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Board of Commissioners Chair
NBC-CAM is proud to be recognized as the leader in the certification of
community association
managers. Our consistent and in-depth approach focusing attention on the
certification of community managers across the nation and around the globe
has led to NBC-CAM’s international accreditation through National Commission of Certifying Agencies (NCCA). This accreditation helps secure our place in
the leadership in community management and provides us with a solid base for
growth. With CMCAs in nearly every state, Australia, Bermuda, Canada, Dubai,
Mexico and South Africa, our strength in numbers and support continue on a
steady growth curve.
Celebrating our success in certifying our 10,000th CMCA in 2010 is only the first
of many milestones to come. In 15-years we have grown from a simple need to certify basic managerial skills in our industry, to recognition at the state legislative level
as the market leader in the certification and licensing of community managers. With
the efforts and support of the Community Associations Institute, NBC-CAM regularly
presents our program in front of state legislative bodies concerned with regulating the
community management field.
Internationally, the CMCA program is recognized as the standard body of knowledge
and has been adopted in an effort to advance the cause of professionalism in the community management field.
We owe a great deal to those who initially thought this a worthy cause and supported
the birth and growth of NBC-CAM over the years. Together with our dedicated staff members led by Dawn Bauman, Executive Director, the Board of Commissioners continues to
forge ahead into new territory of certification excellence, international advancement, and
professional recognition.
Working closely with a host of volunteers involved in test development and analysis, ethics
review, evaluation and oversight, and special projects necessary to support our growth, our Staff
has helped our organization focus strategically on the future and how we might best serve our
expansive industry. We owe them a great deal of gratitude and recognition.
As we look to the future we hope you will continue to support our initiatives, assist us with
program development and recognition, and help us advance the acceptance of our internationally
accredited certification program. The CMCA symbol has become firmly engrained as the benchmark
for professionalism, ethics, and managerial standards across our great nation and around the world.
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In 2011, I celebrated eight years as executive director of NBC-CAM. From my
first day on the job to today, the mission of NBC-CAM has remained constant:
To enhance the community association management profession. We share ideas,
inspire each other, protect homeowners and shape public policy. Together, we are
enhancing the professional practice of community association management. Our mantra
is—good management leads to good community.
In this annual report, we would like to tell you about a few CMCAs who are building great communities around the world. As you read their stories, I hope you reflect on your own successes and contributions to this ever-growing and dynamic profession. In addition to the high points reached by these
CMCAs, NBC-CAM has achieved several milestones. This annual report will delve into our stories too.
As you read the narratives and milestones, you should be reminded that NBC-CAM is committed
to our mission of enhancing the community association profession. We continue to work towards several goals inspired by our mission. For more than a year, NBC-CAM has cooperated with a consultant to
enhance the capability of the nbccam.org website. Community association managers eligible to sit for the
CMCA examination will now be able to apply online. CMCAs will have the ability to recertify and submit
their required continuing education online. The new functionality of the website will provide a smooth
and instant user experience for candidates and CMCAs.
We are advancing towards an additional goal: to increase the recognition of the CMCA and help
certified managers spread the word about their achievement. In 2010, NBC-CAM underwent an audit of
the CMCA brand. This audit helped determine key messaging statements and a clear design to keep the
CMCA brand professional and improve recognition. We have used the results of the audit to create a communications suite for CMCAs. The toolkit provides ideas for communicating one’s professional qualifications and cut-and-paste messages for spreading the word about the CMCA credential. This toolkit will assist CMCAs in communicating with each other and the public about the community association profession.
Lastly, NBC-CAM has developed an online network of resources for CMCAs, board members and
volunteers:
n Blog. The CMCA Corner blog is an online neighborhood for community association managers to
share professional interests, experience and information related to community association management. Visit www.cmcacorner.wordpress.com and get connected with other CMCAs.
n Listserv. The listserv for CMCAs and candidates provides community association management professionals with a worldwide network and venue for the exchange of ideas, information and resources.
The listserv can be used to transmit information on opportunities for professional development and
continuing education. To join, send an e-mail with the subject line “subscribe” to info@nbccam.org
n Facebook. The CMCA Facebook fan page is a place for CMCAs, board members, volunteers and
neighbors to post stories and photos about community activities and events. Each quarter a contest
is held with a reward for the best entry. Log onto your Facebook account, search CMCA and become
our fan.
n LinkedIn. The CMCA Group on Linked In will help individuals fully leverage their professional network
and discover a wealth of new business contacts. To join, log onto your LinkedIn account, search for
the CMCA group and send a request to join. Visit http://www.nbccam.org/cmca/linkedin.cfm for more
information.
As I embark on a new year as NBC-CAM executive director, I want to thank you for your commitment to enhance the community association management profession. I look forward to another amazing
year with you.
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stories from the neighborhood

