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Co-op housing management evaluation
When co-ops contract with a management company for property management services, the contract usually includes a provision to conduct an evaluation of the service. CHF Canada includes this clause in our model contract because we believe it is a best practice. The Co-op housing management evaluation tool is a template co-ops can use to conduct these evaluations.

The purpose of the evaluation is to:

· acknowledge good service

· improve service if necessary, and 

· resolve any problems identified by the co-op or the manager.  

This process should be a quest for continuous improvement in the management of the co-op and, in doing so, help to strengthen the governance.

The evaluation of co-op management should be completed by the board of directors. The board should set aside one meeting per year to go through this evaluation tool and a separate meeting to discuss with management the outcomes of this process. Management should have sufficient notice of this meeting date and receive a copy of the completed evaluation in advance. This allows management to come to the meeting prepared to discuss any issues they might have and propose solutions to any problems identified by the board.  

This evaluation tool has been set up to follow the Core Management Standards for co-op housing. It is intended to help the board of directors focus on the services the co-op receives from its management and prepare the board for its annual evaluation meeting with management. It’s not the people you are evaluating, it’s the service. The board should be looking for specific outcomes from the duties it has assigned to management. This tool will assist the board in identifying those outcomes and how the outcome relates to their expectations. There are a series of questions that, when answered by the Board, will assist you in assigning a rating for that standard.

Remember, the annual evaluation does not replace ongoing communication with management. Regular feedback between the board and management will keep the relationship in good stead.

It is important to provide comments that explain the rating you have assigned as these will be the basis for your discussion with management.

When using this tool please use the ratings of:

· meets expectations (ME) when the service the co-op receives is what was asked for in the contract 
· needs improvement (NI) when the service the co-op receives is not fulfilling the duties listed in the contract.

The information gained from the first part of the tool will then be used to fill out the final part - the Co-op housing management evaluation form, which gives an overall rating of management’s performance in meeting each of the Core Management Standards.
Evaluation steps

The following are the steps involved in the evaluation process:
Step 1
The board of directors meets and completes the Co-op management evaluation tool.

Step 2
The board of directors summarizes the information gained from completing the evaluation tool and completes the Co-op housing management evaluation form, included in this document.
Step 3
The board of directors sets a date to meet with management to discuss the evaluation and give a copy of the completed evaluation form to management.

Step 4
Meet with management to discuss the evaluation and receive feedback from management. Management should be encouraged to add any comments or observations they have to the evaluation form. 

Step 5
Make a plan to follow up on any recommendations or directives that come out of the evaluation process.

Co-op housing management evaluation tool
SECTION 1: Managing the finances
1. The manager’s services in preparing and presenting the monthly financial statements to the board of directors. 
Before you assign a rating you may want to consider the following:
· Did you receive financial statements (including balance sheet, income statement, arrears report, and cheque register) each month in your board package in advance of the board meeting?

Yes

No

· Were the statements in a format that was easy for you to read and understand?

Yes

No

· Were the financial statements accurate?

Yes

No

· If you had questions about the financial statements, was the manager able to answer your questions?

Yes
No


SECTION 1: FINANCES
2. The manager’s services in collecting housing charges and reporting arrears to the board of directors in accordance with the co-op’s Arrears Policy. 
Before you assign a rating you may want to consider the following:
· Did you receive an Arrears Report monthly?

Yes

No

· Was the Arrears Report up to date and accurate?

Yes

No

· Was your Arrears Report in a format consistent with your Occupancy or Arrears By-Law/Policy?  (i.e.. If your Occupancy or Arrears By-Law/Policy states that if a member pays late x times in a year they are considered chronically late and will be issued a Notice to Appear, does the report tell the Board how many times the Member has paid late this year?)

Yes

No

· Did the manager send late notices to members who did not pay on time as outlined in the Occupancy or Arrears By-law/Policy?

Yes

No

· If the co-op’s Occupancy or Arrears By-law/Policy provides for late charges, were these charges applied consistently?

Yes
No

SECTION 1: FINANCES
3. The manager’s services in administering the RGI program including the timely processing of the Annual Income Review (AIR). 

Before you assign a rating you might want to consider the following:

· Were there concerns from members or your Auditor regarding the calculation of housing charges?

