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. the association"What are the benefit
outweigh the costs?




We continue to hear about association web sites working against the assog-
ation such as the following: “The site never 9ets used.” “It doesn't have
anything useful, just marketing information.” “The resident who built it left
the community and/or they no longer want the responsibility to maintain it *

The Top Ten Reasons

“No one knows how to updateit.” “Our association doesn't have an official | . TO M ake

web site, but a disgruntled resident started their own.” “I've been to our as- , - 1 M

sociation’s web site, but | can never find what I'm looking for, there isn't B enJ amln oore
even a site search.

If this sounds familiar or you're wondering how to avoid these issues aris- Your : S ource

ing within the board, the committees, the manager, staff, and membership,
the good news is that with careful consideration and a fittle bit of legwork,

You ¢an gain an insider’s knowledge of web sites that work for you and not
against you.
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The reason why community associations are going online is that the Web
€an be an efficient tool to conduct association business and 0 communicate
with residents_ Considering a new deck this summer? Are you woridering
where and when the next board meeting will be held? Would you like 1o
submit an item to be considered for the upcoming agenda? Do you need to
Pay your association assessments? These tasks and a whole lot more can he
accomplished through an association web site at anytime of day or night re-
gardless of how busy the phone or limited are the posted hours at the man-
ager’s office.

A growing majority of Americans have access to and use the Internet rou-
tinely as part of their daly lives,. Yes, there will be residents that say they don‘t
have a computer But don't let this block the advantages to be realized by the
majority of homeowners. A of last year, nearly 65 percent of all American
households have 4 computer and access the Internet (f you factor in a col-
lege degree or otaj household income of $75,000 or more into the statistics,
that number Jumps 1o over 82 percent.
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Managers of communities with web sites receive less calls and requests
from owners. Just magine if you could experience what some managers say,
“Our call volume has been cut in half.” Even though somie of those calls are
replaccd with e-mail, that's sl good news to manaqers since what used 1o be
a fifleen minute call , now Just a couple of minutes for e-mail correspon-
dence Quick Tip: Ad Frequently Asked Questions (FAQ) page to your web
site and set up template a-mail fesponses to those frequently asked qQuestions
that you receive dectly. Be sure to include Inks to any supporting documents,
instructions, and forms on the Web, othenwise you're stilf going to eventually
get that call

Postage and prnting costs can he virlually eliminated from an dssociation
budget by making Governing documents, newsletters, and important asso-
ciation information available online. Rather than printing and railing your
newsletter, why not post it online and e-mail it to the membership using an

Integrated mass e-mailing capability which can be found in more advanced
assodiation web site applications.

AT SN R

Web sites can easlly generate revenue in the SaMe manner an assodation
newsletter has done for decados. Whether the revenue comes § rom company
sponsorships or advertising from, for example, your local real estate agent, a
few tastefully placed acs il not dutter or deter from the usability of the site.
In addition, you can give value to homeowners by creating a separate classi- ¥
fieds section 1o be usad by not only advertisers, bt for residents who wish to
sell that red leather chair. You can intersperse ads throughout the site or create
a small banner ad. In either case, this can amount to real dollars: one 1,100-
unit community in the Washington, D.C_ area charges $1,000 per year for a
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full page ad (and they have several).

Iniangible:

Less time on the phone handling routine matters or printing and
preparing mailings, leaves more time for managers and staff to deal
with important association business, where their skills and training can
be more fully utilized.

Additionally, providing timely information online for residents and
providing the ability so that they can help themselves to the information
they are seeking, as well as the conveniences associated with doing
things online lead to improved levels of resident satistaction with the as-
sociation management and board. Simply stated, it's a win-win formula.

A well-designed web site can also serve to represent the community
to prospective buyers and pick-up in selling the important aspects of
your community, where your local real estate agent may leave off.

S[RIG/ANR]
EXTERIORS

Masonry Restoration Painting
Caulking Pressure Cleaning
Waterproofing Tuckpointing
Dryvit Repair Balcony Repairs
Carpentry Wallcoverings

General Contracting

Serving Communities for Over 20 Years.

Commercial Builldings
Hospitality & Resoris
Assisted Living &
Retirement Communities
Condominiums
Apartments
Churches

7@@3 7/©5=1010

www.americanedieriors.com

14 Quorum™

Whlle havung a web site makes sense for many (perhaps even most)
associations, there are some situations where developing a web site
rnight not make sense.

