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CTAA MEMBERSHIP AUTOMATICALLY GIVES YOU NAA 
MEMBERSHIP —AT NO EXTRA CHARGE
CTAA is the local affiliate of the National Apartment Association (NAA). As a 
federation of nearly 170 affiliates, NAA encompasses over 85,000 members 
representing more than 9.2 million apartment homes globally. 

EDUCATIONAL PROGRAMS
Not only does the CTAA regularly offer training opportunities throughout 
Connecticut for all types of property professionals, but we have also teamed 
with the NAAEI and VISTO to offer a wide array of online-based courses 
that you and your team can take from the comfort of your desk or home. 

EMPLOYMENT LISTINGS
The CTAA website offers a great place for job posting and job searching within 
the industry. Our job posting service is available exclusively to our members! 

LEGISLATIVE VOICE
CTAA employs a highly-skilled lobbying team that monitors proposed 
legislation that affects the multifamily housing industry and keeps the CTAA 
membership informed. 

CT APARTMENT FOCUS MAGAZINE
CTAA’s magazine keeps members updated with important industry issues and 
CTAA events. 

MEMBERSHIP DIRECTORY
This member’s only section of the website provides you with a listing of 
property management companies, communities and industry suppliers that are 
CTAA members. Complete contact information is included. 

NAA BENEFITS INCLUDE
· NAA Government Affairs – Protecting the industry through local,

state and national advocacy initiatives and grassroots mobilization
· NAA Click & Lease Program – Customized to protect you locally
· NAA Education Institute – Skill development that maximizes NOI
· Meetings & Expositions – Network, get educated & learn about the

new products and services all that increase your NOI
· Industry Resources – National award-winning monthly magazine,

newsletters and website, and knowledge-sharing through social
media

· The NAA Open Door Program – An exclusive NAA member
benefit and not an endorsed product program. Participants in the
program are reputable businesses that offer valuable services and
competitive prices to our members

· The NAA Resource Center – Quickly find the suppliers,
products, and services in the apartment housing industry with
the Resource Center.

“Our company’s membership in CTAA has provided so many 
valuable dividends over the years. Utilization of the NAA lease 
as facilitated through local CTAA chapter membership not only 
lessens administrative burden for our on-site teams that has a 
direct impact on operating costs but also provides us peace of 
mind that the lease meets all legal requirements and will be 
updated as changes may occur. The opportunity to use this 
affiliation to network for vendor services helps us meet our 
firm’s competitive bid requirements and find vendor partners 
who provide quality services at the best possible prices. We 
have also developed relationships with other member industry 
professionals over the years and some of those relationships 
have turned into future team members for our organization. “

-Lori J Ricci, Senior Vice President, WinnResidential
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 2021 CTAA Board of Directors
President  
Justin Gaboury  
Regional Property Manager  
Pinnacle Living  
6065 Roswell Road, Suite 224  
Atlanta, GA 30328  
jgaboury@pinnacleliving.com 

President Elect  
Kelly DeMatteo  
Regional Property Manager  
Trio Properties, LLC  
2461 Main Street, 3rd Floor 
Glastonbury, CT 06033  
(860) 430-1966 
kdematteo@trioproperties.com 

Vice President  
Dragana Lacore  
Area Manager  
Pinnacle Living  
301 Commons Park South  
Stamford, CT 06902  
(203) 920-4270  
dlacore@pinnacleliving.com

Treasurer   
Brenda Sandoval  
Property Manager  
AvalonBay Communities  
185 Canal Street   
Shelton, CT 06484  
(203) 924-5366 
Brenda_Sandoval@avalonbay.com 

Secretary  
Brian Lemire  
Paredim Communities  
Senior Director of Regional Leasing 
and Operations  
430 Eastern Street  
New Haven, CT 06513 

Immediate Past President 
Andy Lund  
Regional Vice President  
Winn Residential  
942 Main Street, Suite 301  
Hartford, CT 06105  
(860) 524-5198 
(860) 524-5647 (fax) 
alund@winnco.com

VP of Associate Affairs  
Jim Brooks  
New York Maintenance Group 
129 Market Street 
New Haven, CT 06513 
(203) 843-0899    
jbrooks@nymgroup.com

Director of Northern Connecticut 
Carrie Rowley  
Balfour Beatty Communities 
100 Tern Road 
Goton, CT 06340 
(860) 446-5913 
crowley@bbcgrp.com 

Director of Associate Affairs  
Steve Weir  
American Integrity Restoration  
60 Village Place  
Glastonbury, CT 06033  
(860) 657-2100 
sweir@1callair.com

