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Seniors can be more prevalent in our 
condo communities and although 
managers cannot take on their care,  
they can be supportive, compassionate 
and prepared to seek help on their 
behalf. Learn what you can do to help  
on page 14.

30

19

https://twitter.com/ACMO_org
https://www.linkedin.com/company/acmo/?trk=top_nav_home
https://www.instagram.com/acmo_org/
https://www.facebook.com/ACMO.org1977/
http://www.maracleinc.com


15-20%
or more 

SAVE

on your
Water Bill - Guaranteed -

Canadian Water Savings Introduces:
Smart Valve™ Technology – A precision 

engineered and patented water saving device

No Risk & No Cost*

Landlords:  
Increase your valuation 
by lowering your OPEX

Call or Email us today to see if you qualify 

1.855.237.2669
Save@canadianwatersavings.com

www.canadianwatersavings.com
*Installation charge may be applied based on our site assessment

http://www.canadianwatersavings.com
mailto:Save%40canadianwatersavings.com?subject=


Ontario’s largest circulation property management magazine: 7,000+ quarterly

CM Condominium Manager magazine is the flagship quarterly publication of the Association of 
Condominium Managers of Ontario (ACMO) and for more than 30 years has served as the leading 
source of in-depth coverage of industry news, issues, information, education and best practices 
for condominium management professionals and service providers. 

Views and opinions expressed do not necessarily reflect the policies of the Association and are 
strictly those of the writers. Publication of advertisements, contributed articles, and letters do not 
imply endorsement of the opinions expressed therein, and ACMO, CM Condominium Manager, its 
publishers, and staff do not accept any responsibility for them. Information and opinions printed in 
CM Condominium Manager are brief summaries of complex topics provided by the publisher and 
authors without any liability whatsoever. Readers should obtain expert advice in specific situations.

All material submitted and published remains the property of the publishers and/or the  
Association of Condominium Managers of Ontario. No reproduction of this publication in 
whole or in part is permitted without the written authorization of the publishers. 

CM Condominium Manager is a controlled circulation professional trade publication distributed 
free of charge to members of ACMO.

Core Values
ACMO is committed to the recognition, promotion and support of Professional 
Condominium Managers across Ontario, through education, member services, 
public awareness and a strict adherence to the highest ethical standards.

Editorial / Advertising Deadlines

Publisher
PAUL B. MACDONALD

Editor
TRACEY DOHERTY

Production/Layout
MARACLE INC.

Advertising
905-826-6890

Prepress/Printing
MARACLE INC. CM Condominium Manager is published by

Association of Condominium Managers  
of Ontario

Contents

Advertising rates are available at:
www.acmo.org

Other communications should be sent to:

The Editor
CM Condominium Manager
c/o ACMO
2121 Argentia Rd., Suite 101
Mississauga, Ontario L5N 2X4
Tel: 905-826-6890/1-800-265-3263 
Fax: 905-607-6172
Email: editor@acmo.org
Web: www.acmo.org
All reproduction rights reserved 2022.

51

47

Fall 2022
THE LEGAL ISSUE
EDITORIAL DUE: JULY 22, 2022
ADS DUE: AUGUST 5, 2022
Canada Post Publication Agreement Number 40011809

63

47 Managers Managing  
Stress in 2022
BY NOAH JOHNSTON, RCM

51 Shining Sunlight on Mental  
Health: When and How to Help
BY KIRSTEN DALE, RCM

Your Condo 

63 What You Need to Know:  
Tendering an HVAC Contract
BY KELLY HALKETT

News & Views 

10 Your ACMO 2022/2023  
Board of Directors

56 Elevator Codes are Changing: 
Is Your Property Ready?
BY MATTHEW SAYEWICH, EDM-A

58 Viewpoint
BY ERIC PLANT, RCM

66 Spotlight
BY MICHAEL D. GOLDRICH, RCM

15-20%
or more 

SAVE

on your
Water Bill - Guaranteed -

Canadian Water Savings Introduces:
Smart Valve™ Technology – A precision 

engineered and patented water saving device

No Risk & No Cost*

Landlords:  
Increase your valuation 
by lowering your OPEX

Call or Email us today to see if you qualify 

1.855.237.2669
Save@canadianwatersavings.com

www.canadianwatersavings.com
*Installation charge may be applied based on our site assessment

https://www.maracleinc.com/
https://www.maracleinc.com/
http://www.acmo.org
http://www.acmo.org/publications/advertising-opportunities
mailto:editor%40acmo.org?subject=
http://www.acmo.org


416 250 7696     www.larrefurb.com

I N N O V A T I V E  C O N C E P T S    C R E A T I V E  D E S I G N    F L A W L E S S  E X E C U T I O N

http://www.larrefurb.com


Message
from the Executive Director

As of this writing, almost all pandemic restrictions have 
been lifted in Ontario, and it is more or less business as usual. 

Large events like hockey, baseball, concerts, 
and conferences are back, and at ACMO, we are 
excited to be returning to in-person events start-
ing next month. It’s hard to believe that it has 
been more than two years since we’ve seen each 
other in person! Will we all look the same? 

Members around pre-pandemic understand the value of 
our in-person events. They are our best networking opportu-
nity, learning, sharing and supporting fellow members – really 
the ‘secret sauce’ of any association. Notwithstanding this, the 
pandemic also taught us that virtual events are a valuable addi-
tion to our event lineup so members can conveniently participate 
regardless of where they live in Ontario. Going forward, we will 
offer a blend of virtual and in-person events.

Our first in-person event will be our ACMO Luncheon on June 
24th at the Pearson Convention Centre in Brampton, following our 
usual format of an educational session followed by networking with 
exhibitors, lunch and new member recognition. We’ve planned a 
lively panel discussion on “Avoiding Reserve Fund Disasters.”  

Next up, we expect a sell-out as members tee it up at Deer 
Creek GC in Ajax for our very popular annual GTA golf tourna-
ment on August 10th. It will be nice to socialize, relax and replace 
Ontario one divot at a time!

We’re Back!

Paul B. MacDonald
Executive Director

This fall will see the return of the industry-leading 
Condo Conference, conducted jointly by ACMO and CCI 
Toronto, held on September 30th and October 1st at the 
Beanfield and Enercare Centres at Exhibition Place in 
Toronto. After a two-year hiatus, we anticipate that pent-
up demand will drive very strong attendance, sponsorship 
support and interest by exhibitors. The Condo Conference 
committee is working hard to put together a dynamic 
educational program, and this promises to be one of our 
best conferences to date. 

Our last, but certainly not least, in-person event of the year 
will be our Annual ACMO Awards Luncheon on November 
25th at the Pearson Convention Centre, where we recognize 
the best of our industry. 

The other ‘in-person event’ I look forward to is re-open-
ing ACMO’s newly renovated and refurnished offices at 
2121 Argentia Road in Mississauga. We will trial a hybrid 
working model with staff coming into the office for 
two days and working from home for three days. After 
more than two years of working from home and virtual 
meetings, collaboration, creativity, and morale will be 
improved while giving staff more flexibility and work/
life balance. 

So, we’re back, and I’m looking forward to seeing all of 
you very soon! n

416 250 7696     www.larrefurb.com
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7



http://www.condoconference.ca
mailto:info%40condoconference.ca?subject=


Message
from the President

2022/2023 ACMO Board of Directors

PRESIDENT
Katherine Gow, RCM  
VICE PRESIDENT
Eric Plant, RCM 
TREASURER
Sean Wilde, RCM
SECRETARY
Catherine Murdock, RCM 
EXECUTIVE MEMBER  AT LARGE 
Juliet Atha, RCM 
DIRECTORS
Courtney Cartmill, RCM 
Mark Daye, RCM
Ashlee Henry, RCM 
Melissa Kirkaldie, RCM 
Laura Lee, RCM 
Craig McMillan, RCM 
Daniel Perez-Arteaga, RCM
Van Smith, RCM

COMMITTEE CHAIRS: 

EXECUTIVE COMMITTEE
Katherine Gow, RCM

NOMINATIONS COMMITTEE
Dean McCabe, RCM

MEMBERSHIP & PROGRAMS  
COMMITTEE
Ashley Chiaramida

CONDOMINIUM MANAGEMENT 
EDUCATION COMMITTEE
Garry Smolyansky 

GOVERNMENT RELATIONS  
COMMITTEE
Paul Macdonald

MEMBERSHIP STANDARDS  
COMMITTEE
Catherine Murdock, RCM

DISCIPLINE COMMITTEE
Paul MacDonald

APPEALS COMMITTEE
Paul MacDonald

AWARDS SELECTION COMMITTEE
TBD

CONDO CONFERENCE COMMITTEE
Katherine Gow, RCM

EXECUTIVE DIRECTOR
Paul MacDonald

“I don’t know how you do it.”  It’s 
the phrase I hear most, especially from 

our partners in condo-
minium management, 
most often after a 
meeting with a partic-
ularly fussy board. 
My day starts early 

and ends late. In between, there are 
emergencies, frustrated owners, teary 
managers, over-burdened contractors, 
supply shortages, illnesses – the list 
seems innumerable.

Condominium managers most often 
face these challenges with a smile. The 
adrenaline junkie in us seems to thrive 
on adversity. When you get a group of 
us together, there appears to be a never-
ending game of besting each other for 
the most outrageous tale (each of them 
true – you simply couldn’t make this 
stuff up!). But it all takes a toll.

Our mental health and that of our 
families can often bear the brunt. Board 
meetings and emergency calls often 
usurp family time, becoming infinitely 
more challenging through the pandemic. 

Message
from the President

Why Do We Do This?
Tempers flared hotter and faster. Minor 
calamities became monstrosities as 
homeowners had nothing to do but be 
bothered by their neighbours or stare at 
the repair that couldn’t be scheduled. 
All while we cared for our own fami-
lies, feared for our health and pitched in 
extra to cover those on the front lines 
who were sidelined by illness or quaran-
tine. Let’s be honest, everyone’s mental 
health was challenged. 

Despite our busy schedules, priori-
tizing our mental health and seeking 
out circumstances in which we can 
thrive is paramount to our happi-
ness and success. It is no secret that 
a good property manager is worth 
their weight in gold, so now is the 
best time to discuss what your board 
or employer will do to make your 
employment more attractive to you. 
As partners in managing their commu-
nities, your boards should consider a 
sustainable and healthy workplace 
environment for their staff. One where 
everyone pulls together for the greater 
good, and we can have respectful 

conversations about values and deci-
sions that matter. Management can set 
the tone for the overall mental health 
of the whole condo community.

This is no career for the faint of heart. 
The boardroom becomes a battleground 
rather than a synergistic environment 
for positive change when it gets caught 
up in petty disputes, mindless blame 
games, and power trips. But the satis-
faction of moving a community towards 
their vision is a joy for the passionate 
condominium manager.

Put simply; we love it for the 
purpose it gives us, for our impact in 
truly making one’s home better. Don’t 
be afraid to ask for what you need. 
Have frank conversations with boards 
and management firms to optimize 
your working environment for your 
mental health – it is in everyone’s best 
interest. n

 
Katherine Gow, RCM
ACMO President  
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Snapshot

For information on advertising and sponsorship oppor-
tunities with ACMO, please visit the advertising page on 
www.acmo.org or email ads@acmo.org.

Congratulations 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!

Shiva Behmanesh, RCM
Feng-Yuan Chuang, RCM
Christina Cirillo, RCM
Nicholas Conroy, RCM
Lazar Cvetkovski, RCM
Arber Kila, RCM
Arpad Kovacs, RCM
Sheila Krivsky, RCM
Tom Lila, RCM

Melissa Eleanor MacDonald, 
RCM
Stephanie Pollard, RCM
Lamali Rajab, RCM
John Recker, RCM
Shanta Ram Sapkota, RCM
Yvonne Sim, RCM
Danielle Thomson, RCM
Artan Tushe, RCM

ACMO Health and Wellness Resource 
We at ACMO recognize that you may be faced with situ-

ations in your personal life or within the communities 
you manage that may require additional help.  As such, we 
recently launched a Health & Wellbeing page on the ACMO 
website with links to free resources you may find helpful.

