









	
 Home

	 Add Document
	 Sign In
	 Create An Account














[image: PDFKUL.COM]






































	
 Viewer

	
 Transcript













13600 Gulfbreeze Street Fort Myers, FL 33907



PRSRT STD US POSTAGE PAID PERMIT NO. 177 FT. MYERS, FL



Serving Community Volunteer Leaders, Professional Managers, and Business Partners



CAI ~ South Gulf Coast Chapter Partners



Fourth Quarter 2014



John C. Goede, Esq. Brian Cross, Esq.



Steven J. Adamczyk, Esq. Megan E. Richards, Esq.



ATTENTION!
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Your pavement assets need your help! Our approach will:   
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Westside Plaza II 8200 NW 33rd Street Suite 303 Miami, FL 33122 786-294-6002 Toll Free 855-331-5100



2030 McGregor Boulevard Fort Myers, FL 33901 239-333-2992



Protect and Preserve the life of your pavement and save you money Extend the life of your reserves and reduce life cycle costs Rejuvenate the molecular structure while providing rich black “Curb Appeal”



Please visit our website, www.TotalAsphalt.com and call us today, 1-888-735-8868
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… continued from page 11 Also, for those associations that have "workshops" or "planning sessions" before the board meeting, if there is a quorum present, it is a meeting as de...continued from page 19 No use flogging a dead horse. For whatever reason, some horses just aren't useful. Seems the same with some people. They never become productive members of society. They are that percentage of our population we, the taxpayers, take care of. Hopefully you have hiring practices in place so this type is spotted BEFORE you employ them. … continued from page 31 We have performed our services nationally for both national and international clients. Our ability to provide services is based on professionalism and continual education. While continually educating our clients on the latest building practices and products available. Reports include detailed explana...continued fro page 17 By appealing to the more noble cause, show them, for instance, how they might save thousands of dollars by subcontracting out upgrades rather than using hourly personnel who are being paid over time. Now you don’t pay overtime and your hourly personnel can get their routine tasks completed in a regular work week and catch up on their backlog. Reserve Advisors is an independent company that delivers unbiased opinions and expertise you can trust. Your advantage is no real or perceived conflict of interest because we do not conduct or manage replacement projects. If you are an existing partner, thank you for the opportunity to be a re-



fined by the statutes, must be noticed, minutes taken, and, if condominium or cooperative, publish an agenda and allow owners comments. It doesn't matter what you call it, whenever a quorum is present, it is a meeting, period. Turned out to pasture. In their spare time, most horses would rather be in the pasture munching on lush, green grass, feeling the sun on their backs, taking long, cool drinks from the stream, and enjoying a bucket full of molasses and oats every night. One of the rewards of a productive life is to be able to relax and do what you've always wanted to do. Hopefully, your employees have worked hard, tion of assets current condition, useful and remaining life, current day replacement cost analysis with future inflationary parameters. Our main point of contact is owner Kenneth Papson and CEO. Further articles and educational products are available and please feel free to submit a request by phone to: 239-435-9201 Principle 30 – Make the other person happy about doing the thing you suggest. Effective management and leadership require that you strive for some degree of loyalty and trust from your employees, board members, and residents. It takes time to develop those relationships. It means listening more than you talk. You can’t just come in and source. If we have not had the opportunity, please just give us a call to learn how Reserve Advisors can help your Association. Matthew C. Kuisle, P.E., RS, PRA is a licensed Professional Engineer, a Reserve Specialist and a Professional



With meeting rules in place, let the documents and the law work for you in maintaining an orderly, legal meeting.
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contributed to the success of your association, have been adequately paid, rewarded, and recognized. They are fulfilled, but now it's time to move into the pasture of retirement. You don't have to have a master’s degree in management or organizational behavior to be a great manager. All it takes is a little horse sense.
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start ordering people around. They may respond but it won’t be with enthusiasm.
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PRESIDENT’S MESSAGE



The Official Publication of CAI South Gulf Coast Chapter



2014 BOARD OF DIRECTORS President Robert C. Samouce, Esq.



As I wrap up my second term as President and will be leaving the board at the end of the year, having completed



Samouce & Gal, P.A.



my 6th year of my second 6 year stint on the board, all I



Vice-President-President-Elect



can say is what a long great trip it has been serving CAI



Gerry Renke, CAM



for about the same amount of time as our outstanding CED,



Cypress Woods Association



Treasurer William Chini, CAM, CMCA , AMS



Fountain Lakes Community Association



Secretary Ragan Votaw, CAM



Votaw Enterprises, LLC



Director Lee Dixon



Turtle Lakes Golf Colony



Director Greg Havemeier, AAI, CIRMS Gulfshore Insurance



Director Mark Hein



Hein Brothers, LLC



Director Joseph Gennaro, CAM, CMCA, AMS, PCAM Southwest Property Management Director Sarah Spector, Esq Becker & Poliakoff, P.A.



Director Mary Danitz, CAM Guest Services



Bob Podvin. As you may know Bob is working his way into retirement in the Smoky Mountains. I hear he is trying to figure out how to play up and down Mountain Golf as oppose to the much easier flatlander kind around here. I want to thank all the great board members, committee members and volunteers I have worked with while on the board. It has been great to be a part of tremendous growth of the chapter where we now have 42 super sponsor chapter partners, a sell-out annual trade shows at Alico Arena, sold out golf tournaments, monthly networking socials and educational course offerings superior in the field. You have a dedicated fantastic group of individuals on the incoming board in 2015. The Chapter is in good hands. Oh and by the way, the Chapter is fortunate in that it has recently acquired a new transitional CED to fill to void being left by Bob. CAI member Howie Ames has graciously agreed to accept the position and has hit the ground running. The chapter is lucky in that it is acquiring the invaluable knowledge Howie



