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Dear valued client,

As fall arrives, we are humbled by the magnitude of the 
challenges and difficulties our Twin Cities communities have faced 
over the last several months.  

As we have all likely discovered, seemingly simple things have 
simultaneously become more coveted and difficult.  At the same 
time, some of the more complicated endeavors in our personal 
and community lives have been postponed out of necessity in 
order to focus on the basic matters of safety, sustenance, and 
well-being.  

In spite of these challenges, we are proud of our client board 
members and associates for their diligence, time and efforts 
to keep our client communities safe.  We are also thankful that 
collectively we are on track to complete so many of the initiatives 
and projects that were planned for this spring, summer, and fall. 

We were able collectively to move many projects forward 
successfully despite difficulties vendors have faced completing 
both seasonal and recurring work.  We found ourselves headed 
into the summer months with a backlog of work created by the 
suspension of non-essential work in the spring.  We then faced 
the emergence of labor discontinuity in certain industries, and 
material shortages for a number of building products.   

Through it all, we thank you for your patience and your 
partnership. While a number of these challenges remain, our 
team continues to adapt and move forward.  Our Association 
Managers are working diligently this fall completing seasonal 
projects and developing client budgets, while our leadership team 
continues to focus on support to our management teams, and 
the health, safety, and well-being of our client communities and 
associates.  

Message from the

FirstService Residential 
Minnesota President

Mark Gittleman, President
FirstService Residential Minnesota

Through it all, we 

thank you for your 

patience and your 

partnership.

–Mark Gittleman

“ 
”

CoContinued on page 4
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Additionally, we are working hard on broader initiatives to advance our client services, including:

• Working on payment plans with homeowners who have delinquencies.

• Completing the rollout of the Comcast program for participating clients.

• Continuing board training programs via live webinars on various topics.

• Advancing onboarding, training, leadership development, and performance management for our
associates.

• Delivering new service capabilities to the resident portal, including an updated amenity reservation
module.

• Helping client communities navigate the challenging insurance marketplace.

• Improving our use of technology solutions through updated back office and customer facing software
platforms.

• Addressing community needs through our Grants for Community Excellence program and volunteer
opportunities in support of the community.

With these efforts in place, we are looking forward to closing out 2020 on a positive note and to partnering 
with each of you as we develop plans for a successful 2021.  

Stay safe, stay healthy and take care.

Yours truly,

Mark Gittleman

President

FirstService Residential Minnesota

Message from the

FirstService Residential 
Minnesota President 

CoContinued from page 3. 
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On June 10, FirstService Residential held 
its first webinar training session for board 
members in place of in-person sessions 
that took place prior to COVID-19. 
FirstService Residential will be continuing 
to cover relevant topics throughout the 
year through the webinar format.

Board Member HOA Insurance Training

Community Association Insurance and 

Risk Mitigation 

The community association insurance and risk 

mitigation webinar on June 10 was led by speak-

ers Sean Kent, Senior Vice President of First-

Service Financial, and Eric Skarnes, President 

of The Insurance Warehouse. It was moderated 

by Shaun Zavadsky, Vice President of First-

Service Residential. Over 100 board members 

tuned in on June 10th to learn about managing 

risk, COVID-19 implications, market conditions 

& trends, and industry standard coverage for 

associations. Virtual attendees gave us feedback 

that they appreciated the speakers' expertise and 

the relevance of the information covered on 

managing risks and COVID-19 implications.

Association Budgeting 

On September 15th and 16th we held the budget, collections, 

and cash management webinar. Topics covered included the 

FirstService Residential budget process, collections, and client 

financial health and cash management.

The webinar was split up into two dates to focus on both urban 

and suburban aspects of the budgeting process. The suburban 

version was hosted by Greg Nelson, Regional Director, Daphne 

Moran, Director of Client Accounting, and Connie Long, Collec-

tions Manager. During the suburban webinar, over 66 partici-

pants tuned in to learn about association budgeting and to 

ask our knowledgeable speakers questions. The previous day we 

held our urban version that was hosted by Amanda Kelzenberg, 

Regional Director, Daphne Moran, Director of Client Accounting, 

and Connie Long, Collections Manager. The urban webinar 

had 144 different attendees!

The webinars were an hour long and had allotted time for a Q&A 

session at the end of each discussion. If you were not able to 

tune in live, that’s ok! We record and archive every webinar so 

that you can reference it later if needed. Please see the link 

above for an archived version on YouTube.

