 
notice to all bidders.

Transparency helps build trust. A board member should be 
the witness when the tenders are opened. Provide all board 
members with a summary to make their decision and give 
them the option to receive copies of the bids.

Lastly, don’t forget to thank the unsuccessful bidders for 
their time in the process; this is the number one complaint 
of contractors in our industry. n

Laura Lee, RCM, is a Senior Manager with over 30 years 
of experience. She is an active ACMO board member, a past 
president and a recipient of the ACMO Manager of the Year 
Award in 2005.  Laura has authored the Administration and 
Human Relations manual for the ACMO and has taught 
all four RCM courses both in-house and in the colleges. 
delcondo.com

Laura Lee 
RCM
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IMAGINE YOUR SNOW MAINTENANCE COMPANY

EXCEEDING EXPECTATIONSIMAGINE YOUR SNOW MAINTENANCE COMPANY

EXCEEDING EXPECTATIONS

AWARD-WINNING, ZERO-TOLERANCE
SEASONAL SNOW AND ICE REMOVAL
VISIT MONSTERPLOW.CA OR CALL 647-967-PLOW

 ► COMPREHENSIVE SNOW & ICE COVERAGE
 ► GUARANTEED MORNING ARRIVAL TIMES
 ► FLAT-RATE, UNLIMITED, AUTOMATIC SERVICE
 ► ALL-INCLUSIVE ECO-FRIENDLY DEICING
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