Director Clifford J. Verderber, CAM C.V. Consultants, Inc.



has acquired by working over 34 years moving into senior positions in mar-



2014 Committee Chairpersons



keting and management for Sylvania. From meeting with Howie, he is ener-



Mark Hein



gized and has some great fresh ideas for Board to look at. You can learn a



Valerie Hoover



bit more about Howie in the Executive Director’s message herein. Please



Trade Expo



Managers Committee Education Marie Martel, CAM, AMS, CMCA, PCAM Lambert H. Lang, Honorary Chairman Governmental Affairs William D. White, CAM, CMCA Golf Committee



Tammy Lovecchio Finance



Cindy D’Artagnan, CPA



Chapter Executive Director Howie Ames



South Gulf Coast Chapter 13600 Gulfbreeze Street Fort Myers, Florida 33907 Telephone 239-466-5757 Fax 239-466-1818 [email protected]



welcome Howie when you get the chance to meet him. Please mark your calendar and plan on attending our next Networking Social on November 13, 2014 and the Chapter’s annual Dinner and Awards night on December 13th, 2014. Both will be at Cypress Woods County Club. Last, I want to truly thank you for giving me the opportunity to serve this fine organization over the past years as an officer and director.



Best Regards,



2320 Bruner Lane Fort Myers, Florida 33912 (239)939-4412 Toll Free (888) 386-4412



Robert C. Samouce, Esq
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2014 ANNUAL CHAPTER AWARDS Take this opportunity to take part in the nomination of chapter members and board members of the south Gulf Coast Chapter Community Associations Institute. Fill out the nomination form (below) and email to Valerie Hoover, Sentry Management [email protected]



ASSOCIATION BOARD MEMBER OF THE YEAR



To recognize that volunteer who spends countless hours to ensure that the best interests of the condominium/homeowner association are served. An individual who sets aside his/her best interest for the good of the majority. Dependable and always seeking out ways to better the association and the community.



MANAGER OF THE YEAR ~ PORTFOLIO MANAGER OF THE YEAR To recognize an individual who goes above and beyond the call of duty, who provides professional and courteous service to board members and unit owners, an individual committed to furthering the goals and objectives of the community association management profession.



NOMINEES MUST BE MEMBERS OF CAI - South Gulf Coast Chapter I wish to nominate_________________________________________________________ for Association Board Member of the Year because_____________________________________________________________________________________________________ ___________________________________________________________________________________________________________ ___________________________________________________________________________________________________________ I wish to nominate _________________________________________________________________ for Manager of the Year because ___________________________________________________________________________________________________________ ___________________________________________________________________________________________________________ ___________________________________________________________________________________________________________ I wish to nominate________________________________________________________________ for Portfolio Manager of the Year ___________________________________________________________________________________________________________ ___________________________________________________________________________________________________________ ___________________________________________________________________________________________________________ Email to Valerie Hoover, Sentry Management



[email protected]



ANNUAL CHAPTER AWARD NOMINATIONS MUST BE RECIEVED BY NOVEMBER 14, 2014
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The Official Publication of CAI South Gulf Coast Chapter



South Gulf Coast Chapter



CHAPTER PARTNERS ♦ ACE ASSOCIATION ACCOUNTING ♦ ADVANCED ROOFING AND SHEET METAL, INC. ♦ ALERT PROTECTIVE SERVICES ♦ AMERIFLOOD ♦ ASSOCIA GULF COAST ♦ BB & T ASSOCIATION SERVICES ♦ BB & T OSWALD TRIPPE AND COMPANY, INC. ♦ BECKER & POLIAKOFF, P.A. ♦ C1 BANK ♦ CARDINAL MANAGEMENT GROUP OF FLORIDA ♦ CINDY D’ARTAGNAN, CPA, LLC ♦ COMCAST ♦ CONVERGED SERVICES INCORPORATED ♦ CROWTHER ROOFING & SHEETMETAL OF FLORIDA ♦ D & G SEALCOATING ♦ DAWSON OF FLORIDA, LLC ♦ ELIAS BROTHERS GROUP ♦ FIRESERVICE, INC. ♦ GOEDE ADAMCZYK & DEBOEST, PLLC ♦ GULFSHORE INSURANCE ♦ HEIN BROTHERS, LLC ♦ HOMETEAM PEST DEFENSE ♦ LATITE ROOFING & SHEETMETAL, LLC ♦ LMFUNDING ♦ MARIO’S PAINTING OF SOUTH FLORIDA ♦ MYERS BRETTHOLTZ & COMPANY, PA ♦ MUTUAL OF OMAHA ♦ PAVESE LAW FIRM ♦ RESERVE ADVISORS, INC. ♦ R. L. JAMES, INC. ♦ ROETZEL & ANDRESS, P.A.