Director of Associate Affairs 
Vacant

Director of Southern Connecticut  
Rachel Montoya  
Property Manager  
Spinnaker Real Estate Partners 1 
North Water Street, Suite 100  
Norwalk, CT 06854    
(203) 354-1550 
rachel@spinrep.com

Director at Large  
Jessica Doll  
WinnCompanies  
Property Manager  
21 Temple Street  
Hartford, CT 06103  
(860) 768-3500 
jdoll@winnco.com 

Lifetime Director  
Robert Chesson  
Landlord Law Firm  
215 Broad Street  
Milford, CT 06460  
(203) 874-4747 
(203) 874-4701 
rchesson@landlordlawfirm.com 

Association Management Services  
Jessica Olander  
Association Executive  
TCORS Capitol Group, LLC 701  
Hebron Avenue  
3rd Floor  
Glastonbury, CT 06033  
(860) 541-6438 
(860) 541-6484 (fax) 
 jessica@ctaahq.org
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Hello CTAA Members and Supporters

H appy New Year! I hope this 
note finds you all well as we 
cruise through the first few  

months of 2021.

The Legislative Session started January 
6th and, for now, is being held virtu-
ally. Myself, members of the Govern-
ment Relations Committee, and TCG 
Lobbyist John Bailey have met with 
several legislators and industry part-
ners to discuss our concerns, issues and 
steps to move forward as we navigate 
this year’s session. You can view our 
updated Advocacy page on the CTAA 
website, where you will find links to 
NAA’s Key Contact Survey as well as 
a link to share how the eviction mora-
torium has impacted your organization 
as we plan to meet with the members 
of our CT Congressional delegation in 

March. These stories are so important 
to share to effectively communicate the 
impact this moratorium continues to 
have. For our CT legislative session, we 
are focused on many bills coming out of 
the Housing Committee and providing 
updates to the membership. You may 
see an Action Alert now and then, and 
while it only takes a few seconds to 
complete, the more that participate, the 
more our voices are heard. Bottom line 
— we need YOU!

While our events and education format 
continue to be virtual, please know that 
CTAA is planning for the day when 
we can all come back together safely 
and responsibly, network, gather and 
share time. For now, we are planning 
our virtual 2020 (yes 2020) Nutmeg 
Awards and Board Installation that will 

be streamed on March 25th. Thank 
you, and good luck to all who submitted 
nominations! More information will 
be available shortly for registration and 
sponsorship opportunities. Our Trade 
Show has been rescheduled to Sept. 9-10, 
2021, and will still be held at Foxwoods. 
The Trade Show Committee contin-
ues to plan for a safe, fun, interactive, 
in-person event!

As always, my email (and virtual door) 
is open. Take care of yourselves, your 
communities, and I look forward to 
seeing you!

Thank you for your continued support. 

Jessica Olander 
Executive Director

While our events and 

education format continue 

to be virtual, please know 

that CTAA is planning for the 

day when we can all come 

back together safely and 

responsibly, network, gather 

and share time.
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Review 1: A Frightening Lack of Follow-Through

Review 2: Ghosting The Resident

I t happens to even the best property 
managers — the occasional stinging 
online review. Sometimes, the 

resident is justified in their complaint, 
and it’s up to you to make things right. 
But many times, the review contains 
false information, or the resident is 
confused about the facts of the situation. 
These misleading reviews also tend to 
be highly emotional, expressing the 
resident’s anger about their perceived 
negative experience.

Regardless of which type of negative 
review you’ve received, the best thing 
you can do is respond promptly, fix the 
issue, if possible, and learn from it. In 
that spirit, we’ve collected four negative 
reviews posted online for real property 
management companies. Let’s take a 

closer look at what could have been 
done to prevent each issue and how you, 
as a property manager, could respond in 
each scenario to build trust with future 
customers and protect your business 
from horrifying reviews like these. 
Assuming that both of these residents 
are accurately recounting the situation, 
in this case, a lack of follow-up on a 
reported maintenance issue is the root 
cause of both of these bad reviews.

Following up on maintenance requests 
can be tricky, but issues like this arise 
most often when you’re using an offline, 
pen-and-paper system to track and 
follow up on maintenance requests. 
It’s easy to lose track of an issue that a 
resident has reported, especially when 
communication with a property owner 

or maintenance vendors is required to 
resolve the issue.

However, when you use online 
maintenance tracking tools, you can 
collect requests from residents in your 
database where no information can 
be lost. Within the same system, you 
can manage communication with the 
owner if approval is needed, dispatch 
a vendor to resolve the problem, and 
stay on top of communication with the 
resident to keep them informed every 
step of the way.

Sometimes, it’s not always possible to 
immediately fix an issue, but providing 
communication with the resident can go 
a long way towards preventing negative 
reviews like this one.

