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Resident Relations Forum 

Draws 
Nearly 

200
Property managers from the U.S. and Canada 
gathered to discuss the latest techniques to 
attract and retain residents

D
id you miss the first-annual NCC forum for communities? The Resi-
dent Relations Forum was held earlier this year in conjunction with 
the National Manufactured Housing Congress & Expo. 

The speaker roster at the forum was packed with information that 
can be applied immediately by community owners and property man-

agers to better serve their residents and improve the bottom line. 
How successful was the first forum? The comments say it all:
“This type of resident relations forum is so important to all of us ‘in the business’,” 

was one typical response. “Loved it and it was a great day with great information 
about resident relations. Well worth my time and money,” was another.

The event was attended by nearly 200 people from 36 states and Canadian prov-
inces. California was represented by 32 registrants; Illinois was second with 15; Florida 
had nine; and Ohio, Michigan, and Oregon were represented by seven each. Six land-
lease community owners/operators attended from Arizona and Utah.

If you missed the event, don’t worry, planning is already underway for a second 
Community Issues Forum on April 9, 2007, in Las Vegas, Nev. (see sidebar Plan to 
Participate Next Year, p.28)

Following is a quick synopsis of the first event for your reading pleasure:

Ev e n t  Q u i c k  N ot es

Following opening remarks by Robert Blatz of American Land Lease, a land-lease 
community asset class real estate investment trust (REIT), Steve Jandrell of the organi-
zational change management firm CapGemini spoke about how to, “plan, manage and 
implement” change in the workplace. Attendees were encouraged by the talk to return 
to their properties to immediately implement resident relations enhancements.

Next was a general panel discussion session moderated by Rick Rand of Great Value 

According to Michael Drago of 
J.D. Power & Associates, one 
of the keynote speakers at the 

Resident Relations Forum last April, 
there are eight positive results from 
adopting a comprehensive resident 
relations program focused on supe-
rior customer service: 

1�Increased new and “resale” home 
sales and home site leasing;

2�Increased usage—i.e., more  
telephone and on-site visit “traf-
fic” by prospects;

3�Competitive advantage by  
becoming “best in the local  
housing market”;

4�Improved, even superior, operat-
ing results (i.e., higher net operat-
ing income, or NOI);

5�Increased financial performance 
overall;

6�Increased housing market share  
in local housing market;

7�Increased word-of-mouth traffic,  
or “referrals”; and

8�Greater pricing leverage, provid-
ing “more bang for the buck”

Ways that  
Superior  
Customer  
Service  
Improves the  
Bottom Line
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Homes Inc. It featured 
Fran Hirsch of Branden-
burg, Staedler & Moore, 
who explained the“do’s and 
don’ts” of effective resident 
screening. Tim Newby,  
of Newby Management, 
followed with his take  
on how to clearly commu-
nicate and fairly enforce 
on-site rules and regula-
tions (also known as guide-
lines for living). Greg Har-
mon of Commonwealth 
Real Estate concluded the 
panel with his take on 
effective conflict manage-
ment and resolution.

During the afternoon, 
there were several concur-

rent sessions covering amenities and services characteristic of all-age 
land-lease communities as well as “55-and-over” communities. These 
valuable insights and practical suggestions were presented by Christine 
Lindsey, MHM, with UMH Properties in Tennessee; Rick Rand, 
ACM, of Great Value Homes in Wisconsin; Doug Grass, CPM, of Fol-
lett Investment Properties in California; Chris Parrish, owner, Parrish 
Manor in North Carolina; Bill Cramer, CPM, of RIMCO Properties 
in Pennsylvania; Dora Cline, CPM, of Hometown America in Florida; 
Ron Bunce, of Equity Lifestyle Properties in Arizona; and myself, 
George Allen, CPM, MHM.