If you missed our Community Association Insurance and Risk 
Mitigation Webinar you can see an archived version of it here 

COVID-19 Budget Survey

We wanted to know how the COVID-19 pandem-

ic has affected communities’ budgets, so we 

surveyed board members coast to coast, asking 

how they have been managing their budgets 

while keeping their communities safe during the 

pandemic. The good news: budgets are holding 

steady and boards are staying the course. Click 

the link below to read the full report and learn 

how to optimize your budget during the pandem-

ic. Click here to view COVID-19 Budget Survey

https://youtu.be/Htgaw1AxHZY
https://www.fsresidential.com/corporate/budget-campaign-20/survey-results-hoa-budget-health-during-the-covid
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CASE STUDY: 
KENSINGTON PARK
Kensington Park Condominiums is a community of 96 

condos and 14 townhomes that was constructed in 

2004. The main floor of the complex is home to multiple 

retail businesses and offers 27,000 square feet of retail 

space. Located on Lyndale Avenue, the Kensington 

Park Condos are a masterfully planned space that 

offers a little bit of everything to someone who wants to 

experience living in the city of Minneapolis.

Aroutine inspection of the property in 2015 
revealed that the original facade of the 
building was falling off! When the board, led by 

Association Manager Lisa Murphy, discovered this, they 
set out to renovate the facade of the building while 
envisioning a modern and fresh look that would enhance 
the aesthetics and keep property values up. 

To begin this project the board directly hired 
Encompass Engineering to oversee the architectural
aspects of construction. Encompass identified the  
issues, and put out a request for bids. 

Out of the five companies that submitted a proposal, 
Gittleman Construction was chosen to complete the job. 

The efficiency, cost savings, and proven track 
record of the Gittleman construction company helped 
them to secure the bid.

The Solution 
The Gittleman team was able to get started right away. 
Leading the team was Mike Laukka, Senior Vice 
President, and Kirk Stifter, Senior Project Manager. 

Stifter ensured that the Gittleman Construction crew 
worked seamlessly with Encompass to finish the project. 

Because construction was ongoing while the building was 
occupied, both companies had to make sure that they 
could work to keep the commercial tenants from being 
negatively impacted and minimize disruption to 
homeowners. 

This type of innovative approach is made possible 
by the experience Gittleman Construction 

& Maintenance has gained serving the Twin 
Cities condominium and townhome market in 

maintenance, construction, insurance restoration, 
and capital replacement projects.

Gittleman Construction & Maintenance Corporation is an affiliate of 
FirstService Residential Minnesota, Inc., formerly Gittleman 
Management Corporation. Gittleman was founded by Mel 
Gittleman, a pioneer in the community association management 
industry and an innovative condominium developer who built the 
foundation for many successful residential communities in the 
Minneapolis-St. Paul metro area.

Kensington Park Condo’s Before (left) and After (Right) the updated 
facade was installed.

The discovery of an underlying condensation issue 
behind the existing siding along with weather delays 
ended up affecting the construction timeline, but the 
finished project will be completed in September of 
2020.   
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OUR SOCIAL PURPOSE

FirstService Residential Minnesota 
is excited to be partnering with the 
Minneapolis Foundation again in 2020 in 
support of ten non-profit organizations who 
give so much to our community. 

• Citizens For A Loring Park Community

• Friends of Mears Park

• Twin Cities Habitat for Humanity

• Midtown Greenway Coalition

• Three Rivers Park District

• YWCA Food and Supplies Distribution

• Neighbors United Funding Collaborative

• Lake Street Recovery Fund

• Twin Cities Rebuild for the Future

• Voices for Racial Justice

#FirstServeOthers

Each year, FirstService Residential Minnesota donates $25,000 to 
FirstService Residential Grants for Community Excellence through 
the Minneapolis Foundation. Our primary focus areas are health and 
wellness, the environment, public spaces, and housing and cultural 
organizations in neighborhoods and communities we serve. In our 
eighth year of the program, we are delighted to have donated over 
$200,000 to great organizations in the Twin Cities.

Throughout FirstService Residential, we are not only 
driven by our strong desire to deliver exceptional service 
and solutions to our managed communities, but also by 
our compassion for others. We instinctively direct that 
compassion to our customers, to the underserved people 
in our communities, to causes that help those in need 
and to each other in times of suffering and crisis.