Continued on page 6



6 www.ctaahq.org

Review 3: A Lifeless Leasing Process

Negative reviews like this one are often 
caused by the resident’s lack of knowl-
edge regarding your office’s opening 
hours or communication policies or 
the resident using the wrong commu-
nication channels to get in touch. To 
prevent this, make sure that all your 
residents have the right phone number 
or email address (not the manager’s 
cell phone number) and that they are 
aware of any policies you have in place 
regarding communication with your 
staff. Better yet, take as much of your 

communication as you can online — 
paying rent, submitting maintenance 
requests, or even getting answers to 
questions about company policies can 
all be accomplished via an online resi-
dent portal.

If this resident is reaching out using 
the appropriate channels during open 
hours, there may be an underlying 
staffing issue. It’s possible that your 
team doesn’t have enough time to 
adequately handle resident requests or 

that the team is understaffed. One of 
the best ways to increase productivity 
without increasing headcount is by in-
troducing automation in your business 
— this allows your team members to 
provide the best possible resident expe-
rience without getting bogged down in 
time-consuming, offline processes.

If the problem is with employee hiring 
and training, check out some of our 
tips to attract and keep a high-per-
forming team.

Continued from page 5
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Review 4: A Hair-Raising Hallway Complaint —  
Salvaged by a Skillful Manager

Staying on top of leasing communication 
can be one of the hardest aspects of property 
management. Not only is it difficult to re-
spond to leasing inquiries around the clock, 
but following up with leads to schedule 
showings quickly and efficiently can be a 
major challenge. 

If this is an issue your team is running up 
against, take a look at our tips through-
out this article for improving lead-to-lease 
conversion by following up with leads 
quickly and efficiently. New advancements 
in technology have made it possible to reply 
promptly to 100% of leads, around the clock, 
by leveraging conversational AI solutions like 
AppFolio’s AI Leasing Assistant, Lisa.

In situations like the example to the right, the 
owner can reply right away to questions about 
the property, allow the prospective renter to 
schedule a showing, and send text messages 
to remind them of their appointment — all 
without taking up any of your team’s time.

To address the issue of showing proper-
ties only during working hours, you can also 
consider allowing prospective residents to do 
a self-guided showing. This is made possi-
ble with lockbox technology that allows the 
customer to securely gain access to the unit at 
a time that works for them.  



Lexington Property Management

LMC, A Lennar Company

Richman Property Services

Wingate Management

Make Sure to Say Hello to Our New 
CTAA Members!

Thank you to our Membership Committee for their recruitment and  
retention efforts!

#MembersUseMembers

Get the most out of your membership! Review your member benefits today!

Owner/Management Companies

Business Partners
Adam Queeneville Roofing & Siding

ADT New York

BEHR Paint

CMC Energy

EverSource

Encore Fire Protection

Greenwald Industries

New York Maintenance Group
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THE CTAA WANTS TO KNOW . . .

HAVE YOU BEEN
RECENTLY HIRED,

PROMOTED, OR RECEIVED
AN INDUSTRY

DESIGNATION?!
LET US KNOW TODAY!

EMAIL  YOUR  UPDATES  TO

MMILLER@TRIORPOPERTIES .COM  AND  GET

FEATURED  IN  THE  NEXT  EDITION  OF  THE  

CT

APARTMENT  FOCUS .
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Latasha Douglas — New Assistant 
Property Manager at 1188 Lofts for 
Konover Residential

Nicollette Brown — New Leasing 
Consultant at ALTO Fairfield Metro 
Apartments for Konover Residential

Sara Reyes Bickell — New Business 
Manager at White Oaks at Wilton for 
Lincoln Property Company

Paula McGuy — New Assistant 
Manager at White Oaks at Wilton for 
Lincoln Property Company

WATER COOLER 
Oscar Rodriguez — New Maintenance Tech-
nician at White Oaks at Wilton for Lincoln 
Property Company

Eddie Padilla — New Maintenance Technician 
at Cherry Street Lofts for WinnResidential

Sarah Kerby — New Assistant Property Man-
ager at 777 Main for WinnResidential

Hector Vazquez Mulero — New Maintenance 
Technician at Huntington Woods for Winn-
Residential

Alex Rivera — New Maintenance Technician 
at Mill Pond Village for WinnResidential

Mirian Guzman — New Property Manager at 
The Tyler for WinnResidential

Glenda Camacho — New Occupancy 
Specialist at Schoolhouse Apartments for 
WinnResidential

Carmen Nieves — New Assistant Property 
Manager at Casa Familia & Casa Otonal for 
WinnResidential

Promotions: 
Curtis Cherry — Promoted from Maintenance 
Technician to Maintenance Supervisor at 
Windsor Crossing for Paredim Communities