Stephen Castle, cmca, ams, pcam
The start of something new

“In those days, I was an ‘expert’ only because I owned a condominium home and served as an association
leader.” In 1976, Steve Castle worked as a consultant providing new homeowner orientation and board
member programs. The challenging and exciting work Steve performed as a consultant in the emerging
community association industry led to his pioneering career as a leader in the field of community association management and a founder of NBC-CAM.
In 1995, Steve was asked to join the Blue Ribbon Task Force that founded NBC-CAM. He chaired
the NBC-CAM Board of Commissioners from its inception through 2004. He was a key player in the
creation of the CMCA program and earned the second certification awarded. Steve’s vision has been
critical to the continued
success of the CMCA
program. “When I got
For Steve, perfect happiness is
into the business 25
years ago, I had to learn
by hard knocks, but I
would have loved to have had this sort of certification program available,” he said.
Steve was influential in shaping policy at Community Associations Institute (CAI) as well. He was
awarded the Distinguished Service Award in 1997, the Outstanding Volunteer Service Award in 1993, the
President’s award in 1996 and 2003, and the Chair’s Award in 2003. Steve’s rewarding professional event
was “receiving CAI’s Distinguished Service Award because it is so
rarely awarded, and therefore, was more meaningful than other
recognitions I was fortunate enough to receive from both CAI
and NBC-CAM.”
“I really can’t think of anything significant that I would
want to have done differently in my first 64 years of life”
pondered Steve, who is currently enjoying his position as
CEO Emeritus of Mid-Atlantic Management Corporation in
Pennsylvania. “I’m not totally out to pasture,” he jokes.
Having paved the way for the 11,000 and counting
CMCAs over 15 years ago, Steve retains his “expert”
status through his continued dedication and commitment
to serving community association managers and communities. Steve’s sentiment that “this new ‘association’
concept was appealing in the late 1970’s because it represented a future growth potential” remains true today.

“a relaxing,
planned trip somewhere with my wife.”

Vanessa Burch,
cmca, ams, pcam
Going with her gut

After a long day of shuttling from the office to her associations and then to board
meetings in the Texas heat, Vanessa Burch
repeatedly finds “that in matters of the
home, everything is personal.”
“I started my professional career at a large financial services company, helping small businesses
manage their credit card operations and training account representatives. That led me to discover that I
too wanted to be in a smaller business environment, but I didn’t want to give up the opportunity to still
be able to help and interact with lots of people,” said Vanessa. The community association management
profession affords individuals, such as Vanessa, the opportunity to assist and work with many different
people, all of whom are trying to protect and safeguard their biggest asset—their home.
She has found community association management to be a challenging, yet rewarding career. “My
adventure in community management began in October 2002. Just by luck, an ad for a community management position caught my
attention. It’s a perfect fit
Vanessa’s community management
for me.” Vanessa went on to
obtain her CMCA credential
in 2005.
CMCAs are trained
to handle what Vanessa
describes as “little tests to
keep me sharp and challenged.”
“Some homeowners need a sympathetic ear, and some need a little more guidance and education,”
said Vanessa. “I know these neighbors, I know the street they live on, and whether or not I’ve ever met
them in person or by phone.”
CMCAs are not only committed professionals; they “can be a preacher, a teacher, or a parent
depending on who is calling,” said Vanessa. She has relied on her education and certification to assist
her in navigating the world of community association management. Her motto for success: “I always go
with my gut.”