Visit www.acmo.org under the resources tab.

Advertising & Sponsorship Opportunities 
with ACMO

There are many ways to promote and advertise your busi-
ness and services through ACMO events and publications 
to get noticed by condominium managers, management 
firms, condo boards and suppliers, throughout Ontario. 
Advertise in ACMO’s CM Magazine, ACMO Envelope 
Weekly Newsletter, with a digital ad on acmo.org, or spon-
sor and/or exhibit at an educational event like a Virtual 
Luncheon or Webinar.  
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A quick glance at what’s happening with ACMO  
and the condominium industry. 
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Welcome New ACMO 
Members

ACMO extends a warm welcome 
to our newest members who have 
chosen to elevate their business with 
membership in the Association. We 
look forward to a mutually prosperous 
relationship.

Individual Members
Michael  Bunston
Julie Crow
Angelo Di Marca
Bahaa Faour
Marcello Galeota
Blair Henderson
Patricia Herman
Nicole Heuvel
Sincere Liu
Jamie Mcarthur
Dwayne McCalman
Marjan Mortazavian
Doris Qoshja
Alfaz Rahemtulla

Colin Romain
Omar Saunders
Flaers Serjanaj
Anita Tadic
Mary Terpsiadou
Emily Wrigglesworth

Corporate Members
North Property Management

Associate Members
Canada Risk Solutions Inc.
Care Lending Group
Cohen & Master Tree and Shrub 
Services Ltd
Enercare Commercial Services
Evolve Home Services
First Onsite
Get it Done Enterprises Ltd.
New Creations Toronto West Etobicoke
Pest Control Plus
Reliance Comfort
Resolution Fitness Services Inc.
Stonewall Security Services Inc.

SUBSCRIBE FOR FREE
(in Ontario only)
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Laurie Adams, RCM 
Regional Manager 
Crossbridge Condominium 
Services Ltd.
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behaviour. Family may not be pres-
ent to see the changes or be willing to 
acknowledge the most challenging yet 
most common mental health ailments in 
seniors. Whether they are long-standing 
residents aging along with the building 
and community, newly moved in to 
downsize and enjoy the carefree living 
of condo life, or have been placed by 
family in a condo as an alternative to a 
retirement care facility, the challenges as 
a manager are the same regardless.

Support & Empathy
Condominium managers cannot 

take on the care of seniors in a capac-
ity for physical or mental health. We 
all appreciate the challenges of not 

Oh dear, it’s that crazy old lady again! 
We have all been there; comments such as 
this come from our residents and building 
staff, but these are comments we must not 
make. Our objective is to treat everyone 
fair and reasonably, albeit the challenges 
we face when attempting to assist a senior 
with a mental health concern need a softer 
guided approach. Labelling or using nega-
tive connotations does not de-escalate the 
issue or concerns. This is not the right 
approach, and training yourself and 
building staff to refrain from ignoring or 
dismissing concerns or complaints regard-
ing your residents is never in anyone’s best 
interest. As condominium managers, our 
objective is to better the lives of our resi-
dents, but when it comes to mental health, 

we are not typically trained or equipped 
with the tools required.

Condominium living can be a haven 
for seniors needing to down-size but are 
still active in their community, travelling 
or just enjoying all life offers. Although 
the owners and residents of condomini-
ums vary, it is critical to identify all the 
needs of your community as a condo-
minium manager. Condominiums are 
a community governing and looking 
after themselves, like a village. Seniors 
can certainly be more present in our 
community, in our management office, 
at the security desk or just chatting with 
the superintendent in the lobby.

As seniors age, they are not always 
aware of changes in their needs or 

Mental Health in Condominiums

Seniors’ Needs
and Mental Health in Condos
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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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being able to reason or communicate 
in a manner that can be understood 
by those that suffer from failing 
mental health. We need to be patient, 
understanding and prepared to seek 
help on their behalf. It is essential to 
recognize that reasoned or rational 
conversation may not be possible. 
Sometimes it is best to acknowledge 
the concerns, direct the resident back 
to their unit and then follow up with 
any emergency contact you may have 
on file. Avoid causing more distress 
for seniors suffering from confusion 
or mental illness. Be supportive and 
compassionate, but not confronta-
tional or argumentative. Courteously 
and calmly move the senior to a quiet 
environment to speak respectfully. 
Reassuring the resident that you care 
and are writing down their concerns 
can assist.

Being supportive and empathetic 
to their concerns can de-escalate the 
situation or circumstances at the time. 
As managers, our primary objective 
is to ensure the safety of other resi-
dents and the property and to reduce 
risk and liability. For seniors, the most 
common mental illness is dementia. 
This illness comes in many forms, but 
several diseases can cause dementia-
like systems. Once again,  it is not our 
role to diagnose but to seek the assis-
tance the senior resident may need to 
avoid or reduce risk and liability for 
all concerned. Liability could involve 
leaving water running, the oven on, a 
pot on the stove unattended, etc. As 
managers, we need to be concerned 
with the potential for fire or floods 
caused by a senior’s mental illness. 
Neighbours may be worried about 
banging, yelling or hostile sounds 
depending on the individual and 
condition the senior may be suffer-
ing. This can be disturbing and very 
concerning to other residents.

How You Can Help
Assisting your seniors to feel part of 

the community and determining the 
needs of the seniors in your building 
can consist of; 

a. Providing an opportunity 
to create a community of 
support for the residents 
amongst themselves within 
the condominium can assist 
in identifying mental health 

concerns as they arise.
b. Involve the community/

neighbours/directors in support 
groups. Seniors generally enjoy 
communicating and social 
activities, which can form part 
of their well-being. Attempt 
to get the seniors to meet and 
know their neighbours and  
vice versa.

c. Get to know your residents 
and identify those who may 
be a concern or require special 
attention. 

d. Get to know those who provide 
the support to your seniors in 
the event you need to contact 
them. Ensure you have contact 
information for family/friends/
neighbours for support.

e. Communicate with your 
building staff to ensure all 
are aware, with the utmost 
confidentiality.

f. Put in procedures for daily 
check-ins by security if staffing 
permits. For example, suppose  
a security guard doesn’t hear 
from or see certain residents by 
noon. In that case, they call and 
follow up as needed to ensure 
their safety and potentially the 
safety of others.

In addition to the above, and 
as always, document, document, 
document! Just like all our actions, 
documentation assists in communi-
cating incidents and support action 
taken regarding any follow-up with 
emergency contact individuals. This 
documentation should include any 
incident reports from security, written 
reports or complaints from residents 
and sometimes contractors in addi-
tion to your notes. Follow-up should 
involve the condominium manager. In 
extreme cases, when a senior’s mental 
health has become a concern for the 
resident’s safety, neighbours or prop-
erty, it may be necessary to involve 
social services or even the police. 
These cases usually evolve over time 
or when the family is unavailable 
to the senior resident with a mental 
illness. This is when documentation 
is especially critical.

Contact family members for assis-
tance and support on behalf of the 
resident and explain the condomin-
ium corporation’s responsibilities 

to those family members. Share the 
events, incidents and concerns with 
those emergency contacts. Unfortu-
nately, if the family is not cooperative 
or has expectations of a retirement 
home type of  service, it may be 
necessary to seek the assistance of the 
corporation’s solicitor; however, this 
is rare. Again, documentation is key, 
including any video evidence that may 
be available.

Maintain Professionalism
Yes, we do wear many hats as 

profess ionals  in  condominium 
management, but we are not health 
care providers or practitioners. As the 
corporation’s manager, we have no 
authority over individual residents, 
only the ability to seek out assistance 
when and where needed.

Be we don’t just manage brick and 
mortar – our true value is in the heart 
and soul of the service we provide 
because we wish to make a difference, 
help people, and maybe make some-
one’s life a little better. Have patience, 
be kind and have the resources available 
to rely on in an emergency. No different 
than having the plumber on speed dial! 
Find your local municipality support 
services and health resources; keep 
these and the family contact informa-
tion at your fingertips.

Remember, it is not always possi-
ble to reason with those who have a 
mental illness, whether they are a 
senior or not. Still, it is possible to 
show compassion, understanding and 
patience. You are not the “bad guy” for 
assisting seniors in finding the mental 
health services they need – you could 
be the hero. n

Laurie Adams, RCM, OLCM, is 
a Regional Manager at Crossbridge 
Condominium Services Ltd. Laurie 
has been in the condominium indus-
try for better than 25 years and has 
held her RCM since 1998. She held 
a position on the Board of Directors 
of the Association of Condominium 
Managers of Ontario (ACMO) from 
2013 to 2016. She enjoys sharing her 
knowledge, expertise, and experienc-
es to better the condominium indus-
try to ensure the service of excellence 
expected continues to be of the high-
est priority.   
crossbridgecondominiums.com
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The COVID pandemic has caused 
an unnatural state of being for most 
people.  Humans are naturally social 
creatures and two years of social 
distancing and isolation have taken 
its toll on the mental health of many 
folks. Mental illness has significantly 
increased over the last two years and 
affected not only individuals, the health 
care system but many condominium 
communities as well.

Property Management can be a chal-
lenging job at the best of times, but with 
the pandemic and the associated increased 
stress of the past two years, the job often 
has been difficult for many managers.

With an increasing number of young 
people and older retired people living 
in condominiums, there are two very 
different mental health issues staff and 
managers may find some of their resi-
dents trying to maneuver.

At the bottom of this article, you will 

find useful resources to help support 
your residents.

Recognizing Mental Illness
There are simple things managers can 

do that can be of significant assistance for 
their residents dealing with mental health 
issues, particularly addiction and demen-
tia.  First and foremost, it is important 
to recognize that mental health illness is 
just that, an illness, and people suffering 
should never be labelled as the illness.  As 
an example, you would never say a person 
is cancer, you would say they have cancer 
or are battling cancer.  It is no different 
than a person who has an addiction or is 
battling addiction.  Addiction, like cancer, 
does not discriminate. It can affect any 
person at any time given the right circum-
stances.  That’s why it is very important 
to separate the illness from the person, it 
shows respect and no judgement to the 
person suffering from the disease.

There are many professional services 
available to help people and their 
families who are coping with addic-
tion or dementia.  Managers can go to 
their province or city’s websites or the 
Center for Mental Health and Addiction 
(CAMH) website to find lists of services 
available for each of these very differ-
ent mental illnesses. These resources can 
then be posted on the bulletin boards or 
websites of the condominium.

Addiction
For residents that may be battling 

addiction, it’s always a good idea to 
have Naloxone Kits (usually more than 
one) on-site as part of the First Aid 
Kits for the building.  They are free 
at most drugstores and could save a 
person’s life.  All staff, especially secu-
rity, superintendents and management 
should have First Aid training and part 
of that training should be AED and 
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Daryl Norrie, RCM 
Senior Property Manager   
Crossbridge Condominium 
Services Ltd.

Mental Health Resources
for Condominium Managers

19



�������������������������������

Dome Services Group offers general contracting expertise for all of your 
exterior & interior renovation needs. Specializing in condominiums, rental 

apartments, housing co-operatives & non-profits.

Call Us: 905-415-1851
Toll Free: 1-877-694-8397

info@domeservicesgroup.com
www.domeservicesgroup.com

mailto:info%40domeservicesgroup.com?subject=
http://www.domeservicesgroup.com


Seniors’ Issues
With older residents that may be 

suffering from dementia, a crisis team 
will also be able to properly assist the 
person if they are agitated or aggressive.