As a related aside, notice how many of today’s professional property 
managers underscore their commitment to improving resident rela-
tions in the land-lease community by earning one or more of our 
industry’s professional designations—MHI’s Accredited Community 
Manager (ACM), the Institute for Real Estate Management’s Certified 
Property Manager (CPM), and GFA Management’s Manufactured 
Housing Manager (MHM).

Which raises the question, are you presently working on  
your certification? 

There were also case studies in resident relations. Andy Strine of 
Investor’s Realty in Delaware dealt with the all-age scenario; Troy 
Brost, MHM, described his experiences as owner/operator of age-
restricted SongBrook Community in Eugene, Ore.; and Jim Marlow 
of American Land Lease described how upgrades to his firm’s properties 
enhanced resident relations.

The final, and well-attended, general “discussion session” was 
facilitated by Jenny Hodge of American Modern Insurance Group 
and turned out to be one of the most popular sessions of the day, and 
demonstrated the value of the entire program.

If you would like more detailed information about the presentations 
at the Resident Relations Forum, a book of spiral-bond handouts are 
available in limited quantities from MHI’s National Communities 
Council for $30. To order the binder, visit www.mhcommunities.org 
or call Greg Rinck at 703-558-0646. n

Plan to Participate 
Next Year
It’s not too early to think about 

participating in the next Community 

Issues Forum, scheduled for April 

10, 2007, one day before the start of 

the National Manufactured Housing 

Congress & Expo for Manufactured 

and Modular Housing in Las Vegas, 

Nev. The focus of the forum will be 

determined in the coming months.

If you’d like to make a topic sug-

gestion, contact Mike O’Brien, CAE, 

executive vice president of the 

National Communities Council, at 

703-558-0652 or  

mobrien@mhcommunities.org. 

Happy 
Anniversary!
Since 1996, the NCC has pro-

vided community owners and 
managers a forum for establish-

ing policies and programs to enhance 
manufactured home communities 
nationwide. 

Through government affairs, educa-
tion, and networking, the NCC has 
protected and advanced the interests 
of community owners over the last 
ten years under the leadership of some 
of the industry’s finest professionals, 
including Gary McDaniel, BaseCamp 
Capital LLC, formerly of Chateau 
Communities (1996 to1998); Barry 
McCabe, Hometown America (1999 
to 2000); Kris Jensen, Jensen’s Inc. 
(2001); Jeff Kellogg, formerly of 
Chateau Communities (2002); Rick 
Rand, Great Value Homes Inc. (2003 
to 2004); and Nathan Smith, PHC, 
SSK Communities (2005 to present).

At the MHI summer meeting in 
Washington, D.C., the industry  
celebrated the NCC’s ten years of 
efforts to make communities an 
attractive housing option and  
protect and advance the interests  
of community owners. 

10th Anniversary Celebration Sponsors
n American Modern Insurance
n Assurant Specialty Property
n CU Factory Built Lending
n Equity Lifestyle Properties
n Green Tree Servicing
n Origen Financial
n Popular Housing Services
n Security Mortgage Group
n Style Crest
n Triad Financial
n 21st Mortgage
n UMH Properties
n US Bank
n Wells Fargo Home Mortgage

Nathan Smith
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The National Communities  
Celebrates 10 Years of Influence

Nathan Smith, Gary McDaniel, Kris Jensen, Jeff Kellogg, and Richard Rand

Rick Rand, Great Value Homes; B.J. Williams, 

Champion Enterprises

Mike Sienkiewicz, Sienkiewicz Holdings; Mary Gaiski, Pennsylvania MHA; Dan Baxter,  

Popular Housing Services

Robin Jacobs, Foundation Works

Richie and Linda Swinney, Southern Housing

Don Glisson and Jed Gleim, Triad Financial

Andrea and Leo Poggione, Craftsman Homes; Gary de Haas,  

Luxury Homes; Rich Stewart, Western Finance

Kim Trounce, Edison Micro Utilities;  

Stephen Wheeler, Green Courte Partners

Duane Oxendine,  

Textron; Dennis Jones, 

R-Anell Housing