EXCECUTIVE DIRECTOR Let me introduce you to the South Gulf Coast Chapters new Transitional Executive Director. For the past three years, Howie has been the Principal Consultant at Ames Business Consulting where he assisted communities to evaluate and provide lighting solutions for sustainable, energy efficient, energy effective, and environmentally sound lighting solutions. With CAI policy and goals of addressing Green Initiatives, road maps were developed to include complying with current energy legislation, meet Dark Sky initiatives, comply with current energy legislation and have a positive return on investment using sound ROI formulas. He is also a certified Continuing Education provider for Community Managers with the St. of Florida Department of Business and Professional Regulation, Course # 9626359, AC #5897923 for Community Association Lighting. Howie Ames retired from OSRAM Sylvania in 2008 after 34 years of service, holding positions as National Sales, Marketing and Entertainment Manager for Specialty Products and Global Sales and Product Manager for Ultra Violet products. He brings experience in sales, marketing and quality training programs. He was a Certified Trainer for Strategic Selling, taking these concepts as well as motivational training to his customer base and sales organizations, developing programs to drive performance, improve the sales cycle and uncover strategies for complex sales cycles in demanding markets. Interfacing with manufacturing, engineering, R &D, sales, marketing, packaging and product development gained him experience dealing with financial overviews and budgets, trade show booths and marketing, new product introductions and interfacing with all facets of business, developing sales and marketing strategies and programs. On the personal side, his hobbies include golf, travel and competitive tennis, competing in national tennis tournaments across the country. Working with Bob Podvin, the Board and members, Howie looks forward to bringing his experience and skills to the South Gulf Coast Chapter to foster “vibrant, responsive and competent” community managers and associations. Developing strong education programs to maintain and advance professional skills and self-awareness will be key, along with providing networking and referral opportunities through trade shows, after hour networking socials and Chapter golf outings. Maintaining a professional magazine, being advocates to support environmental and energy efficiency policies and continuing to provide a first class trade show will always play important roles of fostering growth and maintaining a quality organization which members can be proud of, willing to commit their time and energy for harmony and responsible leadership. Join me in welcoming Howie to the South Gulf Coast Chapter of CAI.
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MAKING THE RIGHT DECISIONS FOR YOUR ASSOCIATION



♦ SAMOUCE & GAL, P.A. ♦ SENTRY MANAGEMENT ♦ SERVICE PAINTING OF FLORIDA ♦ SHERWIN WILLIAMS/FLEX BON



ROBERT C. SAMOUCE



♦ SOUTHWEST PROPERTY MANAGEMENT ♦ STROEMER & COMPANY, PA



5405 PARK CENTRAL COURT NAPLES, FLORIDA 34109 Telephone (239) 596-9522 Facsimile (239) 596-9523 [email protected]



♦ STONEGATE BANK ♦ TRAMCO ♦ TOTAL ASPHALT
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COME JOIN US FOR A GREAT EVNING OF FRIENDSHIP, DANCING AND GOOD FOOD CAI-South Gulf Coast Chapter’s



HOLIDAY PARTY AND AWARDS NIGHT SATURDAY DECEMBER, 13, 2014 DANCE TO THE MUSIC OF ‘FORECAST’ WINE AND CHEESE RECEPTION SPONSORED BY OUR CHAPTER PARTNERS 6 TO 7pm Choice of Black angus ribeye Chicken piccata Romesco crusted gulf grouper $50.00 per person Invitations will be in the mail at the end of the month. See you there Connections 34
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Professional -- Are you? By Betsy Barbieux a



B



While the debate goes on in Tallahassee about deregulation, maybe now is a good time to take a broader look at the word "professional." The name of the department that regulates the Community Association Manager license is the Department of Business and Professional Regulation (DBPR). Your DBPR license would lead one to believe you are a "professional" in managing community associations, whether they be homeowners' associations, condominiums, or cooperatives. The word "professional" conjures up certain images. Maybe the banker in the 3-piece suit, or the doctor in her lab coat, or the football player in his uniform and pads. But what image do you picture when I say professional community association manager? Granted, the concept of "professional" to someone who manages cooperatives in the Florida Keys is more than miles apart from the concept of "professional" to someone who manages an upscale homeowners association in North Palm Beach. But is there a standard to which you should strive to be considered "professional?" A standard of professional conduct, manners, and dress? Webster's Dictionary describes professional as (1) pertaining to a profession, (2) following a calling as means of livelihood; not amateur, (3) consistently following a formula of conduct. Professionalism when used as a noun is the acceptance of money for (professional) services. So far, the DBPR has considered your role to be a professional one. You are not an amateur and you use your license as a means of livelihood. You



Connections 8



are held to a standard in your conduct, the violation of which has various degrees of punishment. Your standard of professional conduct is spelled out in the Florida Statutes and the Florida Administrative Code. You review those standards to some degree every year during your continuing education classes. But what about a standard of professional manners? They are not in the Florida Statutes or the Code, but if they were, they might look like this-· Be on time · Return telephone calls promptly · Smile and make eye contact when talking or listening · Stand when someone enters your office, step from around your desk to greet them · Always offer a firm (not crushing) handshake, whether male or female · Use respectful terms, no sir, yes ma'am, please, thank you, etc. · Acknowledge someone's presence even if you can't stop to assist them immediately · Don't pass the buck, take the blame if you made a mistake · Never say, "I don't know" and walk away or hang up the telephone. Say, "I don't know, but I'll find someone who does. I'll be right back." · Never say anything negative about "the boss" to a resident or vendor; complaining to someone who can't solve the problem is wrong · Fulfill your promises What about a standard of professional dress? Would you be completely comfortable attending a surprise meeting in the clothes you have on right now? Be sure to wear the "uniform" of your



Betsy Barbieux, Professional Development Coach, Image Inside & Out, 352/728-5075, www.ImageInsideOut.com.



profession for the area in which you live. In the Florida Keys or New Smyrna Beach, shorts and a polo shirt could make up the "uniform." In North Palm Beach, Boca Raton, or Naples, slacks and a dress shirt and maybe a tie for men, or a nice pants suit or dress for the ladies will be the "uniform" for those areas. Your "uniform" must match the price points of your community, not the way your residents dress. In other words, many of your residents live in their golf shorts and shoes or tennis clothes. Just because they don't "dress up" anymore doesn't mean you don't have to. Dress to the value of your community. When thinking about a standard of professional dress, ask yourself: 1. Is the fabric of my outfit of good quality? 2. Is it clean and pressed? 3. Do my clothes fit, no tugging across the shoulders, chest, or stomach, pockets lie flat, buttons are not pulled? 4. Are my shoes, belt, day timer, handbag, or briefcase of good quality leather? In good repair? Polished? 5. Ladies, does my hosiery blend with my shoes and hemline? 6. Men, are my socks dark and blend with my shoes and trouser leg? 7. Is my hair cut and styled neatly? 8. Ladies, is my make up and lipstick finished and balanced (no makeup is unfinished and unprofessional)? 9. Men, am I clean shaven? 10. Is my breath fresh? Professional community association managers should act with professionalism. Professionalism includes standards of conduct, manners, and dress. Now would be a good time to perform a "professional" checkup using the suggestions above. Connections 33
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Quality and Service At Sherwin Williams/Flex Bon, We’re Proud To Provide You With The Most Professional Products And Services Available



