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Conflict Resolution
Purpose: To provide National Apartment Association (NAA) mem-

bers with tools and information to aid in conflict resolution, especially
amid the COVID-19 pandemic. While the following applies to multiple
forms of conflict, the focus of this document is specific to handling
conflict with residents.

Applies to: All NAA members who interact with prospective and current residents, specifically onsite employees.
Overview: Conflict resolution is an important skill for all employees to
master, especially those working on the front lines at any apartment
community, as they tend to regularly encounter upset residents. Problems will inevitably occur when managing apartments and resolving
conflict is an important aspect of effective customer service. Taking the
time to resolve disputes with residents improves the chances of future
peaceful interactions within the community. This is a process that cannot be rushed; it requires careful consideration and should include an
employee training component.
Even in the best circumstances, disputes with residents may arise.
The onsite team may be vigilant in maintaining a safe, clean, friendly,
regulation-compliant environment, however, people are imperfect. Misunderstandings, conflicts, mistakes and accidents happen. Leaders are
responsible for ensuring that the onsite team is prepared to diplomatically handle these situations and understand the policies that govern
the rights of the resident, the property owner and the management
company. They will also need to know when it’s appropriate to say “no,”
as well as when it’s time to consult legal counsel.
Given the COVID-19 pandemic and its attendant stresses for residents
and staff, both fiscal and emotional, mastery of conflict resolution has
never been more necessary. The following best practices offer guidance for managing and resolving these unique situations as they arise.

Guidance:
1. Do Not Avoid – While one approach to conflict resolution is avoidance, it is often not recommended. When a resident is upset, avoiding
the situation may not help. Making oneself unavailable or prolonging
a meeting may cause further negative feelings that could otherwise
be prevented if handled in a more-timely manner. If the manager is

unavailable to speak with the resident, have a plan in place for either
an assistant manager to step in or assure the resident that the manager
will be in contact within a specified amount of time. This amount of time
should be determined by the owner/management company and will
vary depending on the size of the community and employee workload.
Regardless of the time frame, immediately handling situations helps
prevent upset residents from experiencing further distress, sharing
negative thoughts of the community with family and friends and even
posting reputation-harming content on social media and review sites.
2. Listen to Understand – Allowing a resident or potential resident to
voice their concerns and frustrations is a good starting point. Often,
conflict can arise from a misunderstanding between two parties. While
there may not be agreement from both parties concerning the matter
at hand, it is important nevertheless to actively listen so that the issues
can be addressed and reasonable solutions can be identified. Avoid applying blanket answers to every dispute; while providing form responses
and policy reminders can be convenient, the upset resident is probably
already aware of these. It is best to first repeat the resident’s concerns
to ensure all parties have a shared understanding of the issue before
evaluating solutions. It is equally important to not be dismissive of any
part of what is shared.
3. Think Before You Speak – It can be easy to get defensive and
emotional during a resident confrontation. When an individual has an
emotional reaction, they are more likely to say something they do not
mean—and in an inflammatory way. It is important to pause before
speaking, and then politely and factually respond. Do not make assumptions; instead, focus on repeating key points the resident has addressed
in their complaint. Using proper language while maintaining awareness
of tone is key. Keep in mind the old saying, “It is not as much what you
say as it is how you say it.” You should be courteous and professional
whether you are collecting delinquent rent, dealing with misuse of common areas, reprimanding a lease violator or addressing inappropriate
behavior.
4. Be Cognizant of Body Language – Body language is the use
of physical behavior, expressions and mannerisms to communicate
nonverbally, often done instinctively rather than consciously. Whether or
not you are aware, you are continuously giving and receiving wordless
signals when you interact with others. Body language includes gestures
you make, your posture, your tone of voice and how much eye contact
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HOPE.
It has been exactly two years
since my partner, Wendy Griggs,
and I purchased Hill Properties.
We closed escrow just a little
over three months before the
day the world “closed” for business. Although the future was
uncertain, we remained faithful
to our plan to continue to provide the essential services
that our Residents and Clients desperately needed and
steady employment for our Hill Properties team. We had
HOPE that someday, things would return to some-kind of
normal. We decided to put our new ownership plans on
hold and began narrowing our focus to our team, to those
that continued to be dedicated to their daily work responsibilities, Zooming from home while isolating with their
families or in their offices unable to talk to the coworkers
they shared coffee and personal conversation with daily.
We spent hours poring over CDC and OSHA protocols
press releases and developing new procedures to protect
those that bravely entered Resident’s homes to perform
inspections, repairs, masked, gloved and disinfecting in
and out of units. Together, we kept moving forward, kept
our positivity and continued to HOPE that things would
return to normal, someday.
Last week the NVPOA Board of Directors met for our
Annual Strategic Planning session. We spent 4 hours in
honest collaboration and discussion around goals and
strategies for the next 12 months and beyond. As I sat
and observed our NVPOA team together, that word came
back to my mind. HOPE.