“…adventure
…began October 2002. Just by luck,
an ad for a community management
position caught my attention. It’s a
perfect fit for me.”
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Carol Diaz-Velez, cmca
Change of pace

Carol Diaz-Velez left her 30-year career in pathology to become a community association manager.
During her pathology career, she conducted more than 5,000 autopsies, tested for cancer treatments
through research grants, and built profitable labs.
After serving on a large homeowners association (HOA) board, Carol stated she “saw the role the
manager played in the community, and saw that with my skills, knowledge and experience in building
laboratories, managing business and people skills that this would be a great transition for me.”
Carol embarked on her new career in sunny central Florida. “My first day as a manager was at Kings
Point. This community is unique and one-of-a-kind in that it is comprised of 108 condo associations and
one HOA, as well as being a private 55 years and older community. I was one of three managers and a
staff of fourteen.”
Like many community association
Upon first meeting Carol you would learn
managers, she hit the
ground running. “I
was scared to death
on where to start,”
she recalled. “I found
out that listening to those residents with far more experience was the right way to go. I attended more
than 32 meetings per year, oversaw all contracts and contractors, and participated in more than twelve
resident committees.”
Realizing that community association management calls for diverse skills and specialized knowledge,
Carol earned her CMCA credential in 2010.
She understood that investing in your
career by earning the CMCA, paid off by
enriching her confidence, skills and knowledge.
“All this experience proved to me that if
you are willing to learn, there are people who
can teach you. I still have contact with those
residents and value those relationships today,”
stated Carol.
For her, perfect happiness is “having integrity in the things I do.” She epitomizes the link
between earning and maintaining the standards of
the CMCA credential and being a knowledgeable
and ethical professional.
Carol’s story demonstrates how CMCAs universally adhere to a strict code of conduct and ethics,
and stand accountable to a disciplinary board. To
maintain and enhance the credibility of the CMCA,
NBC-CAM enables consumers and others to bring complaints concerning a certificate holder to the board. If a
CMCA violates the Standards of Professional Conduct,
the board may impose sanctions, including revocation of
the certification.

“that I am
passionate, smart and willing to share my
knowledge with others.”

Kathleen C. Buske,
cmca, ams
Blind ambition

Kathleen Buske is one of many community association managers that claim the profession
found them. “Honestly,” Kathleen began,
“I answered a blind help wanted ad for a
non-profit organization manager. When I
found out it was a homeowners association, I didn’t even know what that was!”
Her previous experience involved work for
charities—Girl Scouts, Missouri Foundation for Women and a hospice program.
She admitted to the interviewer that she
felt unqualified for the position. “He assured me that with my communications
and public relations background I would
succeed, so I decided to give it a try.” Kathleen is now the President and CEO of Platinum Management,
Inc. in Arizona.
Kathleen considers her success to be the craziest thing that has ever happened to her. She recalls, “I
was working for one of my competitors and I was let go. There was no reason for the termination and I
was so distraught! I had never been fired in my life. I decided to form my own company and just manage a
few associations to pay my bills. It’s ten years later; I have a staff of 18 and approximately 75 associations.”
Among her fondest memories was landing the contract for an age restricted community that had
some problems finding a good
match for its needs in the
Kathleen hates to admit, even to herself
management arena. When she
began the relationship, “their
association had been ‘dissolved’
by a judge and the covenants,
conditions and restrictions
(CC&Rs) had been declared
null and void. The owners had
signed an agreement to pay
assessments to maintain the
common area and to retain the
property as 55 and older. The
board was faced with drafting
new CC&Rs and gaining acceptance for them to the membership.” The association contracted with Kathleen’s management firm to help with this project and the day-to-day management of the association.
“It has been wonderful to help these people who genuinely needed our guidance to assist in the
protection of not only their property values, but also their way of life. They had a wonderful board
president who was a retired attorney that I worked very closely with to get CC&Rs drafted and to date
over half of the 80 owners have signed them. The property is in much better condition than it has been
in many years and the owners are happy that much of the peace in their neighborhood has been restored,” said Kathleen.
Having earned her CMCA credential in 2005, Kathleen possesses the professional training essential
to building relationships and better communities.
Like many managers, Kathleen has learned valuable professional lessons from each of her association experiences. She signs each email with words to work by: “Coming together is a beginning. Keeping
together is progress. Working together is success.”