Yes

No

· Did your Auditor indicate any concerns about the documentation in the member files for calculation of RGI assistance?  (eg. Missing or incomplete documentation)

Yes

No

· Was the Annual Income Review completed on time?

Yes

No

· Did the manager send notices of changes in housing charges in a timely manner?

Yes

No

· If you are a federally funded co-op, did you use more RGI Assistance than you received from CMHC?

Yes
No


SECTION 1: FINANCES
4. The manager’s services in administering the Spending By-law/Policy.

Before you assign a rating you may want to consider the following:
· Did all of the co-op’s expenditures have appropriate approvals?

Yes

No

· Were the co-op’s bills paid on time to avoid late charges?

Yes

No

· Were competitive quotes obtained for purchases in accordance with your Spending By-Law/Policy?

Yes

No

· Were overages in budget categories reported on in accordance with your Spending By-Law/Policy?

Yes
No

SECTION 1: FINANCES
5. The manager’s services in maintaining adequate cash flow. (This may not be an issue for all co-ops and can be eliminated if the co-op does not have a cash flow issue)

Before you assign a rating you may want to consider the following:
· Does the board receive a Cash Flow Projection from the manager regularly? (i.e. monthly or quarterly)

Yes 
No

· Does the co-op have enough cash to pay its bills?

Yes
No

· Does the board receive information from the manager about outstanding invoices the co-op owes each month?

Yes
No

· Does the manager advise the board in advance if cash flow is going to be a problem?

Yes
No

· Does the manager propose solutions for cash flow problems?

Yes
No
· Can the manager explain to the board the cause of any cash flow problems?

Yes
No

· Does the manager propose investing surplus money sitting in the co-op’s operating account?

Yes
No


SECTION 1: FINANCES
6. The manager’s services in drafting and presenting the Operating and Capital budgets.

Before you assign a rating you might want to consider the following:

· Does the manager propose to the board an operating budget with any necessary 
market housing charge increases annually?

Yes

No

· Can you understand your operating budget in the format that the manager presents it?

Yes

No

· Can the manager answer questions you have about the proposed operating budget?

Yes

No

· Does the manager propose to the board a capital budget annually?

Yes

No

· Does the proposed capital budget follow your co-op’s BCA in recommending capital replacements?

Yes

No

· Can you understand your capital budget in the format that the manager presents it?

Yes
No

SECTION 1: FINANCES
7. The manager’s services in following the co-op’s Investment By-Law for investing the capital replacement reserve.

Before you assign a rating you may want to consider the following:
· Does your manager refer to your Replacement Reserve Fund study when making recommendations to the board about investing surplus funds?

Yes

No

· Does your manager invest funds in accordance with the co-ops Investment By-Law/Policy and any pertinent legislation?  (i.e. Housing Services Act)

Yes

No

· Does the board receive regular reports about the co-op’s investments?

Yes

No


SECTION 1: FINANCES
8. The manager’s services in filing required financial reports as outlined by the co-op’s funding program.

Before you assign a rating you may want to consider the following:
· Are your Audited Financial Statements and Annual Income Review (AIR) filed to your funder (Service Manager or The Agency) by the deadline each year? 
Yes

No

· Does the board review the Audited Financial Statements and AIR annually before they are filed?

Yes

No

·  Does the Board review the annual Management Letter from the Auditor?
Yes

No
· If your co-op is a project in difficulty, does your manager file any extra reports that are required?  (i.e. monthly financial statements, monthly monitoring reports etc.)

Yes
No


SECTION 1: FINANCES
For this section, Managing the finances, please list any areas where the Manager:

a) Exceeded the co-op’s expectations:







b) Needs Improvement:







Any further comments on Managing the finances:







SECTION 1: FINANCES
SECTION 2: Keeping the co-op in good repair

9. The manager’s services in advising the board on property matters.

Before you assign a rating you may want to consider the following:
· Does the board receive monthly property management and maintenance activity reports?

Yes

No

· Is the board advised promptly if there are any safety hazards identified on the property?

Yes

No

· Does the manager make sure that life safety requirements are met?