I could see this taking shape in the amazing minds of
those working together, smiling and planning our future. I
recalled the dozens of meetings, Town Halls, and education sessions that occurred over the last two years. Remoting fighting the battles of our industry over phone and
text and Zoom. It was truly exhausting for all.
Desmond Tutu said “Hope is being able to see that there
is light despite all of the darkness”. There is no question
that the legislative obstacles we have faced as property
owners and managers over the last three years has taken
a toll. From the Camp Fire, to AB1482 to COVID relief,
rules changing by the day, it seems impossible to stay
updated and in compliance. It is because of the dedication
and support of our membership, partners in government
and Law and association volunteers that we are successful and that our voices together are loud and our political
opponents are taking notice. Why should we fight when it
seems impossible to win? How will we continue to find the
strength to move forward? HOPE.
The Board is so excited to share with the association our
2022 Goals and Strategies. Please check your inbox
regularly for Association updates. Thank you to everyone
who took the time and participated in the survey. You
provided invaluable feedback that provided us the focus
needs for our future efforts.
Thank you to all of the past Presidents who have brightly lit
the path for me to follow. It is a privilege to be your 20222023 NVPOA President. Thank you for this opportunity!

Proposed Education Schedule — Visit Our Website for Dates and Times

January
Ch. 1 Nolo Book- Renting out your property: How to Choose Residents and Avoid Legal Pitfalls
5+ Units Garbage/Compost Rules: How to Comply, Town Hall Rental Assistance
Advertising as a Private Owner- Tips and Tricks to Protect Pictures and Language in Ads
NVPOA Annual Expo
February
Ch. 2 Nolo Book-Understanding Rental Agreements/Forms
Ch. 3 Nolo Book- Basic Rent Rules
Chico Luncheon: Workload & Time Management- Linda Fitzgerald?
Fair Housing Workshop 2 hours with certification in person and virtually recording available for later, look
into at Elks Lodge and topic on gender identity as well as general fair housing guidelines
March
Ch. 4 Understanding Rent Control and AB1482
Ch. 5 Nolo Book: Understanding Security Deposits
Redding Luncheon: Workload & Time Management with Linda Fitzgerald?
Industry Partner Workshop: HVAC Company to discuss quick guide to diagnosing AC issues when residents
report them
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you make, and these all send strong messages. Your nonverbal communication cues—the way you listen, look, move and react—tell the person
with whom you’re communicating whether you care, are being truthful
and how well you’re listening. When your nonverbal signals match up
with your words, they increase trust, clarity and rapport. They can generate tension, mistrust and confusion when they do not.
5. Move From “I” to “We” – The dialogue should continue by focusing
on the problem at hand. Explain that both parties are part of a business
relationship, and that each of you has an equally important stake in finding a solution, together. Further explain the importance of finding a good
solution, one that does not lead to additional duress for either side. In the
end, it is much more pleasant to live in a community where everyone can
get along. Ask if the resident would be willing to try a solution, and then
point out the mutual benefit that solution could provide. For example, you
could ask a resident who works the late shift to run the dishwasher early
in the evening before going to work instead of doing so when returning
home from work after midnight to avoid disturbing their neighbors, or
asking a resident who has multiple vehicles to park lesser-used vehicles
in the overflow area, allowing more residents to park their primary vehicles closer to the building.
6. Do Not Take It Personally – For those who are passionate about
their job and confident in their ability to provide an exceptional resident
experience, it can be extremely difficult to hear unpleasant feedback.
However, it is important to focus on the problem at hand and identify
an amenable solution. If you focus on the insult by taking the situation
personal, that increases the chances of inappropriate conduct with a resident to occur. It is easy for onsite team members to become distressed
and flustered when a resident is yelling—or even cursing—at them.
7. Follow Up – It is recommended to follow-up after a meeting with a
recap of the discussion in writing. This should include the complaint, an
overview of the discussion points and the agreement on possible solutions. In addition, there should be a clear indication of who is responsible
for what action(s). This will ensure proper follow-through is achieved
as well as establishing agreement on the date each action is due to be
completed. The deadline for completion should be a fair date that is
achievable by all parties. You should be direct in saying what you plan to
do, and then do it.
8. Remember the Reason – While we can confidently say the resident is not always right, it is important to remember the reason we are
employed is because of our residents. We have an obligation to ensure
our communities are operated to the best of our ability and effectively
handling conflict is a part of that responsibility. After resolving a resident
conflict, you may want to thank the resident for being a valued part of
your community.
9. Safety Protocol – There will be times when following all the above
may still end with an unhappy resident and a problem that continues to
worsen. Be mindful of your own safety. If de-escalation isn’t working,
then stop and withdraw if necessary. Your safety is always the most
important thing. In a worst-case scenario, it is important to note that your
company should have a policy on how to handle situations that escalate to a point where the employee may begin to feel unsafe. This may
include contacting the regional manager, corporate office or even the police in extreme situations. Education and training should be key elements
of any workplace violence prevention program. The advice above may
not be sufficient to address more serious violations such as harassment,
discrimination or threats of violence.