Special Designations: 
Gary Allen — Received NALP designation

Xiomara Saez — Received CAM designation 
for Trio Properties, LLC

Property News: 
Lincoln Property Company recently acquired 
White Oaks at Wilton, formerly known as 
Avalon Wilton 

New Hires:
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May 5th 4:30-6:30 
Property Members Free 
Business Partners: $25 

Future Business Partners: $50 
Food • Drink • Fun 

Under the tent on the grounds of 

JOIN US FOR A
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NUTMEG AWARDS

03.25.21

&
ANNUAL MEETING

SAVE THE DATE
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Savol Pools, serving the swimming 
pool service needs of the apartment 

industry for over 40 years.

91 Prestige Park Circle
East Hartford, CT

860-282-0878
www.SavolPools.com

CT SP1 Lic 288171 • CT HIC Reg 584241

One Stop Source for All Your Swimming Pool Needs 
• Equipment Repair & 

Replacement
• Tile / Coping
• Painting
• Plaster
• Leak Detection & Repair 

• Openings / Closings
• Safety Covers
• Pool Chemicals Delivered 

to Your Door
• Certified Pool / Spa 

Operator® Classes
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CTAA Property Spotlight —  
The Borden
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The brand-new Borden Apartments, located at 1178 
Silas Deane Highway in Wethersfield, experienced a 
successful lease-up in 2020 even with the challenges of 

COVID-19. With the first residents moving in for June 1st, 
by the end of December 2020, the community was 96% occu-
pied. The Borden features a total of 150 apartment homes. 

Phase 1 consists of 39 apartment homes in a former bank 
building converted into studios and one-bedroom homes with 
commercial space on the first floor. The first residents moved 
in October 2019. 

Phase 2 consists of 111 apartment homes built from the 
ground up in the former Fun Zone site. This building consists 
of studios, 1, 2 and select 3 bedroom apartment homes and 
retail tenants on the ground level. The luxury community 

will soon be anchored by a bistro/restaurant that should be 
officially announced soon.

The Borden offers its residents a true lifestyle-driven, amen-
ity-rich community located in a walkable location to many 
restaurants and shopping venues. A unique feature installed 
into each apartment home is an Aura One Air purification 
system that removes viruses and allergens while improving 
air quality through a smartphone app, providing peace of 
mind to residents. The Borden is always looking at new ways 
to enhance the well-being of anyone who chooses to reside in 
the community.

COVID-19 has increased the demand by renters for more out-
door amenity space, making The Borden ideal as it boasts a sky 

Continued on page 16



top terrace/lounge, which has become a popular gathering 
space for sunsets vistas. The rooftop features an area for 
outdoor grilling and eating and a gazebo for more inti-
mate gatherings with a large screen TV, an outdoor fire 
pit and a sundeck. Additionally, the community features 
a second outdoor lounge on the first floor with a grilling 
station and outdoor fireplace.

The Borden also offers a large first-floor lounge/clubroom 
that boasts a complimentary unlimited Starbucks coffee 
bar, shuffleboard, Foosball and three televisions. Residents 
and guests continue to appreciate the use of the lounge 
throughout the day while they are working from home. 
As well, it continues to be enjoyed for COVID-friendly 
resident events. On the first floor, you will also find a 
state of the art fitness center with an interactive mirror, 
a paw spa/groom room and a TruGolf Sports simulator 
studio — all of which have vibrant murals painted by 
local artist Corey Pane. The amenities do not end there 
as The Borden offers a 24/7 Parcel Pending package 
service. This 5th-floor clubroom serves as a business 
center during the week and a private reservable gathering 
spot during non-business hours, a paw park, car charging 
stations, bicycle storage and public Wi-Fi.

The Borden is owned/managed by Lexington Partners/
Lexington Property Management based in downtown 
Hartford. At present, the Company operates approximately 

1200 units in CT and an additional 1,000+ units in North Car-
olina and Georgia. Lexington’s goal is to develop and purchase a 
minimum of 1,500 apartments per year for the next five years so 
that its portfolio will consist of 10,000+ units by the end of 2026. 
Lexington prides itself on hiring the most talented individuals 
with the fundamental building blocks — a caring personality, 
infectious positivity and excellent communication.  

Continued from page 15
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701 Hebron Avenue
3rd Floor
Glastonbury, CT 06033

Reach your customers with print. 
To advertise in this magazine, contact us today.

801.676.9722 | 855.747.4003
4049 South Highland Dr.

Holladay, UT 84124
thenewslinkgroup.org

sales@thenewslinkgroup.com

Put the power 
behind print to
work for your 
associati on.