Cosf

Some associations have found they can actually generate enough in-
come to offset the cost of operating their web site. Others have decided
as a matter of policy not to accept paid advertising. In any case, for most
associations there will be some cost associated with developing and
maintaining a web site. This cost has to be weighed against the benefits
to managers and association members. The actual monthly costs can
vary widely, depending on how elaborate the site is and the level of
functionality (i.e. features) it provides. For most associations, however,
the cost turns out to be “pennies” per day for each unit. Also, be sure
to factor the costs into your association’s budget.
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There IS No getung afound the fact that an association web site re-
quires some “care and feeding” and that somebody’s got to be in
charge of ensuring that information on the site is current, accurate, and
useful. This function could be contracted out, assigned to an association
volunteer, or added to the duties of existing management staff. The trick
is to have a web site that is so easy to manage that routine updates and
edits do not become a burden. Nevertheless, some time will be required
to keep the Web site fresh and relevant to association members' needs.
Just make sure you know who that person is!

s PREEERS

Every association that 1s considering creating a web site has to assess
whether association members will actually use it. For example, do the
majority of members have access to a computer, either at home or al
work? Are they sufficiently comfortable with taking online surveys, read-
ing newsletters online, interacting with management online, etc.? Stud-
ies have shown that older populations tend to be less computer literate
than younger ones. However, even that is changing. Many retired peaple
who had not previously used computers are now learning to use them so
they can e-mail with their grandchildren and surf the web to learn about
travel or hobbies. While no one knows for sure how many people in a
given community are capable of using a computer, one thing is for cer-
tain: whatever the number is today, it will be greater tomorrow!

Finally, size does matter. For example, a very small association may
find that it is easier and more cost-effective to communicate with its
members using traditional means. Where the “break- even” point is, is
hard to say; there are cases where a four-unit town house development

has found that a web site has proven to be extremely valuable to its
homeowners.

Watch out for Web developers, enthusiastic volunteers, the “kid in the
basement," or service providers that make promises. They should be able
to clearly demonstrate a fully functioning web site to meet your needs to-
day! With the change of pace in Internet technology, if they aren’t where
you need them now, they probably won't be there tomorrow, literally

208 ot 4‘ :
So whats the bottom line—does creatmg a web site make sense for
your association? As we said earlier, like most business decisions, it is a
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matter of adding up the costs versus the benefits. The side bar accom-
panying this article shows how you might go about it. First, estimate the
savings that would likely accrue from having a well-designed site: re-
duced calls to the management office, lower printing and postage costs,
faster collection of assessments, and much more. Then, subtract the
vendor fees for leasing software and hosting the site and the adminis-
trative cost for managing the process. Next (and this is often over-
looked), figure out what additional revenue might be generated from
sponsorships, advertising and online classifieds. This will lead to a realis-
tic expectation of the true cost of operating your site. However, the
missing element in the equation, and the most difficult one to assess,
are the "intangibles”—alf those ways that a web site would increase
management productivity and improve resident satisfaction.

OTHER THINGS TO KNOW

Important Legal Concerns

Community associations must be aware of potential legal hurdles
that an association web site presents. Primarily, the legal concern is in re-
gard to the accuracy and privacy of information posted. This concern
may be overcome by making sure that all information is accurate and
that your web site has industry standard practices in place to safeguard
private association information or information about residents.

The association should develop a web site policy (as it should for pub-
lication of its newsletter) that addresses the Terms of Service, Rules and
Regulations, and Privacy Policy. All policies should then be posted and
made available from the site.

Form Follows Function

Community association web sites are great tools for finding out
what's happening within an association or to conduct association refat-
ed business when the need arises. Don't obscure these two primary
functions with “Recipe Postings" or other silly stuff. You'll lose the true
value of having a web site as residents try to wade through the “fluff"
to get to the gold.

Three Clicks or You're Out!

Nothing will sink all your efforts faster than a web site that is cumber-
some to navigate, overly complicated, or one where residents can't find
what they are looking for. If a resident can't find the information they
are seeking within three clicks, then they won't come back and they'li
resort to their old habits of phoning.

Avoid site designs where you're forced to continually dlick to reach in-
formation buried within category after category. The display of informa-
tion should allow for easy skimming with links to more detail if the
reader is interested.

Important Note: no matter how well-designed and organized your
web site, given the unpredictable quantity ~ a comprehensive site search
is an essential web site feature to ensure that they find what they are
looking for.

Ask the Experts

Seek out an assodiation web site service provider that specializes with-
in the community association industry. They can save you tremendous
time and expense in setting up a web site to meet your community’s
needs. After all, you wouldn’t build your own word processor, so why
build your own web site from scratch.

Association web site service providers have been there and will be
able to guide you through the process from start to finish, as well as of-
fer their insight into what works and what to avoid. They can also pro-

Why Go Online?

o Save time and money
© Imprave management and Board protuctviy

e

.y

vide you with references to other associations similar to your own from
which you can get ideas.

You can find web site development companies specializing in the in-
dustry by visiting the Service Directory on the WMCCAI Chapter's web
site, www.caidc.org.