Make sure you know and can identify the following signs:
• Sudden change in body language or tone in a conversation.
• Pacing or fidgeting, over-emphasized gesturing.
• Disruptive behaviors, e.g., yelling, cursing, refusing to follow
instructions, etc.
10. Conflict Resolution Approaches – Social scientists have determined that most people respond to conflict in one of five ways, outlined
below. Although each of these responses can be useful or even necessary depending on the situation, the most effective approaches often
tend to involve compromise and/or problem-solving.
Approach

Description

Avoidance

Someone who uses a strategy of “avoiding” mostly
tries to ignore or sidestep the conflict, hoping it will
resolve itself or dissipate.

Accommodation

If a solution can be reached with an easy accommodation, give it a try. It is not always worth risking
damage to relationships or causing more conflict.

Win/Lose

You are in charge and you must occasionally force
the issue.

Compromising

All parties give a little and a compromise is reached.
Often, there is more than one way to reach a goal.

Problem-Solving Open communication can help develop a mutually
beneficial solution for all parties.

About NAA
The National Apartment Association (NAA) serves as the leading voice
and preeminent resource through advocacy, education and collaboration
on behalf of the rental housing industry. As a federation of more than
150 state and local affiliates, NAA encompasses over 82,000 members
representing more than 10 million apartment homes globally. NAA believes that rental housing is a valuable partner in every community that
emphasizes integrity, accountability, collaboration, community responsibility, inclusivity and innovation. NAA thanks its strategic partners Lowe’s
Pro Maintenance Supply Headquarters and Yardi. To learn more, visit
www.naahq.org.
Disclaimer: The information p rovided in this document does not, and
is not intended to, constitute legal advice; instead, all information in this
report is for general informational purposes only. Information in this document may not constitute the most up-to-date legal or other information.
Viewers of this material should contact their attorney to obtain advice with
respect to any particular legal matter. No viewer of this material should act
or refrain from acting on the basis of information in this document without
first seeking legal advice from counsel in the relevant jurisdiction. Only
your individual attorney can provide assurances that the information contained herein – and your interpretation of it – is applicable or appropriate
to your particular situation. Use of, and access to, this document does not
create an attorney-client relationship between the reader and the National
Apartment Association (NAA) or any contributing law firms. All liability with
respect to actions taken or not taken based on the contents of this presentation are hereby expressly disclaimed.

sponsored bill, AB 916 (Salas), which would streamline bedroom and
ADU construction and need to pass the Housing and Local Government
Committees in January.

Public Policy Update
Budget/Rent Assistance Update

Given the recent projections and tax receipts, the state is facing an
unprecedented budget surplus in 2022. The Governor has finished his
2021-22 budget, which will be officially released around January 10,
2021.
Speaking of additional money, on November 30th, the state applied to
the U.S. Treasurer for $1.9 billion in rent assistance money from the pot
that is being reallocated from other states. Overall, $27 billion of the
$46 billion has been obligated nationwide, which leaves about $19 billion
available to be reallocated. Therefore, this request from California will
be the first, but there will likely be more.
Note, This additional rental relief funding would be made available for
state-run programs only and would not be allocated to local jurisdictions,
cities or counties that chose to administer their own rent relief programs
and not participate in the state administered program. These local jurisdictions will need to independently apply for additional Federal funding
from re-allocated rental relief funds.
As of November 30th, the state has given out over $1.45 billion in rent
relief, out of the nearly $5.94 billion requested. CalRHA continues to
work with HCD on the implementation and advocate for more funding to
the program. For more information, please visit Housing is Key.

Political Update

In addition to the Redistricting Commission releasing the new draft
legislative and Congressional district maps, which is causing a lot of
discussion and angst, there have been several other announcements,
including:
● Senator Sydney Kamlager Dove has officially announced she is
running for Congress
● Assemblymember Richard Bloom, termed out in 2024, is running
for Supervisor
● Assemblymember Ed Chau, termed out in 2024, has been appointed
by the Governor as a judge, which will leave a vacancy
● Assemblymember David Chiu left to be the SF City attorney, leaving
a vacancy
● Assemblymember Jim Frazier has announced he will not be
returning in January and will instead pursue work in the private
transportation sector
● Assemblymember Marc Levine, termed out in 2024, is running for
Insurance Commissioner
● Assemblymember Kevin Mullin, termed out in 2024, is running
for Congress
● Assemblymember Rudy Salas, termed out in 2024, is running for
Congress

Legislative Update

The Legislature is in recess until January 3rd, but CalRHA has been
busy planning its legislative priorities for 2022. We have been working diligently with stakeholders, Legislators, and legislative staff on our