For older residents, particularly those 
that may be living alone it is important 
for the staff to keep an eye out for them.  
If they regularly go out and haven’t been 
seen for a few days, the manager may 
want to contact the emergency contact 
person and ask them to check in with the 
resident or ask them to place a wellness 

check call to the police.  If the emergency 
contact isn’t available and the manager 
has tried to call the resident or knock on 
the door, they may want to contact the 
police for a wellness check.

Any unusual odours that the cleaning 
staff or security may smell while doing 
patrol on the floors should be reported 
to management right away.  If a person 
has passed away in their unit, it’s not 
something that should get missed for 
days or weeks at a time.

For all residents, it’s important to have a 
“Vacation/Away Form.”  This helps manag-
ers know if a resident should be home or 
not.  It also helps if there is a contact person 
on the form in the event of an emergency.

Safety First
Things you can do to support your staff 

is to ensure they have the appropriate 
equipment to safely do their job, especially 
if your condominium is in a higher-risk 
neighbourhood that may be located near 
homeless shelters.  For your superinten-
dents and cleaners, you can have bio-waste 
containers and thick rubber gloves for 
handling garbage that may contain 
needles. These items can be found through 
many of the cleaning supply companies 
that support your site. n

Resources:

Center for Mental Health and 
Addiction (CAMH)
www.camh.ca

Canadian Mental Health  
Association (CMHA)
www.cmha.ca

MindBeacon 
www.mindbeacon.com

Ontario Government
www.ontario.ca/page/find-mental-
health-support

Suicide Prevention Hotline
1-833-456-4566

Kid’s Help Phone Hotline
1-800-668-6868 

Seniors Safety Hotline
1-866-299-1011

Daryl Norrie, RCM, has been a 
property manager for 11 years, earning 
her RCM designation in 2014. She is 
presently a Senior Property Manager for  
Crossbridge Condominium Services Ltd.
crossbridgecondominiums.com

Naloxone administration.  These skills 
are literally lifesaving.

The other thing to consider is if the 
police or EMS need to be called.  If a 
resident is behaving in a manner that 
would require a call to the police and 
the resident happens to be battling 
addiction, then it’s important to iden-
tify that to the police and request a 
Crisis Team.  If a person is experiencing 
a drug-induced psychotic break they 
need a hospital, and the Crisis Team 
are properly trained to get them there.�������������������������������
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We all feel angry sometimes. Most of the 
time, we can deal with feelings of anger or 
irritability quickly. We may resolve the 
situation or look at the problem from a 
different perspective. However, anger can 
cause problems in our lives and the lives of 
those around us. 

What is Anger?
Anger is an emotion that tells us when 

something may be wrong. For example, 
we may feel angry when something is 
beyond our control or feels unfair, when 
we can’t reach a goal, or when someone 
is hurt or threatened. We can also feel 
angry when we are under too much 
stress. Anger can involve a wide range 
of feelings. We may be a little annoyed 
over a minor incident, like being stuck 
in traffic or missing our bus. More seri-
ous problems, like getting hurt or seeing 
someone else get hurt, may cause strong 
feelings like rage. Sometimes, we just feel 
angry for no reason.

Anger may be a problem for you 
when it’s:

• Much stronger than you’d expect 
based on the situation

• Very frequent, to the point that you 
can’t enjoy things anymore

• Caused by something that happened 
a long time ago

• Making you act violently towards 
yourself, someone else, or someone’s 
property

• Interfering with your ability to do 
your job

• Hurting your relationships with 
loved ones

• Affecting your physical health

What can I do about it?
Anger is a normal reaction to some 

situations. Anger can also be helpful 
when it matches the situation and 
motivates people to take action or 
work towards a goal. However, anger 
that’s dealt with in unhealthy ways  
can create problems and affect your 
well-being. Fortunately, there are 
some things you can do to deal with 
your anger.

Immediate Strategies
These strategies won’t solve the prob-

lem. Instead, they can help put you back in 
control so you can find a productive way to 
deal with the problem. They may also be 
useful if you find yourself saying or doing 
things in anger that you regret later.
• Leave the situation that’s making you 

angry, if possible.
• Count to 10.
• Repeat calming phrases such as, 

“Take it easy” or, “Will this matter in 
six months?”

• Breathe deeply. Many people, especially 
adults, breathe from their chest, which 
doesn’t give the benefits of a deep 
breath. Try to breathe deep into your 
stomach. You’re on the right track if 
your stomach goes out first. It may 
seem simple, but taking deep breaths 
can help calm your mind, slow your 
heart, and even lower blood pressure.

• Try to shift your attention to 
something more pleasant or relaxing. 
This can be very helpful for minor 
annoyances that you can’t control.

Feeling Angry?
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Companies Passing the ACMO 2000 Compliance Audit
Effective May, 2022

Comfield Management Services Inc.
Del Property Management Inc.

Goldview Property Management Ltd.
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Short-Term Strategies
When you are calmer, these are strategies 

to help you look at your feelings around a 
particular situation. They don’t take a lot 
of time, but they can make a big difference.
• Acknowledge that you are angry. Angry 

feelings don’t go away if you bottle 
them up and avoid dealing with them.

• Consider whether your reaction 
matches the situation. Ask yourself, 
“What would I think of someone else 
if I saw them getting angry in this 
situation?” or, “Is this situation really as 
bad as I am making it out to be?” You 
can also ask someone you trust for their 
perspective—they may help you look 
at the problem in a more balanced way.

• Look at your thoughts. Sometimes 
the way you think can fuel anger—
for example, assuming that another 
person is intentionally trying to hurt 
or annoy you, in a situation when 
that may not be true.

• Identify the source of your anger. 
If the actions or words of another 
person are hurting you, try to deal 
with them directly in a peaceful and 
productive way. Assertiveness skills 
can be a great way to do this.

• Look for humour in the situation—
sometimes it’s easy to take minor 
problems too seriously.

Longer-Term Solutions
These strategies take more time and 

effort, but they can help you cope with 
anger as it comes up in many different 
situations. The goal is to change the way 
you react to anger so it doesn’t cause 

problems in the first place.
• Learn what triggers your anger. Some 

people are triggered by other people, 
such as a boss, friend, or family 
member. Certain emotions, such as 
feeling controlled, ashamed or guilty, 
can also trigger anger for some people.

• Identify your early warning signs 
so you can take action before your 
anger turns into full-blown rage. 
Common early warning signs 
include a pounding heart, tight chest 
or jaw, feeling resentful or irritated, 
or feeling like lashing out.

• Talk to someone you trust who 
may be able to see things more 
clearly than you do. Remember that 
anger can tell us we need to solve a 
problem. Another person can help 
you practice identifying the real 
problem, brainstorming solutions, 
and testing solutions out.

• If your anger is caused by something 
beyond your control, such as a job 
loss, learn how others have dealt 
with a similar problem successfully 
and try their strategies.

• Learn and practice skills like healthy 
thinking, problem-solving and stress 
management. All of these can help 
manage anger.

• Many people find physical activity 
very helpful. Try going for a walk, 
playing your favourite sport, or 
cleaning the house.

• Make sure you eat well and get 
enough sleep. We often lose patience 
and get irritated more easily when 
we’re tired or hungry.

• Learn mindfulness practices like 
meditation. Mindfulness teaches 
you how to look at your thoughts 
in the present moment without 
judgment. It may also help teach 
you to tolerate angry feelings 
without pushing them away.

• Learn more about assertiveness. 
Anger can persist when we avoid 
talking directly to someone about 
something that has made us angry. 
Assertiveness is a way of telling others 
what you feel or what you need while 
respecting their feelings or needs.

• If you feel easily frustrated when 
people don’t act the way you want 
them to, remember that you cannot 
control how other people behave. 
You can only control how you 
choose to react to those behaviours.
Anger and irritability can sometimes 

be signs of depression or anxiety. If 
anger continues to cause problems or 
you notice that anger occurs with other 
symptoms, it’s a good idea to talk with a 
doctor or mental health professional. n

The Canadian Mental Health 
Association (CMHA), founded in 
1918, is a national charity that helps 
maintain and improve mental health for 
all Canadians. As the nationwide leader 
and champion for mental health, CMHA 
helps people access the community re-
sources they need to build resilience and 
support recovery from mental illness. 
Visit the CMHA website at www.cmha.ca.
Printed with permission from the Canadian 
Mental Health Association, ©2014
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Condominium managers and their 
teams, including contractors, are often 
not thought of when “Essential Service 
Providers” are discussed. As such, they 
have felt excluded from pandemic recog-
nition of essential workers. However, 
we know that the work of managing 
and caring for condominiums and their 
residents has not gone away. In fact, it 
has been complicated with supply-chain 
constraints, lack of resources, and navi-
gating Public Health Guidelines, leaving 
condominium managers and their teams 
unable to meet the expectations of our 
important clients. 

Condominiums don’t take care of 
themselves, and with numbers down 
and masks coming off, the stress of the 
pandemic is far from over for managers, 

site staff and contractors. With continued 
supply and demand issues, our service 
levels continue to be affected, and we 
cannot meet our clients’ expectations. 

It’s Beyond Our Control
Condominium managers and their 

teams are service providers! We do not 
take pleasure in saying “no” or “we do 
not know” or “we do not have a date” 
or apologizing for being unable to 
service our clients. But we have been 
at the receiving end of frustrated and, 
at times, aggressive and stressed out 
clients. We wish we did not have labour 
and supply delays and could quickly 
provide our services. We used to deliver 
good news to our clients with a smile. 
Now, we want to keep that mask on 

just to hide our expression of defeat or 
disappointment.   

Condominium Corporations need 
to implement Workplace Harassment 
Policies to support staff when deliv-
ering disappointing news of delays in 
repairs and services. Managers and 
owners of contracting companies are 
spending more time keeping the spirits 
of their site staff and workers positive. 
Keeping the team confident and appre-
ciated while condominium managers 
and service company owners are 
emotionally and physically exhausted 
has become a real problem.   

Due to the pandemic, condominium 
managers have struggled to keep up with 
daily changes and enforcement of munic-
ipal, provincial and federal restrictions. 

Dorothy Church, RCM 
Property Manager 
Condominium Management Group

We Are Essential  
to Each Other!
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All while simultaneously fulfilling our 
regular professional demands. Managers 
have been over-extended to ensure our 
boards, building staff, contractors, and 
owners have the resources and emotional 
support they need. 

Additional Stresses
The freedom convoy protests in 

Ottawa further extended condominium 
management professionals by forcing 
us to employ additional security and 
updated maintenance schedules. Build-
ings in affected areas were inaccessible 
and inundated with noise and safety 
complaints. This included supporting 
residents in their senior years, found 
sitting on their walkers in the concrete 
high-rise stairwells to get away from 
the sound of horns, reading a book 
or for a few minutes of peace. Many 
were left unable to leave their homes 
to get simple needs such as groceries, 
and dogs that never made a sound were 
barking due to stress.  

Long Term Repercussions
So what are our industry’s current 

and long-term repercussions for condo-
minium managers? As things return to 
normal, management is expected to pick 
up where we left off in March 2019 by 
providing the same level and delivery 
of services. But how can we when we 
are told that supply and labour are, at 
best, 12 to 18 months behind? Contrac-
tors do not have the staff or material 
and are over-extended and unable to 
perform even simple work requests and 

quotes. Maintenance and repairs requir-
ing materials such as glass and metals 
are scarce. Everyday items like door 
hinges for common area doors are eight 
months away. 

