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TOPIC OUTLINE

WHY?

1. MONEY

There is no excuse for an owner to not pay the dues.

There may be a financial inability to properly maintain the property. 

Remedies:

Establish fair and open uniform collection procedures.   Take legal action

 Suspend voting and the use of the amenities.

 Charge back to the owner the cost of maintenance 

2. PROPERTY

Lack of proper maintenance

Not complying with the architectural standards  

Differing perceptions of the quality of lifestyle

Remedies:

Have the knowledge and educate the owners of the maintenance responsibilities.

Know the legal basis - Establish and publish architectural control guidelines.

Impose fines, charge back the owner to resolve the problem, take legal action.

3.  VIOLATORS

People, Pets and Parking:

Remedies:

Determine the association’s responsibility and involvement. 

Know the legal basis: State and Federal Laws, Association’s Documents.

Utilize a uniform process for solving the problem.

Use effective communication and respond timely.   

            Issue fines/tow illegal vehicles/take legal action. 

            Suspend voting and the use of the amenities.  

4.  WHINERS AND TROUBLEMAKERS

Varied perceptions of responsibilities

Need for attention

Displaced anger

Remedies:

Know what are, and are not, the association’s responsibilities, educate the owners

Require that complaints must be in writing unless it is an emergency.

Don’t ever think you can please everyone - all of the time

Association leaders and managers are easy and convenient targets!

METHODS TO USE TO AVOID CREATING PROBLEM HOMEOWNERS

Pay attention to and respond timely to requests. Address the obvious maintenance needs in the community. Be pro-active and anticipate problems.

Stay in front of potential problems instead of behind them. 

Always tell the absolute truth, know and reveal the facts about the financial condition and the maintenance plans of the community.  

When asked a question, if you don’t know the correct answer, admit it and then find out the answer. Stay calm, speak positively and never engage in gossip.

Teach Owners how to complain. Create and distribute a complaint form. 80-90% of complaints can be resolved during the first stage of the process.  

Use and practice the KISSS Formula: Keep it Short, Simple and Specific. Teaching owners how to complain results in managers and board members being more effective. 

Have the knowledge of the Declarations, By-Laws and Rules and Regulations.

Understand and teach the rolls and responsibilities of the board members, the management company, if any, and the homeowners. 

Invite participation and suggest that people who constantly complain offer a solution.

Do not yield to personalities.  Have the ability to be objective and incisive in evaluating a homeowner's proposal and motives.  

Establish enforceable rules and regulations and to have in place a system to uniformly and consistently apply them. Keep the community's rules and regulations simple and straightforward. 

Do not permit your efforts as board members and communicators to become overburdened with the minor problems.  If there is a rule, restate it consciously, knowing that most members will conform.  Take necessary enforcement actions and correct nuisances promptly for the good of the entire community. 

Build support for the community and its association by having effective and timely communications to the homeowners. An open communications process must be established to encourage an information flow between the board, committees, and residents. Successful leaders spend most of their time communicating.

STAY INVOLVED AND READ MATERIALS OFFERED BY CAI 