Detailed Project Specifications Comprehensive Building Evaluations 5-7 Year Warranty Programs For The Most Supportive Project Involvement Call:



Caleb Spence (239)229-6649



T (239) 435-9201 (877) 401-7975 F (877) 727-3398 www.papsoninc.com [email protected]



Twitter @Papson_inc Management Companies, Managers, Board Members, and Community Members, Papson Inc. is based out of Naples Fl and services clients throughout Florida and nationally. The firm was established in 1997 with continued grown and development. Our primary vision is to provide clients with the most advanced, user friendly, and efficient products and services. Papson Inc is recognized and referred nationally and internationally by clients, mortgage lenders, managers and management firms, brokers and brokerage firms, and community-condominium associations. Our inspections have been performed on a variety of structural buildings from single family, multi family, commercial, and industrial - distribution facilities. The properties have been located throughout the country in all geographical areas. Services have been performed in large cities, suburban areas, and rural markets. The work has been performed on new and existing structures constructed with all types of building materials manufactured from national providers. National services give us the experience for local regional code enforcement practices in major cities, suburban communities, and rural communities. These services also provide the knowledge of community surroundings and cost of living. The market analysis provides the knowledge of community based economic conditions. The services identify with different construction practices and products used in different climates and geographical areas. Papson Inc. performs a variety of services including Due Diligence and Property Condition Assessments. Our service has been provided for investors who traditionally acquire buildings from 75,000 square feet to in excess of 1,000,000 square feet. We have over 17 years and multi millions of square feet of experience supporting our services. These reports are provided to clients whom are purchasing or currently own the building to determine deferred maintenance and immediate repairs in the near future and long term during their ownership. With extensive knowledge and experience Papson Inc. comprehensively inspects for structural and cosmetic deficiencies. We provide our clients the education and product knowledge to thoroughly understand the condition of any type of property assets. Papson Inc. also performs services from a financial perspective for property owners, communities, and community development districts. These services include Capital Asset and Reserve Budget Schedules. This service assesses the assets to be included in the long term replacement budget. This service provides the client with a placed in service date, useful life, and future replacement budget projected out year over year. The CARBS report lists each asset individually on a line item report. The line items have the placed in service date and useful life, based on manufacturer or contractor recommendation and personal experience. This experience in conjunction with the costs data analysis of the assets identification with their remaining life and future expenditures, allows for professional and user friendly product. The budget has a built in inflationary projection year over year to maintain the accuracy of the budget. These budgets are typically projected 10 to 30 years into the future for preventative and deferred maintenance budgets. Having the back ground and experience of more than 15 million square feet of structures and space give us the advantage to provide clients with first class products and services. Our CARBS services have been performed on communities with over 5,000 members in HOA’s and condominium associations with multiple buildings including low, mid, and high rise structures. continued on page 38
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The Private Bank For Formerly



Len Ford CPP, DBA ExVP & Managing Director 5237 Summerlin Commons Blvd. Fort Myers, FL 33907 Business (239) 745 - 5618 direct [email protected]



If You Are the Manager, You’re the Coach



[email protected]



By Betsey Barbieux All it takes is one resident moving into the community to disrupt an otherwise quiet and productive board meeting.



Board Certified



LC BB1200016



www.alertprotectiveservices.com



It is never too soon to start educating your residents and board members in how to run a smooth meeting. Residents need to know their limitations in participating in a board meeting, and board members need to know how and when to draw the line on disruptive residents. You, as the coach, should encourage your boards to establish some meeting rules, approve them by board resolution, and then publish them with your meeting notices so the residents can know the procedures for participating at meetings. Help your boards establish meeting guidelines based on the following items: Every member (owner) has the right to attend board meetings and committee meetings, except as provided by law. To be an owner, their name must appear on the deed. No person other than a member (owner) is permitted to attend a meeting unless specifically invited or permitted by the board or committee chair. Every owner shall have the right to speak at a meeting on each agenda item, subject to the rules set by the board. (Condominiums and Cooperatives only. There is no statutory requirement for Homeowners' Associations to let their owners participate in a board or committee meeting.) Owners may be required to sign in at the beginning of the meeting if they want to comment on an agenda item and note the item on which they will be
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commenting. Let owners know if their comments will be heard at the beginning of the meeting, or as each agenda item is introduced, or later in the meeting. Let them know how long they may speak, that they should stand when speaking, and that they should walk forward to a designated place in front of the board. Owners need to be reminded that their remarks must be confined to the merits of the agenda item. Owners may not speak until recognized by the chair and all comments are made to the board, not to the other residents present. Owners may not make motions or second motions at board or committee meetings. After the "Owners' Comments" portion of the meeting is concluded, owners may not make additional comments or participate in further discussion. Guidelines for audiotaping or videotaping should be clearly stated. Those guidelines should include information on when such devises are be in place, that such devices are stationary, the amount of required advanced notice to the board or manager for taping a meeting, and whether or not a copy of the tape must be made available to the association after the meeting. No person will be allowed to move about the room to facilitate the recording. The taping should in no way be distracting. Let your owners and board know that any person failing to comply with the meeting rules may be ejected from the meeting at the sole discretion of the chair, or if the documents provide, such person may be fined for failing to comply with these rules, or the board may