Costs have escalated to the point where 
budgets are not meeting the financial 
needs of the current fiscal operating 
expenses. Current reserve funds will not 
be sufficient, and updates currently being 
performed every three years will signifi-
cantly increase fees in the next fiscal year. 
Reserve fund investment options make it 
challenging to meet long-range forecasts 
due to current economic stress.  Condo-
minium managers need to meet the 
repairs and maintenance requirements 
with client satisfaction at the centre of 
these efforts. However, take pause and 
consider the quality of the work provided 
and the feasibility of promises made. As 
many new fly-by-night contractors can 
cause more harm than good, proceed 
with caution.

Management services along with 
labour and material services have 
increased substantially. Owners are 
voicing their discontent and putting pres-
sure on their boards after being denied 
services and benefits, including recre-
ational facilities they have paid for with 
no credit to their monthly condo fees.

Let’s not forget our volunteer condo-
minium board members and their 
wellness; they certainly have done their 
part to support owners and manage-
ment. You cannot help but wonder 
why one would volunteer to be on a 
condominium board; it’s not always 

easy. Let’s face it; we chose to be profes-
sional condominium managers, and it 
is an honour to be looking out for their 
best interests. But the industry is in for a 
shake-up in the next few years. We need 
to invest and educate those in the indus-
try and ensure they are supported.   

We are in This Together
The emotional relationship between 

managers and their teams has become 
stronger and more supportive, which is 
needed as we continue to work together 
to address so much uncertainty resulting 
from the pandemic. 

Now, it has not been all doom and 
gloom. Thankfully, we cannot use the same 
brush to paint a picture of everyone. I 
witnessed firsthand how condominium 
communities joined together to help and 
support each other. Neighbours were 
extending a hand by shopping for those in 
isolation, escorting those who felt unsafe 
to a store, and forming a support group 
to check in on each other. The support of 
many owners and board members who 
learned to read eyes rather than smiles 
hidden under a mask has been the drive 
behind our daily commitment. 

We are essential in an industry built 
on trust and respect. Stay focused and 
supportive, and reach out for help. It’s 
how we can do what we do! n

Dorothy Church, RCM, OLCM, is a 
property manager with Condominium 
Management Group in Ottawa and is a 
proud member of ACMO and CCI.
condogroup.ca
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Many condominium communities 
have had to grapple – or are currently 
grappling - with residents with hoarding 
disorder. This has proved to be challeng-
ing in most cases, given the safety risks 
hoarding can pose to the community. 
And predictably, incidents of danger-
ous hoarding have only increased 
during the pandemic, as people with 
hoarding disorder have become more 
anxious and mental health supports 
have become less easy to access.  

What is Hoarding Disorder, 
and is it a Disability?

As is commonly known, Hoard-
ing Disorder is a condition in which 
a person accumulates an excessive 
number of items and stores them in a 
chaotic manner, resulting in unaccept-

able levels of clutter. Hoarders cannot 
part with these items, even though they 
often have little or no value.

Hoarding disorder constitutes a 
disability under the Ontario Human 
Rights Code (the “Code”) because it 
is a “mental disorder.”  As such, any 
person with a hoarding disorder is 
entitled to the protections offered 
under the Code.  

Mere Clutter vs. Dangerous 
Clutter

Clutter in a unit which constitutes 
a dangerous condition is prohibited 
under the Condominium Act, 1998 
(the “Act”). The dangerous condi-
tion is often only uncovered when 
the corporation’s superintendent or 
contractors enter or attempt to enter 

the unit for an inspection, repair 
or maintenance obligation, such as 
during the annual fire inspection. 

But how does a corporation deter-
mine whether the degree of clutter is a 
dangerous condition as opposed to just 
poor housekeeping?  

Any breach of the Fire Code will 
always constitute a dangerous – and 
therefore unacceptable - condition. 
The Fire Code requires a free passage in 
and out of the unit and between rooms. 
Combustible items (e.g., old newspapers 
or paper products) in quantities or loca-
tions that constitute a fire hazard (e.g., 
stacked on a stove) are prohibited.

Is there a requirement that there be 
a breach of the Fire Code in order to 
establish a dangerous condition? The 
answer is no.  

Hoarding
When Clutter Goes Too Far
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Independent of a fire hazard, any 
degree of clutter which poses a risk of 
damage to the property, to the safety 
of the unit occupants, to the residents 
of the building and/or to the work-
ers or guests of the corporation will 
be sufficient to trigger an obligation 
to remedy the unsafe condition. This 
would necessarily include conditions 
with associated risks of mould, disease, 

transmissible odours and/or pests. In 
Carleton Condominium Corp. No. 25 
v Patrick Eagan (2015), for example, the 
issue was bed bugs. The court found 
that by permitting the unit to become 
excessively cluttered and unsanitary, the 
owner was in breach of Section 90 of the 
Act, which provides that an owner must 
maintain their unit.  

Similarly, if a unit has so much clutter 
that the occupants cannot safely prepare 
food or navigate their way in and out of 
the suite without the real risk of a trip 
and fall, the condition is a dangerous 
one which must be remedied.

Accommodation Obligations
Many people with hoarding disorder 

are undiagnosed. In the absence of a 
diagnosis, can the corporation simply 
assume that there is no disability? In 
most cases, the answer is a hard “no.”  

A legal obligation to accommodate 
arises if it is obvious to the corpora-
tion – or if it should be obvious - that 
the owner or tenant needs accom-
modation – even if they did not ask 
for accommodation. The test is not 
whether the hoarder has indicated 
to the corporation that they have a 
disability but whether the corporation 
ought to have known as much. In the 
case of hoarding, it will generally be 
apparent that the person has a mental 
health condition requiring accommo-
dation. The corporation cannot turn 
a blind eye.

What sort of accommodation does a 
hoarding scenario require? For start-
ers, it does not require the hoarding 
to continue. In a recent 2021 decision 
of the Ontario Superior Court, for 
example, the corporation brought an 
application against two unit owners 
who had amassed an excessive amount 
of clutter in their unit. The court 
found the clutter was extensive, and 

much of the items in the unit were 
combustible, posing a serious fire 
risk. The court found in favour of 
the corporation, and the owners 
were given seven days to restore the 
unit to a safe, liveable condition. The 
unit owners were also ordered to pay 
$25,000 in costs. 

Rather than allowing dangerous 
conditions to continue, the duty to 
accommodate a person with hoarding 
disorder will require the corporation 
to adjust its rules and processes to 
meet the needs of the hoarder, up to 
the point of undue hardship. Practi-
cally, this may mean one or some of 
the following:

• Assisting in creating a realistic 
action plan (including a realistic 
timeline) for remediation. This 
may involve hiring a hoarding 
remediation consultant (at the 
owner’s or tenant’s cost)

• With the consent of the person 
with the hoarding disorder, 
communicating with their 
family member, mental health 
professional, or social worker to 
address the unsafe condition and/
or prevent a relapse 

• Offering to help identify support 
resources. This could involve, 
for example, assisting the person 
in engaging a hoarding support 
coach or connecting the person 
with the Toronto Hoarding 
Support Services Network or 

similar community supports
• Assisting in engaging a 

professional to remove the clutter 
and sanitize the unit (at the 
owner’s or tenant’s cost).

Other accommodation efforts may be 
appropriate depending on the unique 
circumstances of each case, and legal 
counsel for the corporation should be 
consulted. Under the law, however, the 
accommodation obligation does not 
go so far as to require a corporation or 
its property management to provide 
mental health services or provide care 
to a person with a disability. In fact, 
it would be inappropriate and even 
dangerous for management to do so, 
as management is neither trained nor 
licensed in that regard.

To the extent reasonable accom-
modation efforts are ineffective, the 
corporation may bring a compliance 
application to the Ontario Supe-
rior Court of Justice to remedy the 
dangerous condition, usually on an 
emergency basis. 

Parting Thoughts
Hoarding cases are unique. Corpo-

rations will want to engage their legal 
counsel early to advise management on 
what steps and accommodations are 
appropriate in the circumstances.  

At the same time, hoarding is 
incompatible with condominium 
living and must swiftly be addressed. 
If the person with the hoarding disor-
der can get the required support and 
work cooperatively with the corpora-
tion to address the unsafe condition 
in a timely manner, this is the best of 
all scenarios and creates a healthier 
condominium environment for all 
community members. n

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

Rather than allowing dangerous conditions to 
continue, the duty to accommodate a person with 
hoarding disorder will require the corporation to 
adjust its rules and processes to meet the needs of 
the hoarder, up to the point of undue hardship. 

{

32 I CM Magazine SUMMER 2022 33

mailto:deborah.howden@shibleyrighton.com
mailto:deborah.howden@shibleyrighton.com
http://shibleyrighton.com


Mental Health in Condominiums

Ph
ot

o:
 ©

 B
ig

st
oc

k.
co

m
/ T

er
oV

es
al

ai
ne

n

Say PTSD out loud. What does it make 
you think of? Soldiers? Officers of the 
law? Paramedics?

Those thoughts make sense, and I’m 
glad you have them. Our first respond-
ers need our awareness and our empathy. 
But when you said PTSD out loud, and 
here we are talking about Post Traumatic 
Stress Disorder, did any one of you think 
about property managers? I have been in 
the property management industry for 20 
years, and I am an RCM and OLCM. I live 
with Complex PTSD, and this is my story.

When I started in this industry, I had 
somewhat of an idea of what to expect. 
However, I didn’t expect to get tested by 
suicides in the buildings, having a gun 
brandished towards me, threats, and 
verbal and physical abuse.

When these things occurred, I dealt 
with the situation as best I could, but I 

didn’t deal with myself. What does that 
mean? I didn’t seek support for my anxi-
ety or my depression. Instead, I turned 
to the bottle to cope. I denied my own 
mental health. During a three-year 
hiatus, I sought treatment. I now have a 
service dog. I have beaten my addictions 
(and getting better every day) and found 
a way to love my work again.

I write this article hoping that you can 
recognize existing issues and find your 
potential and healthier way to cope than 
I did. What we do is essential, but WE, as 
humans, are more important.

Dealing with Crisis
I live with Complex PTSD, which is 

compounded trauma, some of which 
stems from my career as a property 
manager. I was managing an extensive 
portfolio, including a high rise, and 

while doing site inspection and going 
about my day, I suddenly heard a scream. 
I looked up, and there was a body 
coming down. I witnessed a suicide; a 
jumper from the nineteenth floor.

To this day, I still have nightmares of 
that moment. One can never un-see that. 
At that time, I was in control of the situa-
tion. I did what I had to do and felt I had 
done my job. So for the moment, I thought 
it had gone alright (if that makes sense?). 
The situation itself didn’t feel like anything 
at the time. I was the manager and focused 
on keeping calm and controlling the scene.

When I got home, I was quiet. I didn’t 
acknowledge my family; I didn’t say 
anything. I kept it inside. When asked 
how my day was, I just said it was fine. I 
had a few drinks to cope – numbed myself 
and let it go. I never talked about my job 
at home. My wife knows about the inci-

Mental Health Matters
A Manager’s Personal Story

Anthony Irwin, RCM 
Condominium Manager 
Modern Appeal Property Services
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dences, but I didn’t open up. That was a 
critical mistake. To keep a healthy mental 
being, you need to talk. Whether with a 
therapist, your spouse or another peer in 
the industry, unloading that weight is vital.

I was enforcing an occupancy violation 
at a commercial condominium during 
another situation. It was a routine site 
visit to let the occupants know they weren’t 
allowed sublets – part of my job. I went to 
leave and was confronted at my car. With 
a gun held in his hand, I was told that 
under no circumstances should I return. 

He didn’t point the gun directly at me. He 
just brandished it, and It looked heavy.

It’s hard to describe when it happens 
in real life – when it isn’t a movie – when 
your life is in someone else’s hand. I was 
so afraid that I didn’t do any of the right 
things. I didn’t report it to others at 
my work. I didn’t call the police. I told 
nobody. I drank.