The legislative calendar for 2022 has been set. The deadline for new
bills to be introduced is February 18, 2022, after which time we will have
a sense of most of the legislative fights we will be facing next year.
Initiatives
Several active measures have been submitted for the 2022 ballot that are
of interest to the rental housing community, including:
● 21-0042 The Taxpayer Protection and Government Accountability Act
○ Property taxes and favorable vote threshold changes
○ Proponent(s): Thomas W. Hiltachk
○ Submitted for Title and Summary on November 30, 2021
● 21-0040 “Affordable Housing and Financial Accountability Act of 2022”
○ Bonds for housing and homelessness prevention/Local
Government authority to levy majority vote ad valorem tax on
real property for bond indebtedness
○ Proponent(s): Amie Fishman
○ Submitted for Title and Summary on November 12, 2021
● 21-0032A1 “The Tax Cut and Housing Affordability Act of 2022”
○ Establishes property tax 1% surcharge for properties
assessed over $5 million/smaller for those assessed over
$4 million/Increases Homeowners’ Property Tax Exemption
and Renters’ Tax Credit
○ Fiscal Impact Estimate Report
○ Proponent(s): Stanley R. Apps
○ Submitted for Title and Summary on October 6, 2021
● -0023 INCREASES HOMEOWNERS’ REAL PROPERTY TAX EXEMPTION AND PROVIDES SUPPLEMENTAL RENTERS’ TAX CREDIT.
INCREASES TAXES ON HIGH-VALUE PROPERTIES. LIMITS LOCAL
RESTRICTIONS ON HOUSING DEVELOPMENT. INITIATIVE CONSTITUTIONAL AMENDMENT AND STATUTE.
○ ***1.2 percent surcharge on properties assessed at $5
million or above
○ Title and Summary Issued on November 30, 2021
○ Fiscal Impact Estimate Report
○ Proponent(s): Stanley R. Apps
● 21-0016A1 PROVIDES THAT LOCAL LAND-USE AND ZONING
LAWS OVERRIDE CONFLICTING STATE LAWS. INITIATIVE CONSTITUTIONAL AMENDMENT.
○ Establishes that city and county land use and housing laws
override state law
○ Title and Summary Issued on November 1, 2021
○ Fiscal Impact Estimate Report
○ Proponent(s): John Heath, Bill Brand, Peggy Huang, Jovita
Mendoza, Dennis Richards
● 21-0015A1 ELIMINATES PROPERTY TAX REASSESSMENT FOR
CERTAIN FAMILY REAL PROPERTY TRANSFERS. INITIATIVE CONSTITUTIONAL AMENDMENT AND STATUTE.
○ Expands inherited property exclusions an removes cap on
transfer value for inherited homes
○ Title and Summary Issued on November 1, 2021
○ Fiscal Impact Estimate Report
○ Proponent(s): Jon Coupal

Executive Corner

By Jennifer Morris, Executive Director

2022 here we come! Thank you to all the
Board of Directors and Committee members
that dedicated their time and service to
NVPOA in 2021 you are very much appreciated. Also I wanted to say thank you to our
members that took the time to complete the
survey to assist the Board with strategic
planning as we move into 2022. The results
from the survey showed us that you appreciate the current benefits that NVPOA offers
but it might be nice to be reminded of those
services periodically in case new ones came about that you didn’t at
the time need or were developed after you joined. So here is what our
current benefits of being a member are; Owner/Manager members have
access to our forms library that has about 60 forms available as tools
for your success in renting out your investment property. We offer best
practice support on scenarios you might encounter and would be happy
to walk you through forms or guidance as you come across these situations (please keep in mind that Faith and I are not attorneys, and on occasion your situation could need the expertise of an attorney.) We offer
credit screening reports to help you screen and qualify thoroughly your
prospective applicants when you need to move in new residents that
meet your qualifications. We offer an ozone machine that you can use
when you have smells in homes that you can’t get rid of, this can be an
excellent solution to save you time and money. We have a full list of industry partners that are available to help provide services and products
for your business needs. We offer a variety of educational workshops in
person, virtually, and recordings are available of these workshops if they
were free by logging into your member portal area and scrolling down.
If there was a minimal fee, they will be released after we invoice you for
the link or might be released a few months later for a free link. We offer
a variety of networking events throughout the year and hope to be back
on track to offering these same in person workshops with proper safety
protocols taken into consideration. Lastly, we have legislative representation at the local, state, and national level where we work with representatives to help protect you and the industry as well as offer guidance on
industry best practices. We are always looking for ways to offer more
and keep your membership relevant. Some areas we looking to improve
in 2022 is staff retention and job board to advertise positions and post
resumes for those looking to fill vacancies on their staff or join the industry. We are looking forward to more in person events and a consistent
educational schedule offering a variety of topics for all to enjoy.
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Landlord/Tenant Questions and Answers
Kimball, Tirey & St. John LLP, Ted Kimball, Esq.