“that I
am a workoholic! I love my career, I
love my staff, and I love a challenge!
I am happiest when I get a new
association that really needs
attention and TLC. I love to watch
the property and the people that
live there blossom!”
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Johan Kruger, cmca
International opportunity

In 2010, NBC-CAM and its affiliate, Community Associations Institute (CAI) signed a letter of intent with
South African housing authorities to develop a partnership that will enable the South Africans to take advantage of an education curriculum, professional credentials and best practices created by
NBC-CAM and CAI.
Johan Kruger attended the CAI M-100 Essentials of Community Associations Management course and
sat for the CMCA examination, earning certification in December 2010. Throughout this process, Johan
“learned that the South African developers did very good research and used the United States as a reference. Very good ideas from the United States were included in some of the developments, especially concerning lifestyle improvements. In South Africa, most of the estate managers (community association managers) are employed by the association
itself and the association management
In Johan’s spare time, he likes to
companies are very small.”
“It is a huge opportunity for us in
South Africa to obtain an internationally
recognised qualification. Although I have
a university degree in commerce and
have been in this position for almost 10 years, I sensed new respect from the board and the members. The
CMCA credential assisted me in getting a broader perspective of the industry,” said Johan.
Johan adheres to his mantra of “keep it simple and make it happen,” when managing his 879-unit Pecanwood Estate, which includes such amenities as the first Jack Nicklaus-designed golf course in the nation,
a boat club, health spa, gym, tennis courts and a recreation area. The name, inspired by the grove of pecan
nut trees on the property, has established a benchmark for the golf courses in South Africa. Moreover, the
development also served as a catalyst for the tremendous growth in the area, creating the need
for an expert community association manager.
Before joining the staff at Pecanwood Golf and
Country Club as the marketing manager in 1999, he
worked in event and venue management, organizing
and promoting sporting events and rock concerts at
stadiums. Soon, he was promoted to assistant estate
manager and progressed from there to estate general
manager in 2002.
He continues to enjoy the interaction with the residents and staff. “It is also an amazing experience to see
the estate develop (houses and landscaping) and reach
maturity,” he said.
Johan echoed the sentiments of community assocation managers across the world, saying: “The biggest
challenge for me is to manage the expections of residents. If something is not working, it has an impact on
all the residents.”
Prior to taking the CMCA examination, Johan made
a trip to the United States to tour several American
associations. He concluded “that the problems are
the same globally, but the solutions are local.” Johan’s
experience also proves that, throughout the world, running a community association is like running a business:
the best way for the homeowners to protect their investment is by hiring a qualified, board-certified CMCA.

“play golf
(10 handicap), hunt in winter
and spend time with the family.”

milestones
15 year anniversary. Community Associations Institute (CAI) created NBC-CAM in 1995
as an independent, non-profit devoted to developing certification and standards for community association managers. NBC-CAM celebrated 15 years as the professional accreditation body
for community association managers worldwide in 2010. The anniversary marked a milestone
for the organization and the CMCA certification program. NBC-CAM commemorates the last
15 years with more than 11,000 CMCAs across the country and world.