A few years later, I attended a unit 
inspection and needed to get into a 
room. The tenant was home and refused 
me entry. I reiterated that I needed to 

get in to check for mould and other 
things. I knew why he didn’t want me 
in; I could smell marijuana and tried to 
explain that it didn’t matter. He began 
to curse me out and picked up a pistol. 
Again, my life was in another person’s 
hands, and I was blocked in a hallway 
this time. Now, I always need to have 
my back against a wall to plan my way 
out. I’m always aware of that moment 
in time, how I felt, and how quickly 
everything can change.

At a later date, the authorities raided 
the unit. Interestingly enough, there was 
a good reason I was stopped from enter-
ing that room – and a good thing I didn’t 
get in. Again, I didn’t tell anyone. I went 
to a bar, drank, and drove home.

You Are Not Alone
I’m human; I’ll admit it. It took me 

reaching a precipice to make a change. 
And I’m ashamed and proud to say that 
it was entirely my wife’s fault. My drink-
ing reached the point where she would 
not accept it anymore. But she would 
not refuse me, and she chose to fight 
for me. My wife saved me by kicking 
my butt with love. She supported me 
in the change that I needed. Managers 
out there may not know the potential 
dangers they face in this job and the 
support they may one day require. 

I want you to know that you don’t 
have to be afraid or ashamed. Supports 
exist, and the people are ready to give 
you the help you need. Most compa-
nies have an EAP program; use the 
programs available to you. Ensure 
there is a balance between work and 
life. Love yourself.  

We are all human. We can face crises 
that can affect how we live and manage 
ourselves. And just as we do our prop-
erties and clients, I recommend you 
give yourself a little TLC. Don’t hold 
it in. I am available to any of you at 
anthony@modern-appeal.com n  

Anthony Irwin, RCM, OLCM, has 
been in the property management in-
dustry for 20 years. He has spoken at 
various CCI and ACMO conferences on 
several topics. As a result of previous 
trauma and trauma experienced in the 
industry, Anthony lives with complex 
PTSD and now has a service dog to pro-
vide support when in public. He has be-
come a strong mental health advocate.
modern-appeal.com

Up to 50% less air flow in older fan coils

Nothing beats
Comfort at Home

Fan coil units over 20 years old are likely to have a build
up of debris, impaccng the air flow in your home. Book 
an inspeccon with us today.

www.uniluxcrfc.com | 888.627.6727 

50+ Years Manufacturing • Canada’s original OEM

36 I CM Magazine SUMMER 2022 37

mailto:anthony@modern-appeal.com
http://modern-appeal.com
http://www.uniluxcrfc.com


Mental Health in Condominiums

Ph
ot

o:
 ©

iS
to

ck
.c

om
/ S

ve
ta

Zi

Anyone working in the condomin-
ium industry has likely encountered 
situations where mental health issues 
play a role in problems and disputes 
within a condominium community. 
The prevalence of these incidents 
naturally increased during the covid-
19 pandemic, with unit owners and 
occupants spending more time than 
ever at home in their units and on the 
condominium property. Noise issues 
that may otherwise have only affected 
someone for a couple of hours a day 
became an all-day situation. Chil-
dren were spending more time at 
home and inside and, understand-
ably, were making more noise than 
usual. Tensions were high as everyone 
adapted to the realities of working 
from and staying at home. 

The Duty to Protect
The increase in disputes and issues 

arising from, or exacerbated by, mental 
health issues has had – and continues to 
have – a powerful and negative impact 
on property managers, who are the direct 
interface between owners/occupants 
and boards of directors. Unfortunately, 
mental health issues often manifest 
themselves in harassment and other 
unacceptable behaviour by owners/occu-
pants and directors in situations within 
condominiums. This is a significant 
concern in an industry where property 
managers are already under pressure 
from the relatively new additions to 
their management obligations under the 
Condominium Management Services Act, 
2015, as well as the expanded jurisdiction 
of the Condominium Authority Tribu-

nal, where property managers must often 
assist condominiums in responding to 
applications commenced by owners. 

Under the Occupational Health and 
Safety Act (OHSA), condominium corpo-
rations are workplaces and have a legal 
obligation to protect their employees and 
agents from harassment and to pursue 
remedies in situations where harassment 
occurs. While property managers are not 
usually employees of the condominium 
but rather the management company for 
which they work, they are agents of the 
condominium for the purposes of the 
OHSA, and so fall under its protection. 
If a board is made aware of a situa-
tion where an owner or occupants are 
harassing a property manager or a direc-
tor (which unfortunately does happen, 
although less often), it is the respon-

Stephanie Sutherland  
Condominium Lawyer 
Cohen Highley LLP

Protection of  
Property Managers
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sibility of the board, on behalf of the 
condominium, to take steps to address 
the issue and protect the manager. 

In addition to the OHSA, the duty to 
protect managers (and owners, occupants, 
and directors) from harassment can also 
fall under section 117 of the Condomin-
ium Act, 1998 (the “Act”), which mandates 
the condominium’s obligation to protect 
against activities that are likely to cause 
injury to an individual. Several court deci-
sions have found that psychological harm 
arising from verbal and written abuse 
and harassment can fall under the injury 
discussed in section 117. 

Harassment Incidences Climb
The decision of Ottawa Carleton Stan-

dard Condominium Corporation No. 
671 v. Friend, 2019 ONSC 3899 (CanLII) 
discussed the issue of harassment under 
both concepts. In that case, an owner, 
Mr. Friend, was alleged to have, over 
several years, consistently and repeat-
edly committed instances of verbal and 
written harassing communications to the 
directors, manager, and even contractors 
of the condominium corporation, as well 
as to the condominium’s legal counsel. 
The motion requested a Declaration 
that Mr. Friend’s conduct constituted 
workplace harassment under the OHSA 
and a breach of section 117 of the Act by 
risking the health and safety of employ-
ees, contractors, and residents of the 
condominium. The condominium also 
requested an Order that the owner cease 
the problematic conduct. The Order and 
Declaration were granted, as was an inter-

locutory injunction during the larger 
court action that clarified the specific 
ways in which Mr. Friend was allowed to 
communicate with the condominium. 

In a more recent case, Metropolitan 
Toronto Condominium Corporation No. 
580 v. Mills, 2021 ONSC 2616 (CanLII), the 
Court not only recognized that harassment 
could constitute a breach of section 117 of 
the Act but in that situation also found that 
the owner’s conduct constituted oppres-
sion. The owner, in that case, suffered 
from “severe and pervasive disabilities that 
impact and impair his ability to participate 
in the condominium community,” as stated 
by the Judge hearing the matter. While both 
the owner’s disabilities and the duty of 
the condominium to accommodate were 
recognized, the issue was that the owner 
had conducted ‘unrelenting harassment’ 
of the board and its legal counsel, as well 
as contractors and other residents of the 
condominium. The condominium sought 
an Order to, among other things, prevent 
the owner from communicating with the 
board by any means, except in the event of 
an emergency through the condominium’s 
mailing or email address; communicating 
in any way with the condominium’s autho-
rized agents and contractors, and making 
any threats directed toward the board of 
directors and their legal counsel. 

While this second case did not involve 
a property manager, this type of behav-
iour is often directed toward managers. It 
is reasonable to surmise that if a manager 
had been involved, the conduct would also 
have been harassment of the manager and 
a breach of section 117 toward the manager 

and the other individuals involved. 
These two cases clearly show that 

harassing conduct toward condomin-
ium property managers will be taken 
seriously by the courts and is the respon-
sibility of condominium corporations to 
prevent and address. 

A Safe Place for All
Mental health disorders do not always, 

or even usually, cause individuals suffer-
ing from them to act in problematic ways 
for others, particularly to the extent that 
will constitute harassment or a breach of 
the Act. Individuals suffering from mental 
health issues should be treated with respect 
and consideration and accommodated 
appropriately. However, this does not take 
away from the right of property managers 
to have a workplace free from harassment. 
In what is already a high-stress job, harass-
ing and problematic conduct from owners 
and directors could have serious and 
substantial negative impacts on manag-
ers’ mental and physical health. When 
these concerns are raised, they should be 
taken seriously and addressed through 
the enforcement options available to the 
condominium, including legal proceed-
ings if and where appropriate. n

Stephanie Sutherland is a con-
dominium lawyer with Cohen Highley 
LLP, working in their Kitchener office. 
She works with condominium corpora-
tions and unit owners to help them ad-
dress day-to-day condominium gover-
nance matters and resolve disputes.
cohenhighley.com
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What is Stress? 
ation. For example, someone who feels 
comfortable speaking in public may 
not worry about giving a presentation, 
while someone who isn’t confident in 
their skills may feel a lot of stress about 
an upcoming presentation. Common 
sources of stress may include major life 
events, like moving or changing jobs. 
Long-term worries, like a long-term 
illness or parenting, can also feel stress-
ful. Even daily hassles like dealing with 
traffic can be a source of stress.

What Can I do About it?
Taking action is the first step. Ignor-

ing the effects of stress can lead to other 
mental health problems. There is no 
one right way to deal with stress. The 
tips below are common strategies that 
are helpful for many people. Try them 
out and see what works best for you. 
Remember to look at both short-term 

We all talk about stress, but we’re 
not always clear about what it is. Stress 
comes from both the good and the bad 
things that happen to us. If we didn’t 
feel any stress, we wouldn’t be alive! 
Stress may feel overwhelming at times, 
but there are many strategies to help 
you take control.

Stress is the body’s response to a real 
or perceived threat. That response is 
meant to get people ready for some 
kind of action to get them out of 
danger. But most of the threats people 
face today aren’t something that they 
can fight or run away from. These 
threats are usually problems that 
people have to work through. 

Some stress can be a good thing. It 
can motivate us to focus on a task or 
take action and solve a problem. In 
this situation, stress is manageable and 
even helpful.

When stress is unhelpful, people may 
feel overwhelmed or feel like they can’t 
possibly fix the problem. In these cases, 
some people avoid dealing with the 
original problem altogether, which may 
make the problem—and stress—worse. 
It can be very hard to concentrate, make 
decisions, and feel confident when a 
person experiences a lot of stress. Many 
people experience physical sensations 
like sweating, a racing heart, or tense 
muscles. Over time, stress can also have 
a big impact on physical health. Sleep 
difficulties and headaches are common 
problems related to stress. People are 
also more likely to get sick when they’re 
experiencing a lot of stress.

Stress is a reaction to a situation—
it isn’t about the actual situation. We 
usually feel stressed when we think that 
the demands of the situation are greater 
than our resources to deal with that situ-
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and long-term solutions when you’re 
dealing with stress.

• Identify the problem. Is your job, 
school, a relationship with someone, or 
worries about money causing stress? Are 
unimportant, surface problems hiding 
deeper problems? Once you know what 
the real problem is, you can do some-
thing about it.

• Solve problems as they come up. 
What can you do, and what are the 
possible outcomes? Would that be better 
or worse than doing nothing? Remem-
ber, sometimes solving a problem means 
doing the best you can—even if it isn’t 
perfect—or asking for help. Once you’ve 
decided on a solution, divide the steps 
into manageable pieces and work on 
one piece at a time. Improving your 
problem-solving skills is a long-term 
strategy that can help you feel like you’re 
in control again.

• Talk about your problems. You 
may find it helpful to talk about your 
stress. Loved ones may not realize that 
you’re having a hard time. Once they 
understand, they may be able to help in 
two different ways. First, they can just 
listen—simply expressing your feelings 
can help a lot. Second, they may have 
ideas to help you solve or deal with your 
problems. If you need to talk with some-
one outside your own circle of loved 
ones, your family doctor may be able 
to refer you to a counsellor, or you may 
have access to one through your school, 
workplace, or faith community.