1. Question:
Do I always have to give written notice to our resident before making a
repair? They called yesterday and we simply made an appointment for
the plumber to meet them at the property next week.
Answer:
Normally, you would have to give a written 24 hour notice, but if the tenant and the landlord orally agree to an entry to make repairs or supply
services for a specific date and time, and the entry is within one week
from the date of the agreement, no written notice is required. Also, in
cases of emergency or abandonment, the landlord is not required to give
written notice.
2. Question:
Can a resident legally drink alcohol in the outdoor common areas of an
apartment community?
Answer:
Landlords have the right to restrict the drinking of alcohol in the common
areas of the premises.
3. Question:
My tenant vacated and has damaged the unit more than the security
deposit will cover. The tenant had a co-signer on the agreement. I have
written the tenant and co-signer with no response after 30 days. Do I file
a small claims action against both the tenant and the co-signer or should
they be separate lawsuits?
Answer:
You can file against both of them in the same small claims court suit.
4. Question:
This month’s rent check from a tenant had a second name printed below
the tenant’s name on the upper left corner of the check. If I cash the
check for this month’s rent, am I changing the terms of tenancy?
Answer:
The mere fact that another person is listed on the check does not
change the terms of the tenancy. You should inquire about the other person or find other ways to determine if there is an unauthorized occupant,
and if so, either have the extra person apply for residency or serve a
3-day notice to perform covenants or quit.
5. Question:
I am considering selling a duplex I own. Both sides are rented under one
year leases. A potential buyer said he would need to move into one side
of the unit and could not wait for the lease to expire. If there is a sale,
doesn’t that terminate any lease I have with the tenants?
Answer:
A voluntary sale of leased property does not terminate the rental agreement or lease; the new owner steps into the shoes of the former owner
and has the same rights and obligations of the former owner.
6. Question:
One of our single tenants who was renting a small one bedroom unit
recently died. There are still three months remaining on his lease. What
should I do with the security deposit?
Answer:
Generally, a tenancy for a specified term does not terminate on the
death of either the landlord or the tenant. Once the executor or administrator of the decedent’s estate returns possession, you should account
for the use of the deposit and direct the accounting to the administrator
or executor.

7. Question:
What is a request for a reasonable accommodation?
Answer:
A reasonable accommodation is a change or exception to the property’s
rules, policies, practices or services that is necessary to afford a person
with a disability full and equal use and enjoyment of the rental property.
8. Question:
I understand that if a building contains 16 or more units, there must be
a resident manager. I have given some responsibilities to an on-site
maintenance person, but I do not call him a resident manager. Does this
situation comply with the law?
Answer:
The California Administrative Code requires that a building containing
16 or more units on a parcel must have a person who lives on site and is
responsible for representing the owner of the property. The person does
not, however, have to be called a “resident manager.”
9. Question:
How can we enforce the entry rules clause in our lease? One of our
residents is refusing to show the rental unit to a prospective purchaser of
the building.
Answer:
California’s Civil Code specifically requires residential tenants to allow
the landlord to show the rental unit to prospective purchasers and their
agents. Failure to comply could lead to an action for unlawful detainer
after service of a 3-Day Notice to Perform or Quit if the resident refused
to give reasonable dates and times for the entry.
10. Question:
I have a tenant who is driving everyone in the apartment complex nuts.
He plays his stereo and television all day and all night and keeps everyone up. We call the police constantly but they can only do so much. I
want to evict him but he signed a one-year lease. None of the notices I
have make sense in this situation. What can I do to get this noisy tenant
out?
Answer:
If the tenant is causing major and continual disturbances to the quiet
enjoyment of the neighboring property and it is severe enough, the court
could allow you to evict the tenant after
service of a 3-day notice to vacate. This notice does not allow the tenant
to cure anything. Writing warning letters and documenting the disturbances can bolster your case if the tenant does not stay quiet.
Kimball, Tirey & St. John LLP is a full service real estate law firm representing residential and commercial property owners and managers.
This article is for general information purposes only. While KTS provides
clients with information on legislative changes, our courtesy notifications
are not meant to be exhaustive and do not take the place of legislative services or membership in trade associations. Our legal alerts are
provided on selected topics and should not be relied upon as a complete
report of all new changes of local, state, and federal laws affecting property owners and managers. Laws may have changed since this article
was published. Before acting, be sure to receive legal advice from our
office. For contact information, please visit our website: www.kts-law.
com. For past Legal Alerts, Questions & Answers and Legal Articles,
please consult the resource section of our website.
© 2021 Kimball, Tirey and St. John LLP

What is Considered Emergency Maintenance in an Apartment?
By Alecia Pirulis
Do you know when to request emergency maintenance for your apartment? Sometimes, it’s fairly obvious. If, for example, you are standing
ankle-deep in water and you are in the middle of your kitchen, you likely
have a bona fide emergency on your hands and you probably want to
request emergency maintenance. But what if the air conditioner is on the
fritz or the heater stopped working? Is that an emergency? And if you
notice an issue in the middle of the night, how do you determine if it’s
something that could wait until morning or if it’s something you need to
deal with immediately?