take whatever legal action is appropriate against any person who fails to comply with these rules. Some things to remember when coaching your board: Owners may comment ONLY on agenda items. They may not bring up new items, maintenance issues, or complaints about their neighbors. Be consistent with the meeting rules. If you time one owner's comments, you have to time them all. Use an egg timer, stop watch, or hour glass to time owners' comments. Using your watch is ineffective. The President needs a gavel. He should not hesitate to use it. With very few exceptions, board members should not respond to owners' comments. Board members (and owners) need to be reminded that the allotted time is for "Owners' Comments." It is not a time of questions and answers, or dialogue, or arguments. The President should politely say to each owner after their time is up, "Thank you for your comments. You may sit down now." Note: For those associations that have a "Good and Welfare" or "Owners' Forum" or "Q and A" section in the board meetings, be sure those are done either before the meeting is convened, or after the meeting is adjourned, and that a quorum of your board is NOT present. Otherwise, you are having a meeting that must be noticed, and minutes taken. In addition, if you are a condominium or cooperative, you must publish an agenda, which is impossible to ascertain ahead of time. ….continued on page 38
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GETTING ‘SMART’ ABOUT TELECOM SERVICES Property owners, managers find savings, hidden revenue in smart communities



By Leo Delgado, President of Converged Services, Inc. convergedservicesinc.com Today’s telecommunications service providers, and the world in which they operate, have changed dramatically in recent years. A decade ago, these providers were mostly large networks delivering fixed-line phone services to a home. Since then, many have greatly diversified services, offering not only IP -based landline connections, but also Internet access, mobile connectivity, and entertainment media such as video streaming and cable TV. Along with service diversification, homeowners and apartment dwellers have come to expect faster, more reliable connections for their communications and entertainment. They want better cellular coverage, lightning-quick Internet speeds, online security and more entertainment choices — often for less money. For property owners, managers and HOAs, the proliferation of smart devices — phones, tablets, phablets, laptops, and now watches — is changing how they “wire” and market properties. And the number of devices is only growing. According to Cisco, we can expect 50 billion Internet-connected devices worldwide by 2020 — more than seven times as many smart devices as people on the planet. For successful properties, meeting the digital needs of homeowners and renters is now an imperative, but also a huge challenge. The telecom industry is neither simple to navigate or understand. The rules, technology and partnerships are changing rapidly. Yet, property managers, association boards and developers are being asked to find smart, cost-effective solutions to the complex issues surrounding today’s digital lifestyles. CSI TO THE RESCUE At Converged Services, Inc. (CSI), we have built our business on simplifying the complexity surrounding the telecom world. As the nation’s largest and most experienced negotiator of telecom agreements — phone, Internet, video, cable TV, cell and security — for residential communities, our Fort LauderConnections 12



dale-based company specializes in pulling together the best deals possible for our clients. Moreover, we help them tap into hidden revenue streams, such as cellular antenna services. Since 1998, we have represented over one million residential units and secured more than $200 million in savings and earnings for our clients. TROUBLE IN PARADISE: A CASE STUDY Take the example of a large South Florida community, preparing to lease a five-story tower. Prospective residents, while touring the building, checked their cellular signal bars — or lack thereof — and said they wouldn’t rent without strong cellular coverage for phones and tablets. Others complained that only one TV, phone and data provider was available in the building, the result of an exclusive wiring and marketing arrangement between the property owner and provider. Worse, the local municipality refused to allow the owner to open the tower because first responders were unable to get 800megahertz signals throughout the building. This scenario underscores some com-



agreement with a second provider of TV, data and phone services. This provider installed new cabling for the building and a sizable door fee with ongoing revenue share, which gave residents the choices they demanded. The new provider also offered residents discounts for bundling cellular services with its traditional services. This included offering residents a variety of services, such as set-top boxes, via a local mobile store. Next, a Wi-Fi and cell boosting service provider was brought in to expand wireless coverage, all within the confines of current marketing and access agreements. Finally, rooftop rights were leased to a cellular tower provider, generating new revenues for the owner.



3501 Del Prado Boulevard, Suite #204



Mathew Mathew Durant Durant



From the developer’s perspective, it was a perfect solution. The residents now have the services, coverage and choices they wanted. The owner can open the building with the blessing of the city. In the future, the owner will better understand the infrastructure requirements and revenue opportunities. The providers also benefit from enhanced exposure opportunities to residents, translating to more revenue.



Join mon your issues friends that communities and co-workers now face at in packaging Internet, cellular, seNO FEE FOR SERVICES CAI’s SouthTV, Gulf Coast Chapters curity and phone services. For owners, should they continue to build a traditional infrastructure of copper, fiber and coax and also install Wi-Fi and distributed antennae systems (DAS) for cellular coverage? How do owners recover lost revenues typically generated from provider revenue share programs, if residents choose to ignore the provider’s marketing efforts? Which providers will offer the best service deals, and how would you know? How do residents know if an owner will support their digital lifestyle in the future? All are important questions that beg for answers. Here is how we solved the massive headache for the troubled developer mentioned above. The first solution was to negotiate an