10,000 CMCAs in 2010. In 2010, NBC-CAM awarded the 10,000th CMCA certification to
Perry Wright, a community association manager in Fairfax, Va. He joined the largest network of professional community association managers in the world by earning his CMCA.

Manager licensing. The desire of homeowners and association boards for professional,
certified community association managers has led legislators to protect constituents by passing manager licensing legislation in their home states. Almost 50% of U.S. states have manager
licensing laws, active legislation or study groups on manager licensing.

Active Legislation
Existing Manager Licensing Laws
 Study Groups on Manager Licensing

International expansion. NBC-CAM is the premier certification body for community association managers in the United States. The established body of knowledge
and strict ethical standards also has gained international recognition. The CMCA certification program has crossed borders and oceans into Australia, Bermuda, Canada,
Mexico, South Africa and the United Arab Emirates. NBC-CAM’s global involvement
will continue to increase the professionalism in association management and commoninterest communities worldwide.

NCCA. In 2010 the CMCA certification program had been granted accreditation by
the National Commission for Certifying Agencies (NCCA). NCCA accredits professional certification programs internationally that comply with its strict standards. The
purpose of NCCA accreditation is to provide the means to identify certification programs that serve the public’s and other stakeholders’ competency assurance needs.
Accreditation validates the integrity of the CMCA program and is a mark of quality.

stats
79%

The passing rate of the
examination is determined by the
number of individuals who pass the
examination.
NBC-CAM annually updates test
specifications to reflect the constantly
changing community association
management field. A team of subjectmatter experts reviews the examination questions to ensure the validity
and difficulty of the content.
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The success of the CMCA program is reflected in the high growth
rate. The number of new CMCAs
has steadily increased since the
program’s inception. The increase is
due to the strength of CMCA testing, the increased state and public
recognition and the commitment
to high ethical standards. Additionally, NBC-CAM began offering the
computer-based examination every
day of the year. This opportunity has
allowed individuals to test when they
are ready.
Recertification is an ongoing
process designed to promote and
demonstrate continued competency
in the community association management profession. This competency can be demonstrated through
participation in continuing education
in the field. Recertification allows
CMCAs to distinguish themselves as
an accomplished professional committed and invested in the development of skills and knowledge.
Continuing education coursework
is reviewed by senior level community
association managers to ensure that
the coursework offers the appropriate content and level of difficulty for
a CMCA. These pre-approved coursework providers are made available to
CMCAs on the NBC-CAM website at
http://www.nbccam.org/education/
ce_list.cfm.
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insisting on high ethical standards

Due to the importance of community association managers’ professional responsibilities, NBC-CAM
requires CMCA certificants to adhere to a high standard of ethical conduct. CMCA certificants must
comply with the CMCA Standards of Professional Conduct, which govern their professional activities.
NBC-CAM believes that insisting on high ethical standards for community association managers not only
strengthens the CMCA program, but helps to protect consumers and associations that hire community
association managers. The CMCA Standards of Professional Conduct represent a commitment to responsible practices and self-regulation.
CMCA Standards of Professional Conduct
A Certified Manager of Community Associations (CMCA) shall:
act, and encourage clients to act in accordance with any and all federal,
1 Bestate,knowledgeable,
and local laws applicable to community association management and operations.
knowledgeable, comply and encourage clients to comply with the applicable governing
2 Bedocuments,
policies and procedures of the Client Association(s) to the extent permitted
by that Client.

knowingly misrepresent materials facts, make inaccurate statements or act in any
3 Not
fraudulent manner while representing Client Association(s) or acting as a CMCA.
provide legal advice to Client Association(s) or any of its members, or otherwise engage
4 Not
in the unlicensed practice of law.
disclose to Client Association(s) any actual or potential conflicts of interest that may
5 Promptly
involve the manager.
to accept any form of gratuity or other remuneration from individuals or companies
6 Refuse
that could be viewed as an improper inducement to influence the manager.
in continuing professional education and satisfy all requirements to maintain
7 Participate
the CMCA.
8 Act in a manner consistent with his/her fiduciary duty.
themselves in a professional manner at all times when acting in the scope of their
9 Conduct
employment in accordance with the terms and conditions of their contractual agreement
and in accordance with local, state and federal laws.

the original records, files and books held by the manager are the property of the
10 Recognize
Client Associations to be returned to the Client at the end of the manager’s engagement and
maintain the duty of confidentiality to all current and former clients.