HVAC Maintenance
If your air conditioner goes out, most apartment communities consider
this an emergency only if the weather outside is above a certain temperature (i.e., 90 degrees). The same goes for your heat. If it isn’t freezing
outside, then it isn’t considered an emergency. Before contacting maintenance, try to determine why your air conditioning or heat isn’t working.
If your utilities were shut off due to nonpayment, maintenance can’t help
— you’ll have to call your utility company. If the power is out due to bad
weather, maintenance won’t be able to resolve this issue either.

Sometimes it’s difficult to tell what the situation requires. In fact, according to Peter Lowe, an Apartments.com sales associate in Richmond,
Virginia, it’s very common for residents to have difficulty distinguishing
an emergency from a non-emergency. Some apartment communities, he
said, provide residents “with a detailed list of what constitutes emergency maintenance.” So let’s explore what might be considered an emergency, which situations may only need a routine maintenance request,
and what types of things you could resolve on your own.

Getting Locked Out
Getting locked out of your apartment isn’t necessarily an emergency.
You could call a locksmith to help you get back in rather than calling
emergency maintenance. (You could also hide a key or give one to a
trusted friend or neighbor so getting locked out isn’t an issue.)

WHAT IS AN EMERGENCY?
A maintenance emergency is something that, if it isn’t repaired immediately, could cause injury, threaten your health, or cause serious property
damage. These things could include:
•
•
•
•
•
•
•

A broken water line or flooding
Fire (call 911 first, then maintenance)
A broken gas line or leak (natural gas smells like rotten eggs)
A broken lock on your door
No air conditioning in hot weather
No heat in freezing weather
A sewer back-up that is flooding your apartment

WHAT ISN’T AN EMERGENCY?
Not every maintenance issue is an emergency. If, for example, you have
a minor drip under your kitchen sink that can be contained with a bucket,
you’ll definitely want maintenance to take a look, but it isn’t an emergency. Here are some other situations where you could probably get away
with submitting a routine maintenance request:
• A broken air conditioner when the temperature outside is below 90
degrees
• A broken heater when the temperature outside is above 50 degrees
• Your ice maker stopped working
• The stove burner isn’t heating up
• There’s no hot water
• A lightbulb went out
If you determine that the issue isn’t an emergency, you should still go
ahead and submit a maintenance request to be handled during normal
business hours. Be aware that it may take a few days to get the issue
resolved since the maintenance team will handle emergencies before
tackling other repairs, so be patient.
USE YOUR BEST JUDGEMENT
Sometimes, other factors may help you determine when to submit a
maintenance request. For example, if you get up for a midnight snack
and notice that your fridge isn’t as cold as it should be, this is a problem
that needs to be solved quickly — but it could probably wait until morning
if you keep the refrigerator door closed until then.

Power Outages
If the power goes out, it could be an issue with the electric company.
Maintenance can’t help in this instance, so call your electric provider and
see if there’s an outage before you contact maintenance. Also, check to
see if it’s the entire building or just your apartment. If it’s only your unit,
try flipping the circuit breakers, reset the GFI breakers, and check the
fuses.
Most apartment communities don’t consider a partial outage an emergency. For example, if a wall switch or outlet malfunctions, unplug your
items and turn off the circuit breaker. This is usually considered a nonemergency, so submit your maintenance request during normal business
hours.
SOME THINGS YOU CAN DIY
There are some things you could probably handle, such as a clogged toilet, a burned-out lightbulb, or a dirty air filter. While major or dangerous
repairs are better left to the experts, smaller issues could be resolved
quickly without a maintenance call. Some tools to have on hand include
a plunger, some 9-volt batteries, spare lightbulbs, and air filters. To
replace an air filter in your air conditioning unit, look for the current filter
and note the size. Replace it with the same size filter by following the
instructions that come with the new filter.
If your smoke detector is beeping because the batteries are low, replace
them. Take the smoke detector down and locate its battery compartment. Swap out the old batteries with new ones. Don’t remove the old
batteries and not replace them! That’s dangerous and could even be a
violation of your lease.
DON’T PUT OFF EMERGENCY REQUESTS
If something is an emergency, don’t put off contacting your maintenance
team. Even when it isn’t an emergency, it’s a good idea to report the
issue as soon as possible. A small issue now could turn into an emergency if it isn’t dealt with, so go ahead and submit your maintenance
request.
Lesilie Carroll and Emmy Coonrad, Apartments.com sales associates
in Austin and Orlando respectively, stressed the importance of putting
safety first, especially during current circumstances. “Maintenance or the
vendors they use are [currently] wearing protective gear and some ask
residents to wait outside while the work is performed,” Lesilie stated.
“If it is a true emergency,” Emmy added, “leave a message for maintenance or administration.”

