
How to help improve the effectiveness of ethics training 
 
What was the best property management continuing education (CE) class you ever took? 
Did the content stick in your mind and become part of your way of doing business? That’s 
the goal, of course. Commercial residential property management companies can do a ton 
to make ethics training “stickier.”  
 

 

The lessons learned in continuing education on property management ethics can keep your company 
out of legal hot water and can make your properties the shining stars of the industry! 
                                           
Violations of ethical conduct can cost your apartment business or condominium board heavy fees for 
legal defense and/or settlements to victims of mistreatment, so don’t skimp on ethics oversight. Make 
sure your staff attend CE courses and put what they learn to use. 
  
Managing an apartment building or condo covers a very broad area of responsibility, each segment of 
which can expose employees and management to liability claims for personal injury—from financial 
losses to emotional or reputational damage. Practicing best ethics in every interaction can help protect 
your company, your staff and your residents. 
  
Communications—Property managers interact with residents and prospective tenants in person, in 
writing, by phone, by email and on your websites. Think of all the personal information they handle, 
as well—everything from personal and financial data to criminal background check findings. 
Mishandling any of that information could land you and them in court. 
  
Fair Treatment—When we think of ethics, discrimination often comes to mind first, and it is a 
primary source of complaints from applicants, residents, and from external parties, such as 
community activists and government officials. Fair housing laws can be complicated, so be diligent 
about training for all members of your property management staff—temporary workers as well as 
longtime employees. Continuing education that refreshes staff knowledge and provides updates on 
any changes is necessary. Keep in mind that local and state laws vary, so if you hire someone with 
experience from another locale, they may very well need training specific to your state or municipality. 
  
Client Interests First—Even though the multifamily housing industry is by and large a for-profit 
enterprise, standards of professionalism require putting the client’s interests first—especially when it 
comes to money. Every effort should be made to help applicants and residents understand contracts, 
fees, dispute resolution procedures and the actual market value of the property. Any appearance of 
deceit in any of these areas cannot only create contractual problems but could also lead to legal or 
regulatory action. 
  
Documentation—Documenting everything is crucial to ensure residents understands their  rights and 
responsibilities and to create a record of the property manager’s completed actions. If there are issues 
the property management staff cannot handle, there should be procedures for how those problems are 
elevated to superiors, again with full documentation of the process. Keep in mind that everything your 
staff says is also part of the record, so use caution in speaking about the apartment building owner, 
the condominium board, other residents and other property managers or owners in other apartments. 
  
Help your employees take training seriously by providing incentives for demonstrable success. Don’t 
allow continuing education to be merely a box that gets checked every few years. The lessons that are 
taught in these sessions need to become part of your property management staff’s daily duties. 
Reward them for success! 
  
Next time, we’ll talk more about some of the financial aspects of property management. Even small 
favors can get you into hot water if you are not careful. 
  

Posted by Global Administrator on 10/6/2015 7:56:36 AM 
 