It is our proven passion for caring for others that has 
sown the seeds of our company’s Social Purpose. We, 

together with our sister companies at FirstService 
Corporation, engage in socially responsible activities in 
our local markets, in our regions and as an organization. 
Our core values unite our efforts and further define 
and reinforce our commitment to helping our local 
communities and each other. As a company with the 
strength of more than 17,000 associates throughout 
North America, our ability to impact the lives of others  
is limitless!

To learn more, visit www.oursocialpurpose.com

Grants for Community Excellence 2020 Grant Recipients

YWCA Supply Drive 
As part of our commitment to the communities we serve and in sup-
port of initiatives around social and racial justice, FirstService MN 
has chosen the YWCA Supplies Distribution program as one of the 
recipients of funds we will be donating to through our 2020 Grants for 
Community Excellence program and as our first Social Purpose event 
of the year. 

To additionally aid in the supplies distribution effort we set up do-
nation boxes at each of our offices downtown and in Bloomington to 
gather essential items such as hygiene, home, and baby supplies. 

http://bit.ly/2zD37H8
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Angela Wood (left) and Christina Kersten (right) 
oversee the Connect Platform in Minnesota 

The Minnesota Connect team includes Connect 
Manager Angela Wood and Connect Coordinator 
Christina Kersten. Together they are a hard-working, 
close-knit team, and Angela says they keep it 
lighthearted and casual for the most part. She also 
mentions that this is an absolute must when working 
in IT.

Connect serves as the primary property information 
database in addition to hosting all of the client 
websites, better known as the Connect Resident 
Portal. It integrates with other platforms like 
Welcome-Link, Jenark, and Qualtrics, making it one 
powerful tool! 

This team thrives when problem-solving, whether it’s 
working with boards or associates, they are always 
there to lend a helping hand. “One of my favorite 
parts about my job is the amount of problem-solving 
and critical thinking it requires. I enjoy using my 
knowledge of the system to solve complex problems 
and assist associates in getting the most they can out 
of Connect,” Says Christina. 

 CONNECT   
 TEAM 
 SPOTLIGHT

What is the one thing that you wish 
more people knew about Connect? 
Angela “If Board Members are registered for 
the Resident Portal, they have access to re-
al-time reports. They can view the status of 
violations and work orders for the community 
without having to wait until the next board 
meeting or request an update from the manag-
er.” 

Christina – “The data Connect holds is tru-
ly invaluable. When associates are regularly 
using Connect, closing open items in a timely 
manner, and keeping homeowner and commu-
nity information up to date, Connect can more 
clearly show our boards all of the great work 
we are performing for them through reporting 
on the Resident Portal.” 
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Tip Your Hat! 
Who doesn’t love a compliment? At FirstService Residential we have an awesome culture of gratitude and 

we want to continue to expand upon that. Associates are encouraged to submit a “thank you” for their co-

workers, subordinates or supervisors. Here we will showcase some of our favorite comments from the  

past year. 

Congratulations to all Associates on receiving comments/kudos!

Dennis Nelson, Resident Caretaker, submitted by Amanda Zenk, RM, on behalf of a homeowner at Rock 
Island Lofts: 
“For what it’s worth, I wanted to put a good word in for Dennis. He has been very responsive to requests I’ve 
had over the year. 
I know for a fact he keeps this place spotless. A friendly face and knows our name too. Just a shout out to 
him.”  5.8.2020

Megan Esterberg, Association Manager, submitted by Greg Nelson, RD, on behalf of a Board President: 
“FirstService Residential, a leader in the industry, is a 5 Star Residential management firm. And their 5 STAR 
team is amazingly knowledgeable. As President of Wentworth Place Home Association Board, I’ve had the 
pleasure of working with Megan Esterberg, Account Manager, for the last several years. Megan and her team 
are proficient, effective, responsive in a professional and timely manner. For those reasons and my personal 
experience, I highly recommend FirstService Residential and their expert team.” 4.3.2020 

Taylor Hallman, Accounting Supervisor, submitted by Chris Campbell, RD,on behalf of a customer:

Mark Thompson, Carpenter Lead, submitted by Kirk Stifter, on behalf of a homeowner at Loring Green East: 
“Mark has been on top of things at every step of the way. Not only does he track and deliver, but he communi-
cates well and had a very upbeat personality and good client relations skills. You are lucky to have him in his 
role. He Is very good at what he does, and has been a pleasure to work with. “

Darrin Viot, Association Manager, submitted by Brenda Thomas, RD, on behalf of the board president at 
High Point: 
“Dear Brenda, I just wanted to let you know how much the Homeowner’s Board here at High Point at Dancing 
Waters enjoy having Darrin Viot as our property manager. He has been very proactive in his management of 
our association, especially with regards to our landscape maintenance company. Darrin has been out ob-
serving our lawns being cut, conversing with the foreman relaying homeowner concerns. He has also called 
me when he is out doing his neighborhood inspections, so we can touch base on any issues. He has been very 
easy to talk to and responsive to our needs and concerns. Darrin has been a huge asset to us and represents 
your company well. Brenda, thanks again for sending Darrin our way.”