A violation of any of these Standards of Professional Conduct may be grounds for administrative action
and possible revocation of the CMCA certification by NBC-CAM.
To maintain and enhance the credibility of the CMCA certification program, the Board has adopted
procedures to allow consumers and others to bring complaints concerning a CMCA to the Board. In the
event of a violation of the CMCA Standards of Professional Conduct, or of other substantive requirements of the certification process by a CMCA, the Board may impose sanctions. The grounds for sanctions under these procedures are as follows:
of a felony or other crime of moral turpitude under federal or state law in a manner
1 Conviction
related to the practice of, or qualifications for, professional activity;
negligence or willful misconduct in the performance of professional services, or other
2 Gross
unethical or unprofessional conduct based on demonstrable violations of the NBC-CAM Standards of Professional Conduct;

or misrepresentation in the application for or the maintenance of any professional mem3 Fraud
bership, professional accreditation, or other professional recognition or credential; or

4 Loss of a state license required to practice community association management.

NBC-CAM
Standards of Professional Conduct
Complaint History
Year

Complaints

Hearings

Sanctions

Resignation

1997

1

0

0

0

1998

2

0

0

0

1999

5

1

1

0

2000

4

0

0

0

2001

2

0

0

0

2002

2

1

0

0

2003

3

2

0

0

2004

0

0

0

0

2005

7

0

0

0

2006

14

1

0

1

2007

12

1

1

0

2008

5

0

0

0

2009

14

4

3

0

2010

16

3

2

0

2011*

14

2

0

2

*Data as of August 31, 2011
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statements

Statement of Financial Position
2011

2010

2009

$26,039

$35,142

$17,444

1,607,996

1,258,714

1,044,949

342

610

1,125

37,216

2,067

2,058

2,040

4,264

6,489

$1,673,633

$1,300,797

$1,072,065

Accounts payable and accrued expenses

$45,143

$57,027

$34,794

Deferred revenue

517,041

463,962

440,110

593,748

520,989

$474,904

Year Ending June 30,
Assets
Cash
Investments
Accounts receivable
Prepaid expenses and other assets
Property and equipment
Total Assets
Liabilities and Net Assets
Liabilities

Total liabilities
Net assets-unrestricted
Total liabilities and net assets

1,079,885

779,808

579,161

$1,673,633

$1,300,797

$1,072,065

2011

2010

2009

$342,777

$338,517

$323,920

Statement of Activities
Year Ending June 30,
Revenue
Certification fees

398,282

355,676

308,011

Other income

Re-certification fees

35,498

44,860

29,532

Investment income

30,667

32,771

30,650

$807,224

$771,824

$692,113

Total Revenue
Expenses
Program Services
Exam administration

$335,233

$292,296

$262,342

Legislative education

21,559

12,862

75,264

Marketing

74,874

69,136

50,793

Newsletter

5,334

40,357

31,928

$437,000

$414,651

$420,327

253,762

220,521

143,240

Total expense

$690,762

$635,172

$563,567

Change in net assets before net loss on
investments

$116,462

$136,652

$128,546

183,615

45,995

(177,300)

300,007

$182,647

$(48,754)

779,808

597,161

645,915

$1,079,885

$779,808

$597,161

Total program services
General and administrative

Net loss on investments
Change in net assets
Net assets, beginning of the year
Net assets, end of year
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