Good Looks Count

An amateur looking site will receive amateur ratings. A well de-
signed site with professional quality images will not only foster pride in
the community, but can also serve to help sell the community to
prospective buyers.

An outdated looking site can also negatively reflect on the communi-
ly, its management, and the board. After all, if the site looks like it was
built in the dawn of the Internet age, why wouldn't everyone think that
your association is behind the curve as well. Stay away from sites that
use Frames (e.g., where the menu scrolls independent of the rest of the
page) - it's an outdated design that people don't prefer and limits
search engines from listing your site properly.

If you're considering an association web site provider, make sure their
sites look current with the latest technology and at least on par with the
major Internet sites ~ it's a basic gauge in determining their overall com-
pany health, technicaf skill, and the ease of use of the Web site.

Get the Word Out!

“If you build it, they will come.” Or will they? Don't expect that just
because YOU know that your association's web site s useful that other
people will as well. You must continually promote your association’s
web site to your residents. Make sure afl existing newsletters and printed
material reference your web site. Update your voice mail message, as
well as signature line of faxes, letters, and e-mail to include: "Be sure to
check out www. YourAssociationsweb.com to access important associa-

continued on page 17
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assodiation members in that same place and those assodiation members
who attended could use those machines to see the exchange between
the board members on a large screen television. The board then ex-
changed chat messages and made a decision based on a vote of the
board members. A record of the chat was placed in the minutes. Walks
like a duck, quacks like a duck. Sure looks like a meeting.

Now let's make one change. We'll take out everything, but the chat
between the board members. Now an otherwise efficient use of time
can look like a closed meeting or hidden work session and that may vio-
late the open meeting requirements of the Property Owners Association
Act and the Condominium AcL.

Until the courts have a chance to clarify this issue, it makes sense for
community associations to consult with their management agents and
attorneys to develop a set of procedures for using electronic mail, in-
stant messaging, and electronic chat when conferring among board
members.

/—effrey M. Summers, Esquire, (s an associate attomey in the fairfax office of
Chadwick, Washington, Moriarty, Elmore & Bunn, PC. and is @ member of the
WMCCA! Publications Comemittee. Jeff provides counsel and advice regarding
collections, community association faw and civil litigation. He combines his fong
experience with technology and his knowledge of the law to advise associations on
how they may best benefit from automation.

1267 Va. 482, 593 5.€.2d 195 (2004)
2§ 22-3700, and following, of the Virginia Code

To Be or Not To Be.... On the Web._. fom 15

tion information any time of day or night.”

Parting Words

So does it make sense for your community? If you do your home-
work, weigh the costs versus the benefits, and take note of the “Other
Things to Know, " you'll be able to easily navigate what was once a diffi-
cult terrain.

Drew Regitz is a national technology educator and a Co-Founder of
AssociationVoice, an association web site service provider to the community
assocations Industry

Lucia Anna Trigiani, Attomey at Law, is a partner in the law firm of Troutman
Sanders, LLP focated in Tysons Comer. Her practice focus is in the representation of
common interest community associations. She also has extensive experience in
representing real estate developers of common interest condominium communities,
large mixed-use planned communities, condominiums and time-share regimes. Ms.
Trigiani served as president of the Washington Metropolitan Chapter Community
Associations Institute in 2000. Pia chairs the WMCCAI Chapter's Legislative Council
and is a member of the Virginia Legislative Committee.

Bruce Fonoroff is a technology management consultant and a shareholder in the
Promenade Towers Mutual Housing Corporation (a luxury high-rise cooperative in
Bethesda, Maryland).

You Never Know Which Tool You're Going to Need...

* Real Estate Management
Condominiums
Cooperatives
Homeowners Assaciations

Multi-Family Rentals

* General Brokerage
Inividual Unie- Property Management
and Leising Services
Sales
* Facility Services
Site Based Engineerinyg aud Mantenance Staffing
In-Home Maintenance and Repair
Education and Training

* Community Consulting
Developing Communities
Resource Materials and Training Programs
Operational Assesstents

* Financial and Custom Management Programs

Legum & Norman’s

Comprehensive Real Estate Services

L&N provides top quality real estate services and has done so for more
than fifty years. Through our experiences and by
maincaining a highly skilled and knowledgeable
staft, we have developed a depth of
tesources that is second to none.
For more information regarding
one ot more of our available
services, please contacr

Brenda Harrington at

(703) 848-4378.

I&N

—
LEGUM
ORMAN
——— N e
Corporate:

1 Ford Avenue, Suite 1200
Alexandria, VA 22302
CR3HA00-6000 * Fax: (703) 8480942
Resvrts:

904 Constal Fighway, Suiee =2
Ovean City, MD 21842
(4009 524-3577 © Fux: (410) 5246234
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