The best news of all is that CSI doesn’t charge a fee for our consultation and negotiation services. Our company works strictly on a contingency basis, so we are only compensated from the savings and revenue we generate for clients. Finally, CSI is able to negotiate the best deals on service contracts, in part because we maintain a nationwide network of builders, developers, apartment complexes, condominiums and HOAs. The large network allows us to keep service costs down. Favorable telecom deals are not just for higher income communities, either. With our guidance, any size community can become a smart community with a full range of telecom services that residents want and owners can afford.
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Have You Thanked Your Manager This Month? By Betsey Barbieux Now is the time of year to reflect on the things and people for which we are grateful. Residents and directors of community associations could add to their "I am grateful for" list the managers who serve them and their associations. Here are some of the reasons why: Managers assist directors in handling hundreds of thousands up to millions of dollars worth of property. You warn directors who are about to make wrong decisions in managing those pricey assets. How hard it must be for you to watch directors make costly mistakes. Thank you for patiently working with directors to undo the damage. Managers understand the documents and requirements of the law. Thank you for all the times you tell directors to get legal opinions before they proceed with an uncertain course of action. Whoa to the board who is too cheap to spend the money for attorney's fees or that does not heed the advice of counsel. Managers are bound by their license to be certain all the association funds are placed in the proper accounts. Thank you for all the times you keep the board from making terrible mistakes when they wanted to "move" money around from reserves to the operating account. Managers have to look to the future and anticipate capital expenditures for balcony and concrete restoration. Thank you for the manager who will only work with an association whose reserves are fully funded. Managers deal with people, pets, parking, and the pool all day long. Thank you for being a therapist, veterinarian, and parking and pool monitor. Managers understand that rules enforcement is part of living in a community association. Thank you for reminding residents and directors that enforcement of violations are in the Connections 28



course of business and are not to be taken personally.



can enjoy the pool, golf course, clubhouse, and tennis courts.



Managers know it is wise to move quickly to foreclose a lien or sue a resident for a rules violation. Thank you for stepping in and doing the hard work so residents do not lose the enjoyment of living in their communities.



Managers know how to compare apples to apples and oranges to oranges. Thank you for all the money you save us by your reviews and recommendations of our CPP insurance and lawn maintenance contracts.



Managers have residents call them all times of the day and night when they should be calling the police or locksmith. Thank you for all the times you answered your telephone and helped even when it wasn't in your contract or job description.



Managers know all the dates required by law for board meeting notices, recall procedures, and annual elections. Thank you for reminding us of those so we stay out of court. Managers know and love their residents and take a special interest in them. Thank you for calling me about my mother and letting me know she wasn't doing well so I could come help her. Managers understand budgets, reserves, financials, and the difference between "fully funded" and "fully funding." Thank you that we can depend on you and don't have to know about such things.



Managers work hard during the off season to maintain the common area so residents' investments will increase. Thank you for being able to come home to a beautiful community every fall. Managers have to learn conflict prevention and negotiation skills. Thank you for the times you did not yell back at a resident who was having a bad day. Managers take 20 hours of classes every two years to keep up with the new laws and changes in their industry. Even though we miss you when you are gone, thank you for keeping yourself current on community association management. Managers know that with each election of directors, their contracts could be cancelled. Thank you for not bailing out on us when your future seemed uncertain. Managers go over and above the requirements of exercising due professional care by taking a personal interest in our associations. Thank you for your good will and devotion to our community. Managers interview and consult with experts, engineers, contractors, vendors, attorneys, and accountants. Thank you for doing that for us so we



Managers can often quote the statutes and documents verbatim. Thank you that we don't have to know what 617, 718, 719, 720, and 721 are, or that the declaration contains restrictions that "run with the land", or that the articles of incorporation and by-laws govern the business of the association. Managers deal with many ethnic and religious groups, are often bilingual, and have to be aware of customs and practices of their overseas residents. Thank you for being a terrific international diplomat. Managers sometimes have to act as the referee at board meetings and annual elections. Thank you for stepping in and reminding us to act like adults and be civil to each other. Thank you for being our manager! Happy Thanksgiving!
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Over 15 years’ experience in common interest realty associations



Providing Prompt Professional, and Personal Service



6369 Bethany Ave. Fort Myers, FL 33919 Phone:239-277-1040 Fax: 239-277-1019 Email:[email protected]



Audits, Reviews, Compilations, Tax and Consulting
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RESERVE ADVISORS provides expert advice for Florida Associations By Mathew C. Kuisle, P.E., RS, PRA For community association Board Members, Managers (CAMs) and owners who are interested in maintaining a superior community, reserve studies are an essential planning tool. A reserve study provides assurance to property owners that future major property expenses are identified and that a funding plan is in place to pay for those expenses. By budgeting for capital improvements, the community will continue to maintain is value and aesthetic appeal. “A well-prepared reserve study can avert special assessments and supports a harmonious community,” explains John Poehlmann, principal and co-founder of Reserve Advisors. “When a community has a professional reserve study that identifies a timeline of repairs and costs, you eliminate squabbling over reserve budgets and focus on maintaining the community in excellent condition.” Reserve Advisors is committed to providing each property with long-term thinking and everyday commitment. Our value comes from the highly experienced engineers who apply their knowledge and expertise to your property. As the nation's largest provider of reserve studies, we deliver customized, detailed budget planning tools that guide our clients in fulfilling their fiduciary responsibilities for the maintenance, operation and longevity of their properties. Local Experience – As the industry leader, we've conducted thousands of studies. We’ve worked in 48 states and on six continents. Locally, Reserve Advisors has worked with more than 1,000 clients in Florida – And
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we’ve conducted countless reserve study updates for those clients since 1991. During our 20+ years of conducting studies in Florida, we’ve learned the unique effects that our environment has on buildings and infrastructure. The beautiful Florida sunshine brings with it harmful UV rays that not only hurt our skin, but can quickly degrade petroleum products like pavement and many roofing materials. The UV rays are also harmful to wood, plastics, fabrics and other materials and can sometimes create a need for repair or replacement after only months of installation. Couple the UV degradation with our proximity to water (everywhere) and the result is higher maintenance costs and shorter useful lives in Florida when compared to other parts of the country. Florida Boards MUST take those factors into account when planning their reserve schedules. Another unique issue in Florida is the requirement that condominium associations set aside funds for roof replacement, building painting, pavement resurfacing and any other repair or replacement expense with a cost exceeding $10,000 (FL Statute 718.112). This creates a unique legal obligation for Boards of Directors in addition to their obligations as a fiduciary of the Association. Our experts help Boards navigate those requirements and minimize claims of any financial mismanagement. Responsive Professionals – Our professionals begin by researching your property and listening to your concerns. As your long-term partner, we welcome your call anytime during or