Yes
No

10. The manager’s services in developing a routine and preventative maintenance plan.

Before you assign a rating you may want to consider the following:
· Does the co-op have a work order system that accurately tracks the work that has been completed and the work that is currently outstanding for all the units?

Yes

No

· Does the co-op respond in a timely manner to work requests submitted by the members?

Yes

No

· If applicable, does the manager meet the agreed to standards for maintenance and cleaning?

Yes

No

· Does the manager follow the co-op’s preventative maintenance plan and recommend changes to the plan as appropriate?

Yes
No


SECTION 2: GOOD REPAIR  
11. The manager’s services in ensuring the units, common areas and grounds are inspected annually.

Before you assign a rating you may want to consider the following:
· Are the inspections completed each year? (units, smoke detectors, fire safety equipment, playground, elevator, heating systems)
Yes

No

· Does the board receive a report on the items identified through the inspections 
as co-op responsibilities?

Yes

No

· Does the board receive regular updates on the status of the required repairs 
identified through the annual inspections?

Yes
No

SECTION 2: GOOD REPAIR
12. The manager’s services in ensuring a capital plan is developed and kept up to date.

Before you assign a rating you may want to consider the following:
· Does the co-op have a current building condition assessment (BCA)?

Yes

No

· Does the board review the BCA annually?

Yes

No

· Does the co-op have a reserve fund study?

Yes

No

· Does the board review the reserve fund study annually?

Yes

No
· Are the BCA and reserve fund study used to complete the capital budget each year?

Yes
No

SECTION 2: GOOD REPAIR
For this section, Keeping the co-op in good repair, please list any areas where the Manager:

a) Exceeded the co-op’s expectations:







b) Needs Improvement:







Any further comments on Keeping the co-op in good repair:







SECTION 2: GOOD REPAIR
SECTION 3: Keeping the co-op full

13. The manager’s services in developing a strategy to maintain full occupancy of the co-op.

Before you assign a rating you may want to consider the following:
· Does the board receive monthly vacancy and marketing reports?

Yes

No

· Is the total amount of Vacancy Loss recorded in the financial statements greater than the amount budgeted by the co-op?
Yes

No
· Are units quickly restored to market ready condition after move-outs?

Yes

No

· Does the manager have a marketing plan to fill units that are vacant?

Yes

No

· Are move-outs, internal moves and move-ins co-ordinated in order to minimize vacancy loss?

Yes

No

· Do all members sign Occupancy Agreements before they move into units? (internal moves and new members)

Yes

No

· Do all new members make necessary payments before they move in?

Yes
No
· Are new members promptly welcomed and orientated to the Co-op?

Yes

No


SECTION 3: KEEPING THE CO-OP FULL
For Section 3, Keeping the co-op full, please list any areas where the Manager:

a) Exceeded the co-op’s expectations:







b) Needs Improvement:







Any further comments on Keeping the co-op full:







SECTION 3: KEEPING THE CO-OP FULL
SECTION 4: Meeting the co-op’s legal requirements
14. The manager’s services in ensuring that the co-op meets its legal requirements.

Before you assign a rating you may want to consider the following:
· Does the board receive reports on legal issues as they arise?

Yes

No

· Does the co-op have adequate insurance coverage?

Yes

No

· Are insurance claims reported promptly as events occur?

Yes

No

· Are the co-op’s corporate records and minute book kept up to date?

Yes

No

· Are audited financial statements and required reports filed on time to appropriate government agencies?

Yes

No

· Are notices of change in directors reported on time to Ministry of Government Services each time there is a change in your board of directors?

Yes

No

· If the co-op is processing an eviction, does the lawyer/paralegal receive all the information required in a timely manner?

Yes
No

· Does the co-op comply with all program rules, the Co-operative Corporations Act and all other laws that apply to the co-op?

Yes
No

· Does the co-op protect the privacy of personal information?

Yes
No

SECTION 4: LEGAL REQUIREMENTS  

For Section 4, Meeting the co-op’s legal requirements, please list any areas where the Manager:

a) Exceeded the co-op’s expectations:







b) Needs improvement:







Any further comments on Meeting the co-op’s legal requirements:







SECTION 4: LEGAL REQUIREMENTS
SECTION 5: Supporting good governance

15. The manager’s services in supporting good governance in the co-op by the board and membership.

Before you assign a rating you may want to consider the following:
· Does the board receive a management report each month that contains information and recommendations that assist in making sound decisions for the co-op?