To All of Our HelpFul Associates: Thank You! 

franco.diaz
Typewritten Text

franco.diaz
Typewritten Text

franco.diaz
Typewritten Text

franco.diaz
Typewritten Text
"I just wanted to say this...while I was just talking to you and Lynn, Taylor Hallman called me (2nd time today), he is veryattentive to his job, he always calls me to be sure that he is doing the dues right for Legacy and Portland!! So if you ever talk to the powers that be at FirstService Residential please let them know that!!

franco.diaz
Typewritten Text
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Certifications 
FirstService Residential Associates have 30 Association 
Managers with their Certified Manager of Community 
Association (CMCA) certification, 28 with their 
Association Manager Specialist AMS designation, and 
four with their Professional Community Association 
Manager (PCAM) Designation–the highest professional 
recognition available nationwide to managers who 
specialize in community association management.  

Congratulations to our Associates  
who earned the following promotions this year:

Hannah Albing, Association Manager

Alicia Smith, Insurance Manager

Suzana Tynes, Community Manager 

Sally Andrist, Senior Director - Human Resources

Joshua Lee, Desk Attendant Supervisor 

Brenda Howe, Community Association Manager 

Alex Koehl, Community Manager 

David Schultz, Senior Association Manager

Karen Stenoien, HR Manager 

Justin Schweigart, Regional Director 

COMMUNITY NEWS

CAI Golf Event
We feel that it’s important to support our industry 
association with CAI in which Shaun Zavadsky, Vice 
President, serves on the board of and Greg Nelson, 
Regional Director, was chair of this Golf Event.

FirstService Residential Minnesota participated at  
the Community Association Institute Best Ball Golf 
event held June 29th at Midland Hills Golf Course. The 
Minnesota Team did exceptionally well, earning first 
place.

National Steps Challenge
FirstService Residential team members from all over 
North America will be participating in this year’s 
National Steps Challenge event. This has been a great 
opportunity for interested associates in Minnesota and 
across the country. So far, we are holding our own! 

Welcome 2020 New Clients
We want to extend a warm welcome to all of the 

new communities that joined the FirstService 
Residential family this year.

Windrose Association  

Oak Hill of Woodbury

Wyldewood Association

Village Cologne Master 

Oak Tree SFH 

The Park

Revival Townhomes

Harvest Villas 

Riverside Grove Master 

Lake Wassermann Ridge 

Rex26 

Basset Creek Crossing 

Jonathan Association

Welcome to the Family!

Congratulations!
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Insurance is an important part of your operating
budget but can also be a large expense. As explained 
during our insurance webinar in June, mitigating risk can 
be a major factor in keeping costs down. Here are some 
tips we shared then as well as some additional ideas for 
how to prevent water and fire damage.

As a board, some of the best practices you can 
put in place in your community are: 
• Develop preventative maintenance plans and

ensure regular building updates are done to keep

your community in its best shape

•  Implement effective reserve funding plans

•  Stay current with your reserve studies and implement

effective and timely capital improvement plans

•  Use available resources to assess safety and property
risks

•  Ensure that owners and residents are educated to help
prevent losses

Review your plans often to ensure they are up 
to date and that they are effective. The team at 
FirstService Financial can also help and provide 
educational content for your homeowners and 
residents. 

You can practice good risk management
by mitigating losses before they happen. 
Here are some tips for mitigating water 
loss and fire damage that your whole 
community can practice.

Did You Know?
Risk Mitigation 
and Insurance 

Mitigate Water Loss by:
• Distributing emergency numbers to unit owners for

front desk/concierge, the building’s
superintendent or a 24/7 customer care line.

•  Knowing the location of the water shut off
valves. Remember, water shut off valves are often
under metal plates. The screws on these plates
can be loosened so the plate is easy to remove if
there is a leak.

