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At a recent seminar, I was asked
why good communication is so vital to an associ-
ation’s well being. I offered a scenario that I had 
observed with many communities. The board of di-
rectors was busy making decisions about repairs and 
upgrades to the property. The manager was busy 
conducting the business of the community and han-
dling the daily items that keep managers busy.

No one had been assigned the specifi c job of 
communicating with residents. They were getting 
their information from hearsay and the occasional 
mailed notice from the management company. While 
this method seemed to satisfy the board and the 
association manager, there was a growing feeling of 
discontent and mistrust amongst residents who felt 
they were out of the loop when it came to informa-
tion about their community and the decisions being 
made that would directly impact them.

There is a common model of a tripod that de-
scribes a successful organization. The three legs 
that support the tripod are management, fi nance 
and communication. All three legs must provide sup-
port equally for the tripod to stand. Even if two of 
the three legs are strong, the tripod will fall. If your 
community is suffering from poor communication but 
still has two good legs (management and fi nance), it 
is time to wake up your communication leg. Here are 
some ideas to help you balance your tripod.

START OR IMPROVE YOUR REGULARLY 
SCHEDULED NEWSLETTER.
At a minimum, residents should receive a quarterly 
newsletter about what is going on in their commu-
nity. Your newsletter should be well written, good-
looking and distributed to all residents and owners. 
For many residents, it is the only communication 
they will have between themselves and the board 
and management company.

PREPARE A NEWCOMER’S PACKET.
Welcoming new members to your community should 
be a priority, not an afterthought. In addition to 
the traditional “Welcome to Our Community” letter, 
enclosing the previous year’s worth of newsletters 
would be a great way to bring a new resident up 
to speed on what issues are currently effecting the 
community.

GET YOUR COMMUNITY ONLINE.
The Internet has never been more accessible or af-
fordable. Many members of your community are us-
ing the Internet on a regular basis. If the “do it 
yourself” method of getting online scares you, seek 
out help. There are many companies that specialize 
in bringing your community online.

COMMIT TO BRANDING YOUR MESSAGE.
Once you have decided that getting the word out on 
an issue is important, it is equally important that 
your message be received with clarity and consis-
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START SPREADING THE NEWS:

BY BOB GOURLEY

POOR COMMUNICATION 
CAN TOPPLE YOUR 
COMMUNITY
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tency. Your community needs letterhead, envelopes and whatever 
other tools necessary to brand your message. This is very inexpen-
sive and yields tremendous results.

GET HELP IF YOU NEED IT.
The pages of CondoManagement are fi lled with resources for your 
community. As communities across the country get more serious 
about their communication efforts, there are new resources to as-
sist you. Some are free, some are low-cost, and some even allow 
you to turn over your communication needs to them as an outside 
vendor.

Getting back to the seminar question. Why is good communi-
cation so vital to a community’s well being? For most residents, 

the investment they have made to be a member of their commu-
nity is the single largest investment they have made in their life. 
The totality of their experience as a resident of the community is 
dependent on all three legs of the tripod working to create a suc-
cessful community. That means community members expect good 
management, responsible fi nancial behavior and good communi-
cation. Anything short of that will produce a lop-sided community. 
I wouldn’t want to live in a lop-sided community, would you?

Bob Gourley is one of the founders of MyEZCondo. He also serves 
as board president of Captain’s Walk.