Yes

No

· Does the manager help the board plan effective members meetings and ensure meeting notices are distributed on time?

Yes

No

· Does the manager help the board organize an orientation each year?

Yes

No

· Does the board receive information from the manager about other training opportunities available to them throughout the year?

Yes

No

· Does the manager help the board organize an annual planning session?

Yes

No

· Does the manager forward all copies of correspondence from the regulator including any Operational Reviews, Triggering Event Notice or Client Visit reports?

Yes
No

SECTION 5: GOOD GOVERNANCE

For Section 5, Supporting good governance, please list the areas where the Manager
a) Exceeded the co-op’s expectations:







b) Needs improvement:







Any further comments on Supporting good governance:







SECTION 5: GOOD GOVERNANCE

The Board may also want to contact the co-op’s Auditor and Service Manager/ Relationship Manager at The Agency for any comments they may have on the Manager’s services.
Comments from the Auditor: 







Comments from the Service Manager/Relationship Manager:







COMMENTS FROM AUDITOR AND REGULATOR
This is the end of the Management Evaluation Tool.
Please use the information gathered in this tool to complete the following Co-op housing management evaluation form.  Once completed  the board will provide a copy of the evaluation form to your manager and set a meeting date to  review the evaluation. The board should encourage management to add their comments and observations to the evaluation form.
Co-op housing management evaluation form

Name of co-operative:  


Name of management company: 


Date of evaluation meeting:  


Period of evaluation:

___________________________________
to _______________________________________
1. Managing the finances:     Meets Expectations

Needs Improvement
Reasons for the rating given:






Please list any training or skill enhancements that are required or requested:







2. Keeping the co-op in good repair: Meets Expectations
Needs Improvement
Reasons for the rating given:






Please list any training or skill enhancements that are required or requested:







3. Keeping the co-op full:   Meets Expectations   
Needs Improvement
Reasons for the rating given:






Please list any training or skill enhancements that are required or requested:







4. Meeting the co-op’s legal requirements:  Meets Expectations
   Needs Improvement
Reasons for the rating given:






Please list any training or skill enhancements that are required or requested:







5. Supporting good governance:    Meets Expectations
      Needs Improvement
Reasons for the rating given:






Please list any training or skill enhancements that are required or requested:







Signatures & Comments:

Any further general comments by the board:  







This report is a fair and accurate assessment of management’s performance during this review period.

Board Signature:  ___________________________________________________________
Title: ____________________________________ Date: ____________________________

I have read this report and discussed it with the board of directors.

Management Signature:  ____________________________________________________

Title: ____________________________________ Date: ____________________________

Comments by management:  







Based on the answers to these questions, please assign a rating for this section





Meets Expectations			Needs Improvement





Based on the answers to these questions, please assign a rating for this section





Meets Expectations			Needs Improvement





Based on the answers to these questions, please assign a rating for this section





Meets Expectations			Needs Improvement





Based on the answers to these questions, please assign a rating for this section





Meets Expectations			Needs Improvement





Based on the answers to these questions, please assign a rating for this section





Meets Expectations			Needs Improvement





Based on the answers to these questions, please assign a rating for this section





Meets Expectations			Needs Improvement





Based on the answers to these questions, please assign a rating for this section





Meets Expectations			Needs Improvement





Based on the answers to these questions, please assign a rating for this section





Meets Expectations			Needs Improvement





Based on the answers to these questions, please assign a rating for this section





Meets Expectations			Needs Improvement





Based on the answers to these questions, please assign a rating for this section





Meets Expectations			Needs Improvement





Based on the answers to these questions, please assign a rating for this section





Meets Expectations			Needs Improvement





Based on the answers to these questions, please assign a rating for this section





Meets Expectations			Needs Improvement





Based on the answers to these questions, please assign a rating for this section





Meets Expectations			Needs Improvement





Based on the answers to these questions, please assign a rating for this section





Meets Expectations			Needs Improvement





Based on the answers to these questions, please assign a rating for this section





Meets Expectations			Needs Improvement
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