•  Using braided hoses instead of plastic ones. 
Typically, braided hoses need to be replaced
every 5-7 years.

•  Placing a water leak detection sensor around
toilets and appliances. 

• Installing sprinkler cages over sprinkler heads.
•  Shutting off water supply when your house or unit is

vacant.
• Not leaving or going to bed while your dishwasher or

washing machine runs. 
• Not flushing un-flushable items. 

Mitigate Fire Loss by:
•  Never leaving a lit candle unattended.
•  Putting lids on pans to smother flames.
• Never throwing water on a grease fire. 
•  Keeping a fire extinguisher close by.
•  Ensuring flammables are contained; only keep

necessary amounts on site. 
•  Keeping a fire extinguisher on or near every balcony

that has a grill. 
•  Disposing of cigarettes only in designated areas or

ashtrays.

http://bit.ly/2OW6OwR


-  12  - CONNECTIONCOMMUNITY

FirstService Residential
COVID-19 Timeline 

Mar.

Apr.

May

June

March 6
The Minnesota Department 
of Health confirms state’s 
first case of Coronavirus. 

March 10 

FirstService Residential communi-
cates with its client boards about the 
risks associated with COVID-19 and 
recommended practices to mitigate for 
communities and associates.

March 13Gov. Tim Walz declares a peacetime 
state of emergancy in Minnesota. 

March 23
All associates begin working from home. 
FirstService Residential Minnesota provides 
guidance to on-site staff on a range of issues.

FirstService Residential Minnesota distrib-
utes recommended operating guidelines 
for coop and condominium communities.

April 20

Gittleman Construction & Maintenance begins 
bottling hand sanitizer and basic cleaning not 
readily available for client communities and 
setting up a distribution stream for communities 
unable to otherwise access supplies.

March 17
FirstService Residential Minnesota provides 
guidance to communities on protocols for their 
sited staff, board meetings, member meetings, 
and other actions.

March 16 Bloomington and Minneapolis offices send home 
first “wave” of associates to work from home.

March 26FirstService Residential Minnesota 
provides guidance to on-site staff.

April 15
FirstService Residential provides addition-
al guidance from counsel on unit remodel-
ing in condominium buildings.

April 8

May 20 FirstService Residential holds training for 
its Association Managers on protocols for 
opening amenities.

May 12
FirstService Residential Minnesota issues 
amenity reopening guidelines to associations 
with interior common areas and/or amenities.

May 21
FirstService Residential sends additional legal 
guidance on amenity reopenings and forms 
relating to Boards at applicable client 
communities. May 26

All associatates are invited to multiple sessions 
of “Return to the Office” orientation, outlining 
how we will adapt our offices and capacity at 
each office to allow more staff to return to work.

June 1 All departments are back to full headcount!June 1

Bloomington and Minneapolis offices are re-
opened to groups of associates as assigned, to 
ensure social distancing and a safe environment. 
Daily Health and safety commitment is initiated.

This timeline focuses on this past year’s events concerning the COVID-19 pandemic and how FirstService 
Residential has responded as a company. The safety and wellbeing of our associates are of the utmost im-
portance to us and always will be. During this pandemic, we have changed the way that we work to accom-

modate all those who wish to work from home while upholding our excellent service standards. 



- 13  - CONNECTIONCOMMUNITY

blog

Like us on Facebook
FirstService Residential Minnesota

Read our lifestyle blog 
theelementsofliving.com

Connect with us on LinkedIn
FirstService Residential Minnesota

8100 Old Cedar Avenue South, Suite 300 | Bloomington, MN 55425
Phone: 952.277.2700 | Fax: 952.277.2739 | fsresidential.com/minnesota

Your FirstService Residential Minnesota Team

Mark Gittleman
President

Andy Gittleman
Executive

Vice President

Mike Laukka
Senior 

Vice President

Shaun Zavadsky
Vice President,

Community 
Management

Sally Andrist
Senior Director,

Human Resources 

OVER 80-YEARS OF MINNESOTA PROPERTY MANAGEMENT EXPERIENCE.  
Our team is committed to serving your association with excellence, striving 
to enhance your property values and enrich the lifestyle of your residents.

http://bit.ly/2Qfvy3n
http://bit.ly/2OWWuou
http://bit.ly/2y0Jzub
http://bit.ly/2OXb6Ei
http://bit.ly/2y0Jzub
http://bit.ly/2OWWuou
http://bit.ly/2IoEMaP
http://fsresidential.com/minnesota