after the study at no cost. Each Reserve Advisor professional you work with has a degree in engineering and has also earned accreditation as a Reserve Specialist (RS) or Professional Reserve Analyst (PRA). Your partner is a professional who has a deep knowledge of the principles of engineering, condition analysis, cost estimating and reserve funding. Valuable Reports – Reserve Advisors is the only provider that includes a comprehensive narrative that provides a condition assessment of each common element and gives expert recommendations on repairs, replacements and maintenance. The report includes helpful schematic drawings of key components such as roofing and asphalt pavement systems that educate and prepare the board and manager for their capital projects. We deliver important information on best practices for replacement projects. In short, a Reserve Advisors reserve study gives you industry insight and specific, actionable information, custom to your property, so that you can easily compare contractor bids and confidently negotiate the best prices on future projects. Clients tell us this information saves them a significant amount of money. These features and benefits are unique in a custom, comprehensive study and not found in standard reserve studies. Quality Throughout – Each of our studies is individually researched and written, then reviewed by our multidisciplinary team of industry-accredited engineers and our Director of Quality Assurance. continued on page 38….
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Changing Jobs By Betsy Barbieux



It was a great job. You had been the general manager for almost a dozen years at an association in one of the most beautiful parts of Florida. All your key employees had been with you at least ten years. You worked together like a well-oiled machine. You were attentive to your board of directors, and they trusted you. You respected them, and they let you do your work. You made most decisions without guidance from them. You weren’t particularly interested in changing jobs. But the thought of a challenge (and as it turned out, challenges) motivated you. The challenges? Manage a bigger association. Use your real estate license. Step into the shoes of the previous general manager who had been there 27 years and was very, very well thought of by the owners, board of directors, and employees. Board members who wanted to be involved in the decision making. Employees who had worked together for years. Employees who knew their jobs. You did not. Then there were the obstacles to overcome. The main obstacle was you. Your first career was 30 years in the military. That alone has its own positives and negatives. Your former employees knew what you expected of them. They knew what to expect of you. Your former board members let you make most of the decisions. You were used to being in charge! Now, you’ll be the new kid on the block, and no one cares how you used to do it. Now you’ll have to stop, ask questions, and wait for answers. With really big shoes to fill, you stepped into the challenges. Somehow, you found a way to step over and around the obstacles. Actually, you think you could rewrite some of the pages from How to Win Friends and Influence Enemies by Dale Carnegie. What a change of pace this was 24 Connections



for you. From go, go, go to ask, wait, listen. Using Dale Carnegie’s book as a backdrop, here are some lessons learned: Principle 4 – Become genuinely interested in other people. Make it a point to get to know the employees and the board and to find out what they expect. Ask questions. Observe and learn how things had been done in the past.



best of an argument is to avoid it. Learn who the main players are among the board and employees. Observe which ones are passive decision makers and which ones like to argue. Choose your “battles”. In this case, since everyone seemed pretty satisfied with the overall operations, it would be counterproductive to take the aggressive position of making drastic changes all at once. That would surely prompt an argument.



Principle 8 – Talk in terms of the other person’s interests. In this case, by appealing to the owners’ interests of wanting their investments to appreciate, they decided to put more effort into and spend money on maintaining the building. This happened when they were encouraged to look at the bigger picture, not just the details.



Principle 13 – Begin in a friendly way.



Principle 9 – Make the other person feel important – and do it sincerely.



Look through previous minutes to learn from the past. What issues had arisen? What motions had been proposed? Which ones passed and which failed? With what parts of their documents did they have most problems? Which parts had been amended the most? What rules and regulations were in place? Why? What were the events that led to the promulgation of those rules? Listen to the employers and owners tell of days past.



In this case, the maintenance department manager had been there since the buildings were built. He knew every inch of the property inside and out and knew the detailed interiors to every unit. He was the unofficial leader of the staff – which was not a bad thing. He had great influence with the other department managers – front desk, security, rental, accounting, and housekeeping. The owners loved him. Gaining his trust and loyalty were important. Developing a good working relationship meant asking for help instead of demanding it. A pivotal conversation with the maintenance department manager occurred when you acknowledged his influence and leadership with the employees and how they looked to him as their leader. His influence and leadership with the employees was a positive and not something to threaten you.



After (and only after) you take plenty of time to look at the overall operations and maintenance should you begin to suggest changes. Principle 17 – Try honestly to see things from the other person’s point of view.



Principal 19 – Appeal to the nobler motives. In community association management, the more noble cause would be the wise use of operating funds rather than continuing in the mind set of “this is the way we have always done it” or “our maintenance staff can do that and save us money.” Continued on page ….38



Principle 10 – The only way to get the Connections 17



The Private Bank For Business Formerly



Complete Lockbox Association Ser vices System (CLASS) Association Loans:



No Personal Guarantees No Liens placed on units Low Closing Costs Competitive Rates Lines of Credit to Fund Wind Storm Deductibles Loans for Repairs and Improvements Insurance Premium Financing



Lockbox Services



Payments Stopped Automatic Exception Processing Interest on All Association Accounts CDARS F DIC Insured Deposits to $50 million Complete Online Interface Online Payments Accepted