Property Management Directory
REDDING:

CHICO:
Blue Oak Property Management
Cameron Goehring
530-636-2627
DRE# 01882206
BPS Properties
Brooke Shelton
530-570-9782
DRE# 01929552
www.bpsproperties.net
Chico Real Estate Management
Kim Higby
(530) 893-HOME (4663)
www.chicorem.com
Chico Sierra Real Estate Mgmt Inc.
Cathy Duffy
sierraproperty@hotmail.com
www.sierraproperty.us
DRE# 01526383
DRE# 01146116
C Y Property Management
Claudia Yorton, CPM ®
530-343-1443
www.cypm.net
DRE# 01801237
Elle Property Management Solutions
Ellen Skala
Elle Property Management’s number to
530-809-4874
www.leasingchico.com
DRE# 01446053
Entwood Property Management
Theresa Haney, CPM ®
530-809-0802
www.entwoodpropertymanagement.com
DRE# 02010384
Everett Apartments
Cynthis Medeiros
530-891-5221
www.rentinchico.com
Ferguson & Brewer Management Co.
530-872-1810
DRE# 00370007
Full Service Property Management
530-345-6556
www.fullservicemanagement.net
HIll Properties
Wes Hill
530-893-3480
www.hill-properties.com
DRE# 01128077
DRE# 01767552
IPM Chico Property Management
Dan Anderson
530-924-4365
www.ipmchico.com

JR Homes, Inc.
Jeffrey Risko
530-343-1900
www.jrhomeschico.com
DRE# 01767552
Locale Residential
530-404-5404
www.localeres.com
Madsen Properties
Alicia Madsen
530-570-6192
DRE# 01912310
NVPM
530-566-9223
www.nvpm.net
DRE# 01978824
Peebles Property Management
Trisha Atehortua
530-370-9188
www.peeblesproperty.com
DRE# 02012905

Advanced Solutions Property Managements
530-246-4543
www.reddingaspm.com
DRE# 011271166
Atwork Properties, Inc.
530-852-3808
DRE# 01957592
Authority Property Management
530-410-6085
www.authoritypm.com
DRE# 01990823
DRE# 01316081
Bear Creek Property Management
530-739-2533
guskormeier@gmail.com
C and C Properties
530-223-5239
DRE# 01198431
Cox Real Estate Consultants, Inc.
530-245-4600
www.coxrealestateconsultants.com

Reliant Real Estate
Ruth Browning
530-527-2000

Gagliardi Properties
Joe Gagliardi
530-440-4772

RSC Associates, Inc.
530-893-8228
www.rsc-associates.com
DRE# 01899334

Gold Star Realty
goldstarrealtypm.com
530-605-4002
DRE# 01937529

Sheraton Real Estate Management
Larry Ruby
530-342-2214
www.chicorentalhousing.com
DRE# 00890357
Table Mountain Property Management
530-534-4136
www.rentoroville.com
DRE# 01916245
The Hignell Companies
530-894-0404
www.hignell.com
DRE# 317250

House of Realty, Inc.
Joyce Middleton
530-241-8300
www.realestate-redding.com
DRE# 00305513
Hubbub Properties / Professionals Property Management
530-229-1800
www.hubbubproperties.com
Real Property Management Inc.
Melinda Brown
530-244-2444
www.rpmredding.com
DRE# 01128127
Redding REI, Inc.
Heather McNeal
President/Broker Realtor ®
530-247-0335
www.ReddingREI.com
DRE# 02141937
Renters HQ
530-722-0800
DRE# 01846008
The Hignell Companies
530-241-3500
www.hignell.com
DRE# 317250
Tuscan Sun Property Management
530-605-4110
www.tuscansunpptymgmt.com
DRE# 01931124

BUYER’S GUIDE - SERVING THE NORTH VALLEY RENTAL INDUSTRY
Abatement
———————————

Collection Services
———————————

Insurance
———————————

Online Listing Service
———————————

Appliances
———————————

Construction Services
———————————

Bidwell Insurance Agency, Inc.
530-894-1096

Painting
———————————

Alliance Environmental Services
530-345-8562

Available

Arborist / Tree Service
———————————
About Trees
530-343-4533

Attorney at Law
———————————
Dirk Potter
530-342-6144

Lindsey Holmes
530-895-0697
Power Law PC
530-576-5740

Banking / Investing
———————————
Thrivent Financial Advisor
Dan Kluis
530-896-1896
US Bank - Taylor Gilmore
530-893-4162

Carpet Cleaning
———————————
Elite Carpet Cleaning
530-894-7060

CSU Chico Off Campus Svc.
———————————
530-898-6238

Chimney Cleaning
———————————
White Glove Chimney & Air Duct
888-680-1400

Cleaning / Janitorial
Service
———————————
A-Ok Cleaning
530-354-2177

A Touch of Glass Window Cleaning
530-521-1510
C and A Cleaning
530-514-7738
Lisa’s Let It Shine
530-990-1809