• Simplify your life. Stress can come 
up when there are too many things going 
on. Learning to say no is a real skill that 
takes practice. Try to look for ways to 
make your to-do list more manageable.

• Learn helpful thinking strategies. 
The way you think about situations 
affects the way you respond to them. 
Unhelpful thoughts, such as believ-
ing that everything must be perfect or 
expecting the worst possible outcome, 
can make problems seem bigger than 
they really are.

• Learn about stress management. 
There are many useful books, websites, 
and courses to help you cope with stress. 
There are also counsellors who specialize 
in stress. There may be stress manage-
ment courses and workshops available 
through your community centre, work-
place, or school.

• Start on the inside. Practices like 
yoga, meditation, mindfulness, prayer, 

or breathing exercises can help you quiet 
your mind and look at problems from 
a calmer, more balanced point of view. 
With time, these practices can help you 
manage your response to stressful situ-
ations as they come up.

• Get active. Physical activity can be a 
great way to reduce stress and improve 
your mood. Activity could be anything 
from taking up a new sport to walking. 
The most important part is that it gets you 
moving and you enjoy it—it shouldn’t feel 
like a chore. If you experience barriers to 
physical activity, try talking to your doctor 
or care team for ideas.

• Do something you enjoy. Making 
time for hobbies, sports, or activities 
that you find fun or make you laugh 
can temporarily give you a break from 
problems. Listen to music, read, go for a 
walk, see a friend, watch your favourite 
movie, or do whatever makes you feel 
good. This can give you a little mental 
distance from problems when you can’t 
deal with them right away

Can I Prevent Stress?
Stress is part of being human—

no one can eliminate all stress from 

their life or prevent stress from ever 
happening in the future. The goal of 
stress management is to bounce back 
from problems or challenges and 
maintain wellness. All of the above 
strategies can help you take control 
of stress so it doesn’t control you in 
the future.

Remember to practice them often, 
even when you’re not feeling stressed. 
That way, you’ll know exactly what 
works for you. It’s also much easier to 
deal with difficulties when you’re in 
control and know that you can deal with 
whatever comes up. n

The Canadian Mental Health 
Association (CMHA), founded in 
1918, is a national charity that helps 
maintain and improve mental health 
for all Canadians. As the nationwide 
leader and champion for mental 
health, CMHA helps people access the 
community resources they need to 
build resilience and support recovery 
from mental illness. Visit the CMHA 
website at www.cmha.ca.
Printed with permission from the Canadian 
Mental Health Association, ©2014
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The last few years have been extremely 
challenging in many ways, especially 
as we have learned to adapt to a world 
turned upside down by Covid and how 
it has drastically changed our daily lives.  
Hopefully, one lesson we can take away 
from this is the importance of work/
life balance. Burnout and stress are two 
words that continually pop up all over 
the news and various social media sites, 
such as LinkedIn. There are thousands of 
articles out there that claim to have tips 
and tricks to reduce stress.

With many people working from 
home, we have lost the ability to turn off 
and be fully present at home. The major-
ity of us have demanding jobs that require 
us to log in after hours. We have worksta-
tions set up at home, smartphones and 
watches, and other electronics that ensure 

we can log in at all times. The typical 
“9-5” job is rare these days. While this 
benefits us to work remotely and check in 
whenever we are up against an important 
deadline, it also means that our homes 
become an extension of the office.  

As many people worked from home 
during the pandemic, the feedback was 
mixed. Benefits included flexibility and 
lack of commute, but there were also many 
drawbacks. Employees missed the social 
time and human connections of a typical 
office setting. Many people described the 
loneliness and disconnect they felt, being 
at home all of the time. Both introverted 
and extroverted people have noted that 
they have become far less social and have 
lost motivation. Employees struggled 
with mental health issues, and reports of 
substance abuse and suicides rose.

While the pandemic has arguably had 
the most significant impact on mental 
health, there have been other obstacles 
in the last few years—economic uncer-
tainty, frustration with lockdowns, 
labour shortages, and major project 
delays, to name a few. Many people are 
terrified of the economy, with housing 
prices rapidly increasing and inflation. 
The world is witnessing horror and 
chaos in Ukraine, and many feel help-
less and depressed.  

Covid had made the job of property 
management more complex than ever 
– burnout in our industry is rampant. 
Budgeting has become more complicated, 
with costs rising and difficulties keeping 
condominium fees low. Lockdowns have 
caused many delays and made it virtually 
impossible to plan ahead.  
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Mental Health in Condos

Noah Johnston, RCM 
Director of Condominium Management 
Sentinel Management

Managers Managing  
Stress in 2022
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A few lessons I have learned are the 
importance of being mindful and setting 
boundaries. The world can seem like an 
overwhelming place these days, so it is 
crucial to develop strategies to decom-
press and unwind. Setting boundaries is 
critical – everyone must be able to discon-
nect from work. There are several ways 
to do this – only allowing yourself to 
check emails and work during an allot-
ted time each evening, communicating 
with colleagues and peers to develop best 
practices, and encouraging and fostering 
a healthy work environment. As a leader, 
employees need to know that they can 
come to you when they feel overwhelmed 
or struggling with the workload. Sharing 
tips for decompressing at work has really 
made a difference in my workplace. I 
always encourage my peers to take breaks 
throughout the day – stop and go for a 
walk or a drive to grab a coffee or chat with 
colleagues. Discussing mental health in the 
workplace is also extremely important.  

There are some other tricks I have come 
across that I find helpful in stressful and 
overwhelming times. Listening to music 
or watching a movie are great distractions. 
Playing sports and getting exercise are 

great stress relievers. It can be tough to find 
the motivation to get moving after a long 
day of work, but it definitely helps clear the 
mind and blow off steam. Creative outlets 
are also helpful – some people write jour-
nals or paint. Being social is a great way to 
unwind, especially now that more places 
are open and there is more to do. With the 
nice weather coming, I look forward to 
spending more time outdoors and having 
BBQs with friends and family. There are 
so many spots to explore in Ontario and 
Quebec, and the fresh air is one of the best 
ways to relax and get a new perspective. 

The last few years have been unprec-
edented, and we have a lot to learn from 
these significant changes. I hope that we 
all continue to work together to address 
mental health struggles and tactics to 
assist those who need it. n

Noah Johnston, RCM, is the Director 
of Condominium Management at Senti-
nel, where he oversees their team of prop-
erty managers focusing on development 
and education. Noah is a passionate lead-
er who helps his entire team reach their 
maximum potential and have fun. 
sentinelmanagement.com
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COVID aside, our country’s mental 
health crisis continues to escalate, and 
we have many people living in condos 
without a support network to assist 
them. This, in turn, impacts both the 
communities in which they reside 
and the manager assigned to help 
that community function efficiently. 
Chemical imbalances in the brain can 
be caused by disease, injury, aging, 
chronic stress, and even poor nutrition. 
Any resident in your community may 
be susceptible to fluctuations in their 
mental stability caused by the changes 
in their lives and overall health. But 
what about those extreme cases? As 
managers, we have all had instances 
of dealing with difficult people (so 

much so that when I was completing 
my RCM designation several years ago 
– there was an entire course offering 
on the subject). We have likely also 
had situations where you are not just 
dealing with a difficult person but a 
mentally unstable one. 

When I was 19, I worked in a North 
York condominium management office 
that occasionally had visits from an 
angry older gentleman who resided 
in one of the units. The position was 
a temporary assignment, but I vividly 
recall one instance where his behaviour 
became so aggressive towards the assis-
tant manager and myself that I asked 
him to leave the office. A few years later, 
I learned from a colleague that this man 

threw his sister off their 15th-floor 
balcony and killed her. I recall another 
instance at a different site in the GTA 
where a senior resident with dementia 
was reported missing, only to be found 
hours later in his neighbour’s bed two 
floors up, who was quite startled to 
awake to a strange man sleeping peace-
fully next to her. 

As managers, one of our primary func-
tions is to identify and seek to resolve 
issues within the corporations and 
communities we are assigned to manage. 
Just as you would recognize a potential 
building condition that could lead to 
structural concerns, a manager must 
sometimes identify a burgeoning mental 
health crisis within their community. 

Kirsten Dale, RCM 
Property Manager 
MCRS Property Management

Shining Sunlight  
on Mental Health
When and How to Help
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Where Do You Turn?
When I began my research for this arti-

cle, I went to the CAO and the CMRAO 
websites, and I was disappointed by the 
lack of resources about mental health in 
condominiums. While I am sure they are 
on the horizon, there are currently no 
links to resources or support for owners 
or managers on these websites. There 
are no suggestions on how to document 
escalating cases or anything to suggest 
that mental health is even an issue 
that managers have to deal with. I only 
found one link to the CAO’s Emergency 
Preparedness Guide that suggested 
post-emergencies, directors should 
aid in locating resources for individu-
als who have suffered either a physical 
or mental injury, including displaying 
relevant materials in common areas that 
provide contact information for physical 
and mental health services for children, 
adults, and families; providing spaces 
for relaxation in common areas with 
designated quiet areas or times; and/or 
reminding residents to be patient and 
encouraging them to behave empa-
thetically towards their condominium 
neighbours. The guide further suggests 
that a condominium board may wish to 
engage relevant professionals for advice 
or to support residents. While this is 
helpful advice for a community that has 
endured a crisis together like a fire or 
tornado, nothing provides the everyday 
manager with information on dealing 
with daily mental health issues within 
their communities. Next, I checked with 
a few managers taking their licensing 
courses and asked if there was anything 
in today’s course materials that speaks 
to mental health in condos. Aside from 
some suggestions on getting someone 
out of your office if you feel unsafe and 
a few time/stress management tips, there 
was nothing. 

The most helpful and relevant 
resource I found in my research was on 
ACMO’s website. They have compiled a 
list of links to help managers deal with 
situations within their community 
that require external support – from 
assault and abuse hotlines to rehab and 
free mental health services. These are 
wonderful resources for every manager 
to keep in their back pocket. 

But, if you as a manager are observing 
a resident sleeping in their car, or receiv-
ing complaints from a neighbour that is 
tired of the constant wall-banging from 

the unit next door, or any variation of 
behaviour that might cause concern for 
the safety and well being of the commu-
nity overall, what can you do? 

Make a Log 
As with all things in property manage-

ment, start by logging occurrences. How 
frequently did the resident wander through 
the common areas not fully clothed? Was it 
once in ten years of residency? Or was it 12 
times over a 4-month period? Involve your 
site staff if you have concerns for a specific 

resident. They may have information that 
you do not have about a situation, and 
they can assist in reporting activity that 
may indicate broader issues. 

Communicate 
Do not shy away from communicating 

with a resident you believe is struggling. 
Similarly, do not place yourself in situ-
ations where you may be at risk. But, 
if possible, find ways to communicate 
that allow you to assess and befriend the 
struggling individual so that they may feel 
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more receptive to suggestions for support 
that you may be able to offer. Find a way 
to communicate so that the individual is 
comfortable engaging with you. If they 
are not adept with technology, an email 
is likely not the answer; Pick up the phone 
or take a neighbour they trust and go to 
their door for a friendly chat. 

