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Message Points for CAI Members
Statistical Validity

Zogby International, an independent and respected public opinion research firm, conducted nationally representative surveys of community association residents in August 2005, November 2007 and December 2009. Except for a few additional questions added to the 2007 and 2009 surveys, the surveys were virtually identical. With few exceptions, the findings from all three surveys fall within the 3.8 percent margin of error. 
· This clearly affirms the validity of the Zogby tracking research as an effective measure of the perceptions of Americans who live in community associations.

General Satisfaction
Zogby finding: 71% of community association residents are satisfied with their association experience. Only 12% express dissatisfaction.

· A 70-plus percent satisfaction rating—with only about one in 10 residents expressing some level of dissatisfaction—is a clear reflection of the dedication and skill of community association volunteer leaders and professional managers. Most institutions and political candidates would be immensely pleased with such an approval rating.
· We’d all like to see an even lower level of dissatisfaction. At the same time, it’s important to recognize that community association living is not ideal for everyone. Potential buyers need to understand not just the attributes of a community, but also the nature and obligations of living in an association before they buy. That isn’t always the case.
Note: CAI has a free, downloadable brochure, Community Matters—What You Should Know Before You Buy. Visit CAI’s bookstore at www.caisecure.net. 
Note: Annual operating revenue for the estimated 304,000 associations in the United States is more than $40 billion. For more national statistics, visit www.caionline.org/info/research. 
Governing Boards

Zogby finding:  89% of association residents believe their governing boards strive to serve the best interests of the community; only 7% believe they don’t and 4% aren’t sure. 
· Association board members are responsible for meeting the established expectations of their neighbors. They are expected to anticipate issues, solve problems, resolve disputes and preserve the nature and character of their communities.
· Community association boards enjoy a solid base of support among their residents. It’s says a lot when almost 90 percent of all residents believe their governing boards are working hard to serve their communities. This research affirms that the vast majority of people who govern community associations are committed volunteers working diligently to build strong and stable communities. 
· Homeowners don’t volunteer to serve on a community board if they don’t care about their community—and they are unlikely to be reelected if their neighbors don’t like the job they are doing.
Note: CAI offers association board members and other community leaders an extensive array of resources and learning tools, including Board Member Basics, a free, online learning program that includes Rights and Responsibilities for Better Communities, Community Association Governance Guidelines and a Model Code of Ethics for Community Association Board Members. Visit www.caionline.org/events/boardmembers. 
Community Managers

Zogby finding:  76% of association residents say their community manager provides value and support to residents and the association as a whole; 18% say they don’t and 6% aren’t sure.
· Community managers are the professional backbone of the communities they serve, providing knowledge and expertise that are crucial to the day-to-day and long-term success of associations. Many associations could not function without their guidance and support. Their value cannot be overstated. 
· Whether they are managing homeowners associations, condominium communities or cooperatives, experienced community managers understand how associations should function, how to meet resident expectations, how to plan and prepare for the future  and how to address the wide range of challenges that most associations face.
Note: CAI provides three levels of professional education designed to give new managers a knowledge base and experienced managers a deeper understanding of all aspects of association management. Visit www.caionline.org/events/managers/pmdp. 
Note:  CAI and the National Board of Certification for Community Association Managers (NBC-CAM) have widely recognized and respected professional credentials that support the success of industry self-regulation. Visit www.caionline.org/career/designations. 
Association Rules

Zogby finding:  70% of association residents say association rules protect and enhance property values; only 2% believe that rules harm property values and 28% see no difference or aren’t sure.
· This finding confirms overwhelming homeowner appreciation for common-sense rules that are applied fairly and consistently.

· Rules and restrictions can be a source of disagreement and discontent in virtually any environment, including associations. Some people simply don’t like to be told they can’t do something or must do something. However, much like employees in the workplace, homeowners have a contractual obligation to adhere to association rules.
Association Assessments

Zogby finding:  82% of association residents are positive about the value they get for their community association assessments. 

· Community association assessments are an investment in the community, paying for services and amenities that enhance the neighborhood and protect property values. Homeowners in community associations have a right to see their assessments put to good use, and more than four in five do see a positive return on this investment. Would four of five Americans say the same about their taxes?

Government Regulation

Zogby finding:  87% of association residents oppose additional government regulation of their community associations.
· Intrusive regulation is unnecessary and unwanted by the vast majority of Americans who live in community associations. This should give pause to those who use isolated anecdotal evidence to advocate for legislation that may be unnecessary at best and costly and counterproductive at worst. Reasonable and necessary regulation will not hinder associations’ ability to serve the best interests of their homeowners.
Community Manager Licensing, Ethics and Professionalism
The December 2009 survey included five new questions pertaining to manager licensing and professional education, standards and ethics. 
When asked, 37% of community association residents say they favor mandatory licensure for community association managers, while 56% disfavor such mandates and 7% were unsure. 
· These data reflect CAIs’ public policy in support of self-regulation as the most effective and cost-efficient approach to elevate professionalism in the community management field. 

· Although most community association residents are not fully aware of the challenges facing community managers, they recognize the importance of professional education and the value of professional credentials. Not surprisingly, a majority of residents would be more inclined to hire community managers with professional credentials and believe that managers with credentials should earn a higher salary. 

· When a state government or CAI members in a specific state consider pursuing mandatory manager licensing, CAI public policy supports development of regulatory systems that incorporate (1) adequate protections for homeowners, (2) mandatory education and testing on fundamental elements of community association management, (3) enforcement of defined standards of conduct and (4) appropriate insurance requirements.

49% of association residents say they would be more confident knowing their manager was required to adhere to established industry standards of professional and ethical conduct. Only 1% say it would make them less confident; 44% say it would make no difference.

44% of residents say they would be more confident knowing their community manager had taken and passed professional-level course work specifically developed for community managers. Only 2% say it would make them less confident; 51% say it would make no difference.
58% of residents say they would be more inclined to hire managers who had earned professional credentials in the field of association management. Only 6% say they would be less inclined; 34% say it would make no difference.

57% of residents say, everything else being equal, managers who have completed the course work necessary to earn professional credentials should be paid a higher salary than those without credentials. 34% say they should not necessarily make more; 9% are not sure.
Note: For additional information on manager licensing, see Community Association Manager Credentialing at www.caionline.org/govt/policies. 
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Download the December 2009 Zogby International findings under Also of Interest at www.caionline.org/about/press.  