(PCS) Pacific Credit Services
800-564-6440

CTech Construction
916-638-1247
Patio Pros
530-924-6400

Alllstate - Benjamin Henry
530-829-0600

Farmers Insurance - Brad Jacobson
530-891-7900
Farmers Insurance - Paul Munly
530-899-7667

Credit Screening Services
———————————

Nevin and Witt Insurance Services
530-894-0111

Emergency Housing
———————————

Landscape
———————————

CIC Reports
1-800-288-4757

Towne Place Suites
530-223-0690

Emergency Restoration
Services
———————————

L & C Landscape
530-342-3082

Laundry
———————————

CRBR
530-891-0333

WASH Multi-Family
Laundry Systems
Tim Grady
916-639-9249

Fire Alarms and Sevice
——————————

Maintenance & Repairs
———————————

Foothill Fire Protection, Inc.
530-826-3013

Fitness Equipment
Service
———————————
Available

Flooring
———————————
Jay Dubs Flooring
530-519-0080
Towne Carpet
530-343-0215

General Contractor
———————————
DH Construction
530-892-2850

Glass / Screen Repair
———————————
Miller Glass
530-343-7934

Heating and Air
———————————
McClelland Air Conditioning Inc.
530-891-6202
Royal Aire
530-899-9999

Experts In Your Home
Chico 530-924-5564
Redding 530-776-5535
Sheraton Services Inc.
530-342-2562

Valley Contractors Exchange
530-343-1981

Maintenance Supply
———————————
HD Supply
530-415-8199

PACE Supply
Tony Hindo
916-559-3823

Moving Services &
Junk Removal
———————————

Murdock’s Moving & Hauling, Inc.
530-354-8089

Office Supply
———————————
Global Office
530-520-2991

CoStar Group
530-356-4900

Crabtree Painting
530-343-8880

Pest Control
———————————
Big Time Pest Control
530-242-8830
Gecko Pest Control
530-534-3256
House Detective Termite Control, Inc.
530-894-7900

Orkin Pest Control
530-566-1749 x 2

Shelby’s Pest Control
530-343-0603

Photography and Video
Production
———————————
Available

Printing and Graphic
Design
———————————
Available

Promotional Products
———————————
Logarrow Marketing Services
530-355-8685

Real Estate Services
———————————

Moving Chico
Shane Collins 530-518-1413
Amy Campbell 530-828-9559
RE/MAX of Chico
Steve Depa
530-896-9339

Utility Management
———————————
Livable
www.livable.com
877-789-6027

Waste / Recycling Service
———————————
Waste Management
530-893-8053

As with all sound business
practices, please confirm that all
vendors and subcontractors are
licensed and have insurance.
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NVPOA HOUSING EXPO
JANUARY 27, 2022
K eynote S peaker
Julie Anderson is an in-demand
international public speaker; wielding
her expertise in brain science to bring
solution-based training into
organizations for business,
communications, team building and
leadership results such as increasing
productivity, preventing conflicts, and
improving organizational cultures.

70's theme

A MU S T A T T E ND E V E NT F O R

Owners -Property Managers -L easing Agents -Realtors -Maintenance Staff-Vendors
E xpo 2022 P rogram S chedule
7:30am Registration Opens
7:30 to 9:00am
Room #1
8:00 to 9:00am
Room #2
9:15 to 10:15am Room #1
9:15 to 10:15am Room #2
10:30 to 11:30am Room #1
10:30 to 11:30am Room #2
11:30 to 12:00pm Room #2
12:15 to 1:15pm Room #1
1:15 to 2:00pm
Room #1

Meet and Greet with Industry Partners/Vendors
Pace Supply- Plumbing Workshop and Staff Leading Questions to Uncover Maintenance Needs
Julie Anderson the "Brain Lady", Presents Stress Management in the Workplace
Experts in Your Home Presents, Understanding the New Legislation on Balcony Inspections
Julie Anderson the "Brain Lady" Using the Power of Neuroscience to Improve Communication, Manage Conflict,, and Deal with Difficult People
Tyler Whitlow presents, Social Media Marketing and Advertising Trends Post Covid plus other Tips and Tricks to do Today
Lunch
Julie Anderson "The Brain Lady", presents The Neuroscience of Success - How to Rock your Natural Gifts
Raffle Drawings

T he Manzanita P lac e

A d m i ss i o n Cost

J A NUA R Y 2 7, 2022

$50 for members

8 AM 2 PM

$ 7 5 f o r n o n m e m b e rs

THANK YOU 2022 EVENT TITLE SPONSORS

https://web.nvpoa.org/events

RSVP

530-345-1321

assistantnvpoa@gmail.com

THANK YOU TO OUR GRAND PRIZE SPONSOR