Know When to Seek Support 
and What Support Exists

A senior resident on the 4th floor has 
been displaying progressive worsening 
cognitive issues since his wife passed last 
Fall. He frequently loses his key fobs and 
cannot recall his parking space number 
some days. This morning you noticed him 
in the lobby heading to check his mail with 
dried blood on his forehead and a signifi-
cant bruise indicating he has potentially 
had a fall. What do you do? As manag-
ers, we must walk a fine line with private 
resident information. If his children are 
frequently in the building and you know 
them well (or have their number), a simple 
call to suggest they may wish to check in 
on their father may suffice. But sharing 
information which may provide detail on 
a personal situation that a resident does 

not want a family member to know can 
be considered a violation of privacy laws, 
so err on the side of caution if there are 
concerns. If there is no emergency contact, 
the manager may wish to reach out to local 
authorities to perform a wellness check. A 
wellness check is an in-person visit from 
one or more police officers in response to 
a request from someone concerned about 
a person’s mental health. If the individual 
needs intervention, the officers will assess 
this and safely assist in seeking support. 
The Canadian Mental Health Association 
(CMHA) is another resource that managers 
should be familiar with. This nationwide 
organization promotes mental health and 
supports people recovering from mental 
illness through peer support, recovery 
assistance, workplace mental health initia-
tives, etc. Another invaluable resource that 
CAMH offers is the Canada Suicide Preven-
tion Service which provides 24/7 support 
for anyone concerned about someone else’s 
(or their own) mental well-being. 

Advocate for Community 
Caring 

Something that all managers can do 
for their communities is help to build 

a culture of community caring. Some 
communities benefit from a Social 
Committee or Concerned Neighbours 
Club, which puts together activities to 
engage residents in positive commu-
nity interactions regularly. But even an 
annual barbecue encouraging the resi-
dents that live within your buildings to 
act more like neighbours creates oppor-
tunities for positive mental health. It 
cultivates allies for life in modern society 
and the toll it can take on our wellness. 

Actor Glenn Close is a strong advocate 
for mental health, and she was quoted 
to suggest, “what mental health needs is 
more sunlight, more candour, and more 
unashamed conversation.” Mental health 
is a real, everyday issue within any commu-
nity, condominiums included. It is time we 
gave it some sunlight and conversation. n

Kirsten Dale, RCM, OLCM, is a 
property manager with MCRS Prop-
erty Management, based in Huntsville, 
Ontario, providing condominium man-
agement services in Simcoe, Muskoka, 
Parry Sound and Haliburton.
mymcrs.com

Let us be your trusted guide to 
transforming value
Our purpose is to add value to properties by creating 
a fresh new space that is both aesthetically pleasing 
and functional. Specializing in the design-build and 
refurbishment of condominiums, high rise building 
common elements and commercial projects.

knightsbridgecontracting.com 416.740.0561
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Elevator Codes Elevator Codes 
are Changing are Changing 

The Technical Safety Standards Association (TSSA) will be 
adopting the ASME A17.1/B44-2019 code standards. Some 
major changes include systematic improvements to elevator 
door protection and emergency communication protocols. 
Matthew Sayewich, Chief Financial Officer with March 
Elevator, elaborates: “Every elevator has a sensor that detects 
if someone is standing in between the doors, so they do not 
close on them. Typically, these sensors cover the width of 
the door frame. The new code calls for 3D door protection, 
which means wider optical protection for those standing in 
front of the doors.”

Moving into further detail, Sayewich poses another exam-
ple, “Think of those automatic doors at a mall; much like 
they’re programmed to slide open upon approach, building 
elevators will require this same type of coverage to ensure 
elevator doors do not close as one advances towards it.”

The second code change pertains to the addition of one-
way video, two-way messaging emergency communication 
technology. Traditionally, elevators have been equipped with 
a phone for use by riders in any emergency. This new proto-

Is Your Property 
Ready?
Property Managers are not typically mindful  
of elevator codes and developments. However, 
incoming amendments to jurisdictionally 
adopted elevator codes (related to elevator 
safety and emergency features) will affect 
capital expenditure planning (CapEx) whether 
these are initially considered or not.

“ “The new code adoption effectively 
changes the implementation of new 
equipment. So, if a condo corporation 
considers upgrades, these changes  
could influence the cost.

1025 STACEY COURT, MISSISSAUGA, ON L4W 2X7

MATTHEW SAYEWICH, EDM-A
CHIEF FINANCIAL OFFICER

C: (416) 717-8727    O: (416) 533-1135
E: matthew.sayewich@march-elevator.ca

WWW.MARCH-ELEVATOR.CA
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col will require elevators to better support 
passengers with hearing impairments by 
mandating a form of one-way visual and 
two-way messaging communication. 
Ultimately the objective is to provide a 
more comprehensive ADA (Americans 
with Disabilities Act) compliance. 

“This mandate offers well-rounded 
support to accommodate all; thus 
including those who may not be able 
to use an audible phone,” Sayewich 
explains. “In addition to existing two-
way audio, there will be a closed-loop 
video and screen to display questions 
from an attendant. This will allow 
passengers to answer with either buttons 
or touch screen commands.”

Accommodating this visual commu-
nication may require additional 
considerations to take place. Support-
ing video communications, for example, 
may require buildings to develop an 
internal communications network that 
requires additional staff to accommodate 
technological upgrades. Alternatively, 
these monitoring requirements could 
be outsourced to an elevator contractor. 

“That is where March Elevator, for 
example, could be monitoring at the 
other end of the phone or screen,” says 
Sayewich. “This would allow direct 
communication whenever someone 
requires assistance in one of our eleva-
tors, so we can swiftly and promptly 
address the situation.”

These changes bring heightened safety 
standards and reliability to elevator 
operations. Similarly, this will require 
upgrades to existing elevators and 
further network support to conclude 
successful execution. 

Why This Matters to Property 
Stakeholders

Property owners and managers 
generally do not have the bandwidth 
to familiarize themselves with new and 
changing elevator codes. Many entrust 
their elevator contractors or consult-
ing engineers with the task of staying 
current. However, it is best practice for 
property stakeholders to be aware of all 
incoming changes, as these may alter 
budgeting plans and forecasts.

“The new code adoption effectively 
changes the implementation of new 

equipment. So, if a condo corpora-
tion considers upgrades, these changes 
could influence the cost,” Sayewich 
suggests. “For example, if a quote for 
elevator work is issued in 2021, but 
property managers have decided to 
hold off on pursuing the contract for 
a year, the original quote may not be 
accurate anymore.” 

As such, property owners ought to 
engage their elevator contractors or 
consultants presently to understand how 
these code changes will influence future 
CapEx planning.

Need a Lift?
Adapting to ever-evolving building 

codes takes time. While new safety stan-
dards surrounding 3D door protection 
and video communications are not 
currently in effect, there is benefit in 
presently recognizing how new codes 
affect project timelines, costs, and the 
impact on those that may occupy the 
building. 

Ultimately, these changes significantly 
upgrade elevator safety. However, they 
will require additional work. Even if 
property stakeholders are not currently 
planning any repairs or upgrades, it is 
in their best interest to keep up-to-date 
with new and evolving changes to eleva-
tor codes and plan accordingly. n

March Elevator Ltd. is a Toronto-
based company specializing in reliable 
elevator and lift maintenance and 
installation services. Visit them at 
www.march-elevator.ca.

Sponsored Content

“ “

These changes bring heightened safety standards 
and reliability to elevator operations. Similarly,  
this will require upgrades to existing elevators  
and further network support.
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Viewpoint

training touches on these scenarios. But, with the right advice 
and some practice, it is possible to learn to play the game and 
keep your head above the water.

Stay Impartial 
Staying neutral is a great strategy but must be done carefully 

and correctly to work. As mentioned above, managers who try 
to remain neutral can still be accused of taking sides if their 
inaction is seen as a lack of support for one side or another. If 
you are going to stay neutral, do so loudly and make it clear 
that you are not willing to get involved in a board dispute. 
If there is a deadline involved, introduce other options, set 
deadlines, and do your best to take charge of the situation. 
By showing that your interests are aligned with what is best 
for the property, these directors may respect you enough to 
leave you alone. 

Avoid Gossip
Enforcing unpopular rules is never easy, but a good manager 

should never take sides. Gossip is like a game of broken tele-
phone, and an offhand comment to an owner can come back 
to the board as a full-blown call for revolution. It is always 
better to keep your personal opinions to yourself. 

Be Consistent 
Any strategy is only as good as its execution. A manager 

needs to be consistent in how they react to problems so that 
board members and owners know what to expect and keep you 
out of the crossfire. Even for the tough cases where directors 
break the rules, a predictable manager who is seen to have the 
building’s best interests at heart will have a much easier time 
than one who gossips and takes sides. 

Any job that deals with people also deals with politics, and 
a manager’s job will always be more than the work itself. The 
best way to avoid getting stuck in a lose-lose situation is to 
stay impartial, keep the property as your top priority, and be 
consistent in your behaviour. In other words, the best way to 
play the game is to avoid playing at all. n

Eric Plant, RCM, is a director at Brilliant Property Manage-
ment Inc. and is a member of the ACMO Board of Directors. 
He can be reached at eric@brilliantproperty.ca.
brilliantproperty.ca

A manager’s job would be easy, simple, and straightforward 
in a perfect world. They would find and resolve problems 

around the property, oversee projects to 
improve the building, compile quotes and 
draft clear reports for their board of direc-
tors. Board members would, in turn, work 
together as a team, valuing the manager’s 
work and limiting their involvement to help-
ful discussion and decision making. 

Sadly, we do not live in a perfect world, and 
for many managers, the job is anything but 

simple. Despite being technical experts in their fields, the hard-
est part of the job for many managers is putting up with the 
people – and politics – that make up their day-to-day work lives. 

Navigating the political pitfalls of the job is in many ways 
harder than the job itself. Fixing a boiler is one thing. Repair-
ing a boiler when your directors are at war with each other and 
cannot decide on a contractor is quite another. What’s worse, 
in these scenarios, board members sometimes try to get the 
manager to “take sides” against the other directors. Managers 
who try to stay out of the situation can also find themselves 
on the losing side since maintaining a neutral stance can be 
perceived as uncooperative. 

Similar pitfalls can occur when a board makes a decision 
that is entirely at odds with the homeowners. A board that 
eliminates cleaning services to save on operating costs expects 
the manager to stand up for them when the owners come 
knocking to complain about uncleanliness. Managers that do 
risk alienating the owners, and those that do not may appear 
to be throwing the board under the bus.  

Then there are the rare times when board members want 
to break the rules. Some board members may “forget” to pay 
for chargebacks or locker fees. Some may even go so far as to 
try and influence elections to help themselves or their friends 
stay in power. A good manager will do their best to push these 
individuals to do the right thing but know that trying too hard 
can cost them their jobs. 

So, what can be done to avoid these pitfalls? For managers 
who have been in situations like these, it is easy to feel stuck. 
Condominium managers are not politicians, and none of our 

Eric Plant, 
RCM

Stuck Between a Rock and Hard Place
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Professional Services, Suppliers & Trades
Directory

*InVision Ev Charging Systems Inc.,  through the ZEVIP program,  will facilitate with all Electric 
Vehicle Infrastructure applications for The Request for Proposals (RFP) focusing on public places, 
on-street, multi-unit residential buildings, workplaces and vehicle fleets is now open until August 
11, 2022 (23:59 Eastern Daylight Time).*
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What You Need to Know
Tendering an HVAC Contract

how often they need servicing, and 
what equipment they maintain. If 
your building has limited equipment, 
you might not need monthly service, 
and a quarterly service may suffice. 
After you’ve gathered all this info, 
create a scope of work document to 
share with vendors.

Preventative vs. 
Comprehensive

Ensure you understand what type of 
contract is required. If a building is rela-
tively new (i.e. seven years and under), 
a comprehensive contract probably 
doesn’t make sense, given there are not 
likely to be significant repairs or costs. 
Corporations and managers would 
probably want to consider a preventa-
tive contract as the alternative for newer 
buildings. A comprehensive agreement 
covers preventive maintenance, repairs, 
and service calls on maintainable equip-
ment within one fixed price. You can 

One of the many jobs a manager has 
is the tendering of the corporation’s 

contracts. From first-
hand experience, I 
think we can all take 
a collective sigh and 
agree that this can 
be a challenging and 
t i m e - c o n s u m i n g 
process. There is a lot 

to consider with potential vendors, 
including whether they are registered 
with ACMO, their overall experience 
level, and reputation in the industry, to 
name a few.