FIVE STAR BAUER RATING Boca Raton  Coral Gables  Coral Springs  Doral  Englewood  Fort Lauderdale  Fort Myers  Jupiter Naples  Pine Island  Pompano Beach  Sarasota  Tampa  Venice



Contact: Mary Danitz  239-849-5726 www.stonegatebank.com
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Horse Sense By



Betsy Barbieux



Your office staff is just like a stable full of horses! Really! Alex Hiam, noted leadership development author and consultant says so in his book, Making Horses Drink. Imagine a stable full of stalls. Each of the stalls has a horse in it, and those horses are powerful beasts. (After all, that's where the term "horsepower" comes from.) But most of the time, those horses are doing little or nothing. Left to its own devices, a horse likes to stand around and munch hay. It doesn't look for heavy carts to pull, races to run, high fences to jump, steer to rope, or people to give rides to. . . . Organizations are like that too. They may have a great bunch of people on their payroll, a winning "stable" if you will. But without the right touch on the reins, the business produces little more than a stable full of horses. (In fact, like a stable, it actually consumes in its resting state. Anything it produces is waste product, to put it politely.) So if managing people is similar to harnessing the energy and power of a horse, we could probably make some leadership analogies using "horse" clichés. Horsepower. Equals man or woman power. You and your staff make a team, just like horse and rider. The horse has the power; the rider has the reins. You can't do your job without involving others, whether that is staff or vendors and contractors. You're only as good as your man or woman power. Don't look a gift horse in the mouth. Horses respond to kind, encouraging 22Connections



words. They enjoy a pat on the neck or a vigorous scratch on their withers. In other words, be grateful for the team you have and let them know. Be sure you speak kindly to them and about them. You shouldn't pet or scratch them, but a little praise goes a long way. Be sincere and don't go overboard or you'll scare them. You can lead a horse to water, but you can't make him drink. Just like the horse trainer, you, as the manager, are responsible for adequate training, correction when needed, reasonable pay and incentives (food and water), and a safe workplace (stable). If, after a reasonable time of orientation and training, your employee doesn't handle her job adequately, you have either the wrong person in the wrong position, or you have a discipline problem. Some horses were born for the fast track, others for the slow mountain trails. Hopefully, you have skill assessments in place so you hire the right person for the right position in the first place. Don't put the cart before the horse. Too much responsibility too soon, coupled with too high expectations too soon, only makes for frustration in both horse and rider. Sixty five percent (65%) of your employees will need more time and instruction to "get up to speed" in their position than the other 35%. Horse sense. Horses are like people. Some are smarter than others. Most all horses have enough sense to shy away from snakes. But come to a stream, some horses jump over it, others



walk through it. People are the same. No two horses have the same "horse sense" and make the same decision. Similarly, your employees don't have the same "common sense" as you. They'll never "figure it out" the way you do. Going to the waterhole. Sometimes it's just time to go to the barn and start over tomorrow. A productive day should be rewarded with adequate rest and socializing. Both are essential for a productive day tomorrow. There needs to be time to stop every day; at quitting time. The grass is greener in the other pasture. Horses always want to eat the grass on the other side of the fence. Despite the fact that it's awkward to crane her neck around the boards and wire and despite the fact her long silky mane gets rubbed off, it's her nature to think things are better "over there." You'll always have a few employees who can't wait to leave for imaginary greener pastures. Unlike horses, you can open the gate and let them go. He's feeling his oats. Horses have attitudes. They have good days when they are full of energy and will respond willingly. They surprise you with what they'll do. But they have bad days too when all they do is nip, stomp, and kick. Much the same with employees. A wise manager knows how to read the moods of his employees and can wait until a better time to press for performance. If the bad mood persists, you'll need to explore if it's a medical problem or a discipline problem. ….continued on page 38 Connections 19



Comcast Expanding Southwest Florida Bulk Center of Excellence



By Christian Diener, Comcast Florida Senior Director of Commercial Development



As part of the company’s ongoing commitment to its customers, Comcast is currently hiring to expand its Bulk Center of Excellence (COE) in Southwest Florida. Located in the Comcast facility in Gateway off Corporate Lakes Drive in Fort Myers, the Bulk COE is staffed by customer service agents trained specifically to assist customers living in select “bulk” communities in Southwest Florida and across the country where cable, internet, home security and/or phone services are provided through a community association. Comcast has already hired and trained 30 new customer service agents to staff the expanded Bulk COE. By the end of 2014, the company will be hiring a total of 200 new customer service agents and 20 leadership positions and continued growth is anticipated into 2015. Florida Governor Rick Scott helped Comcast officials make the official an-
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nouncement expansion at the facility back in June. The Bulk COE in Fort Myers first opened two years ago as a unique way for Comcast to address the distinct needs of its bulk customers. Because its specially trained agents work with bulk customers every day, they are more in tune to their needs and better able to serve them.



ments for customers, including shorter wait times and the ability for customers to have needs concerning all their services, including cable, internet, phone and home security, addressed by one customer service agent.



In addition to its commitment to bulk customers, the Bulk COE expansion also shows the company’s commitment to the state. Comcast employs more Training for Bulk COE customer service than 16,000 people across Florida operagents is intensive and thorough. An ating out of approximately 306 total employee in a typical call center under- properties, including 5 Comcast Call goes five weeks of training. At Comcast, centers, Telemundo and Golf Channel an employee that transfers to the Bulk Headquarters, 1 NBC and Telemundo COE will need to undergo an additional owned and operated stations, and Unieight weeks of training. Employees new versal Studios Theme Park. In addition, to the company undergo 21 weeks, alin 2013 Comcast and NBCUniversal most half a year, of training to work in spent more than $2.6 billion in Florida the Bulk COE. on capital expenditures, taxes and fees, employee investment and community This facility and specialized training are investment to Florida non-profit organialready yielding noticeable improvezations.
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