Reputation is King
Many managers from the GTHA 

have WhatsApp group chats where 
they talk about vendors... who to 
contact for specific issues or services, 
who are considered good, and who 
they recommend. Quite often, manag-
ers work with contractors they have 

previously worked with based on a 
successful experience. Once manag-
ers find a vendor they enjoy working 
with, that relationship often carries 
over from building to building as the 
manager moves during their career. 
Therefore, reputation and knowledge 
are everything to a vendor’s success. 
And, naturally, word of mouth can be 
compelling.

Managers can use online services to 
find potential vendors based on their 
needs, review the ratings, and then post 
a tender request to the vendors they’ve 
chosen. This option lets you send the 
same information to many prospects at 
once and get more bang for your buck. 
The vendors also upload their WSIB 
and COI documents, so the manager 
doesn’t have to ask for them.

Managers need to spend time 
preparing for the tendering of a quote. 
It’s essential to understand what kind 
of contract the corporation needs, 

Your Condo | HVAC

By Kelly Halkett
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complete the HVAC GL on the annual 
budget much easier with this fixed cost.  

Also, with a comprehensive contract, 
managers need to understand which 
pieces of equipment are covered and 
which ones are not, as many vendors’ 
inclusions/exclusions lists vary. Failing 
to understand this will result in drasti-
cally different bids.    

Fewer Inclusions = Less 
Price = More Risk for the 
Corporation and Board.

A preventive contract will maintain 
building equipment through a well-
thought-out scope of work. When 
maintained properly, a proper mainte-
nance program can drastically reduce 
energy spent and extend the life of the 
equipment. If a corporation is on a 
preventative maintenance contract at the 
7–10-year mark, they should consider 
moving to a comprehensive contract. 

Inviting all prospective vendors to 
the building to look at the equipment 
is another critical component. Vendors 
need to see the current condition/
location of the equipment as this also 
could be a factor for price variance. 
Managers should proceed with caution 
if a vendor asks for an equipment list 
without a site visit, as it shows that the 
vendor might not be as invested in the 
contract as you need them to be. 

You Need to Do Your 
Homework to Get Accurate 
Vendor Quotes

When reviewing quotes with the 
board, I am sure that many managers 
can recall an occasion when a director 
immediately flipped to the last page to 
see the price. For many boards, price 
is all that matters, and that is their 
primary criteria for picking a vendor. 
However, when boards look at that 
price, it is a manager’s job to ensure 
that the price accurately represents the 
scope of work document. If a scope of 
work is not provided, managers can 
expect to receive bids that are radi-
cally different from one another, with 
varying services provided, incom-
plete equipment lists, and ultimately 
differing prices leaving the manager 
to determine what the differences are 
between the quotes.

Managers want board members 
armed in advance with as much infor-
mation as possible to help facilitate a 

decision at a board meeting. Some of 
that information could be:  

• Ask directors to submit any 
questions they may have in 
advance so the answers can be 
shared at the meeting.

• If a board cannot decide 
between two possible vendors, 
invite them both for a quick 
virtual meet and greet. 

• Supply reviews of potential 
vendors. 

• A bid summary document 
detailing at a glance who covers 
what and where the corporation 
could incur additional costs.

Before Signing on  
The Dotted Line

Managers also need to pay close 
attention, read the fine print, and 
understand how to terminate a 
contract. Nobody wants to enter a 
contract thinking it will end, but 
changes do occur; therefore, managers 
need to have a solid understanding of 
how to cancel a contract. 

The standard termination period 
is generally 60-days for all contracts; 
however, some vendors have terms 
and conditions that do not allow an 
agreement to be cancelled without 
meeting specific criteria. When enter-
ing a 5-year contract that will see the 
corporation spending considerable 
money, a little extra time and money 
spent to have the corporation’s solici-
tor review the contract is wise. The 
solicitor may want to change some of 
the wording or make the board aware 
of clauses that could make the cancel-
lation of the contract a challenge. 

Lastly, if something seems too good 
to be true, it likely is. If someone has 
a rock bottom price, they might also 
have rock bottom service.  Remember 
always to protect yourself, the board, 
and the corporation. n

Kelly Halkett is a former OLCM, 
RCM, working with Naylor Building 
Partnerships as a condominium op-
erations manager. Kelly’s property 
management background helps her 
work directly with property managers 
bridging the gap between technical 
and operations and acting as a sup-
port for managers with their day-to-
day HVAC needs.
naylorbp.com

http://naylorbp.com


RCM Profile

Mentor(s) in the industry: Warren 
Kleiner and Sonja Hodis

What path brought you to a career as 
a condominium manager? The condo-
minium industry has always been an 
intriguing and evolving one that continues 
to grow and change throughout the years. 
With this growth and the ever-changing 
ownership and directors in condomini-
ums, there is always a need for services, 
and each day brings something new.

How has your membership in 
ACMO helped you in your career? 
ACMO has brought the level of condo-
minium managers to a higher standard. 
One question that condominium boards 
ask when looking for a management 
company is the number of managers 
that have their RCM designation.

Another aspect of  the ACMO 
membership is the networking capa-
bilities that ACMO has provided over 
the years. This allows managers to get to 
know new contractors and enlarge their 
portfolio of contracts to obtain quotes 
and improve service levels to the condo-
miniums they manage.

What is one must-have skill for 
a condominium manager? Why? A 
must-have for any manager is having a 
willingness to learn. With the constantly 
changing environment that we work in, 
we are continually learning and need to 
embrace and accept the ability to learn 
and grow.

Tell us about a personal success 
story on the job. At a condominium 
that I manage, there were a few owners 
who smoked. Several of the neighbour-

directors and to my peers. There are times 
when I have worked with directors in trou-
bleshooting problems or challenges that 
come up and working through a problem 
to resolution using this knowledge.

Best business advice you ever 
received. Managers are there to manage; 
directors are there to direct.  

What recent project that you 
completed can we highlight? There 
are blocks of stacked townhomes at one 
of the condominiums we manage. Due 
to improper grading and drainage, these 
townhomes had substantial water drain-
ing back toward the homes. It had been 
this way since they were originally built 
approximately 25 years prior.  

We worked closely with an engineer 
and landscape contractors to develop a 
plan to have the drainage work corrected. 
This involved substantial regrading of 
these homes, which included removing 
many trees that provided privacy to the 
back of the townhouses.

We worked with the board of direc-
tors and owners to educate them on 
the requirements for this work. We 
also worked closely with an arborist 
to provide a list of species of trees that 
would be suitable for replacement and 
allowed owners to choose the species of 
tree they would prefer.

The owners appreciated being 
involved. In the end, the project greatly 
improved drainage and allowed for 
additional sunlight into the back of the 
homes and privacy was restored by orga-
nizing suitable tree and shrub species 
placements. n

ing owners complained about the odour. 
We tried many ways to prevent the smell 
from getting into the neighbours’ suites 
without success.

I took a step back and looked for alter-
native options to prevent the odour and 
recommended to the board of direc-
tors that they look to prohibit smoking 
from inside the building. At the time, 
this was a very new concept, and I was 
not sure if they would agree to this. 
After a discussion with the directors at a 
board meeting, they agreed to proceed 
with the implementation of a smoking 
prohibition in the building. The existing 
smokers were provided with a deadline 
to stop all smoking in the building.  

It was a resounding success, and the 
building now proudly displays that they 
are a smoke-free facility.

What’s your biggest challenge as a 
manager?  As managers, we face a chal-
lenge with new owners who buy into 
a condominium, not realizing what 
they are getting into. This creates a lot 
of stress as new owners do not know 
or understand the rules of living in a 
condominium. We then have to take a 
substantial amount of time to educate 
them on the restrictions and require-
ments of condominium living.

What’s your favourite part of the 
job? The most rewarding part of the 
job is seeing a large or complex proj-
ect completed and the end result. Also, 
watching owners enjoying the amenities 
that the condominium has to offer.

It is rewarding to provide knowledge of 
the industry experience I have learned to 

Brian Schryver
Designation(s): RCM, OLCM
Company: Pro Guard Property Management
Year entered the profession: 2005
Year RCM obtained: 2009
Other education: Business administration
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Shining a light on an ACMO 2000 Certified 
Management Firm choosing to offer a higher 
standard of service to elevate their business.

designation assures condominium corporations that we are 
accountable and provide augmented services with integrity, 
vision, and strategic planning to achieve our clients’ goals. This 
partnership and synergy strengthen the resolve of all stake-
holders – and especially the board, management, residents, 
corporation staff and contractors – to remain focused and 
committed to achieving success.

Goldview is committed to continually improving perfor-
mance and enhancing our capabilities by exploring new 
opportunities, developments, and initiatives. In partnership 
with ACMO, we provide our staff and the condominium 
corporation’s staff with the training and tools for continu-
ous growth in the industry. This forms a mutually beneficial 
relationship by creating value for our condominium corpora-
tions as we are better equipped to respond to changing market 
conditions while still focusing on each of our condominium 
corporations’ unique needs. 

The ACMO 2000 certification has assisted Goldview 
in fostering a culture that values creating solid and long-
lasting relationships premised on trust and clear and open 
communication. With ACMO at our side, we are inspired and 
encouraged to maintain and improve our high-quality services 
across all operational levels. n

Michael D. Goldrich, B.A., RCM, is the President of 
Goldview Property Management Ltd, founded in 1985. Mi-
chael entered the property management industry with a 
background in business and accounting. His financial and 
entrepreneurial acumen enabled him to develop a distinct 
approach to property management: achieving quantifiable 
and measurable results and a commitment to sustainability, 
all complemented by exceptional personal service, proudly 
instilled in the dedicated employees of the Goldview team.
goldview.ca

Goldview Property Management Ltd. has been proud to be 
ACMO 2000 Certified since May 2013. Our ACMO 2000 Certi-

fied designation indicates to our clients and 
the industry that Goldview Property Manage-
ment Ltd. is established and well-positioned to 
provide outstanding condominium manage-
ment services. The ACMO 2000 certification, 
performed by an independent international 
auditor, was achieved through a detailed and 
lengthy audit of all of Goldview’s operational 
and functional activities. 
Our ongoing compliance with ACMO 2000 

ensures that Goldview has implemented and maintains, at 
a minimum, the high industry standards which provide our 
condominium corporations, boards, owners and residents the 
peace of mind that their condominium corporation is main-
tained with consideration and attention to detail. We provide 
consistent high-level services and quality assurance by follow-
ing the Quality Management Principles while implementing 
new technologies and trends. The benefit of being ACMO 2000 
certified has supported Goldview by leading to increased expo-
sure and additional market opportunities.  

Goldview’s knowledge and resources allow us to perform at 
a superior level and meet benchmarks in key criteria relating 
to our operations, namely, Management Responsibility, Board 
Relations, Supplier Relations, Accounting, Administration, 
and Human Resources.   These components fully align with 
some of the essential functions of Goldview, and we pride 
ourselves on effectively implementing and maintaining these 
functions from an operational perspective.  

As a proud ACMO 2000 Certified management company, 
the designation indicates that Goldview and its dedicated staff 
abide by ACMO’s Code of Ethics, strategic objectives, and 
preventative & corrective measures. The ACMO 2000 Certified 

Michael D. 
Goldrich, 
RCM

SPOTLIGHTSPOTLIGHT
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Are we back to in person AGMs?

Do I really have to give her a
landscaping contract from 12 years ago?

IS THAT OWNER BARBEQUING
ON THE BALCONY?!

Can we open the patio area?

New Season, Emerging Situations,
Trusted Solutions.  
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