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Condominium owners are the joy and the sorrow of condominium boards and managers.  When owners 

are happy and cooperative, everyone celebrates; condominium life is enjoyable; and condominium 

resources are used for non-people business like maintenance and repair.  However, when one or more 

condominium owners are unhappy or contrary to the rest of the community, condominium life becomes a 

challenge, for the board, the manager and the rest of the owners. 

 

One place condominium or strata corporations see a difficult person is at meetings.  Difficult people 

attend annual or extra-ordinary general meetings, information meetings and board meetings.  Sometimes 

the difficult person creates challenges is by not attending meetings when he or she should.   Boards and 

managers can prevent or deal with these challenges surrounding meetings by taking actions which have 

proven effective for other condominium corporations.   

 

1.   Prepare 

 

Every condominium director and manager knows that proper preparation for the meeting makes the 

meeting more productive and efficient.  When faced with the prospect of or actual knowledge that one or 

more difficult persons will attend the meeting, the board and manager should prepare also to deal with the 

difficult persons.   

 

Preparing to deal with the difficult person at a meeting includes anticipating what difficulties the person 

will raise or bring and working to erase or minimize the difficulties.  In other words, anticipate the attack 

and prepare to meet it or prevent it.  One example brings this suggestion to life. 

 

Condominium Corporation A – The Special Assessment 

 

The board and manager of this 200 unit upscale condominium corporation were expecting the worst.  

Less than five years old, the second board learned that the building was a leaky condo.  The windows and 

stucco were not weatherproof. The balconies and walkways on this four storey apartment building were 

not properly sloped or finished, therefore also contributing to the water entry.  Almost every unit had 

some interior damage.  Wood rot was beginning on exterior walls and balconies.   

 

An engineering consultant had done all the required tests and cost estimates; the news was not good.  It 

would take at least four years to complete the work because of the seasonal limitations.  Work could not 

begin until next year due to the time required to gather the initial funding and to confirm the contracts, 

which also meant some year-one maintenance was required.  The estimated cost was $8 million dollars, 

perhaps more depending on the extent of the water damage found as the stucco came off.  At the time, the 

corporation’s reserve fund account contained approximately $300,000.   

 



 

 
The board decided to call an information meeting of owners, rather than just approving and sending out 

the letters for the special assessments.  They expected the worst at the meeting; angry owners, 

accusations, refusals to pay, threats, etc.  If the meeting went bad, the board anticipated it would face an 

impeachment meeting after it sent out the notice of special assessment.   

 

As they began to prepare for this meeting their fears began to ease as they asked and answered all the 

questions they would ask if the tables were turned.  For example: 

 What are the construction deficiencies?  Why weren’t they caught at inspection? Who is 

 responsible for the construction deficiencies? 

 When will the work begin?  Can it begin earlier?  What is the construction schedule? 

 How much will I have to pay each year?  When will the money be due?  What are my 

 payment options?  What if I can’t afford to pay?  Where will I go if I need financial 

 assistance?  Will I lose my home?  How will the reserve fund account help us? 

 What actions is the board taking to recover the money for us?  Can we sue the builder?  

 How long would that take and at what cost? 

 What about warranty coverage?  Can we get money there? 

 Will the work qualify for federal tax credit? 

 

The board decided to take a number of steps.  It hired an independent meeting chair with both 

condominium and mediation experience.  Both the engineer and the lawyer were invited to make a 

presentation and answer questions.  The manager prepared a financial chart showing estimated 

contributions by unit based on unit factors.  A power point presentation was developed to enable all 

owners to see the information as they speaker spoke.  Financial advisors were invited to attend and speak 

privately with owners after the meeting.  Posters, letters and two newsletters to owners expressed the 

importance of the meeting and encouraged everyone to attend.  The board prepared two handouts for the 

owners – one from the engineer and one containing a series of questions (and answers) the board 

anticipated owners would raise.    

 

Finally, the board adjusted its approach to the meeting and the way it would speak to the owners.  Instead 

of taking the approach that “the board had done this, that and the other and had no choice”, the board 

began by expressing their own shock as owners at what they had learned and how difficult it had been for 

them to come to grips with the deficiencies and the cost.  They placed the responsibility for the 

deficiencies with the developer and took a realistic approach to the law suit and repairs.  They refused to 

point fingers at the previous board.  Consistently they referred to the board as owners, sharing the same 

financial pain with their neighbors at the meeting.  They prepared themselves to say “we” instead of 

“you” and to invite suggestions and comments on their approach to date and other alternatives.  Several 

directors were very collaborative communicators so the board adjusted who would speak to ensure the 

manner of giving the message would also remove potential barriers at the meeting.   

 

At the meeting, everyone was advised the presentations would occur first with plenty of time for 

questions at the end.  The tone of the meeting never turned ugly – largely because of the board’s approach 

and tone.  The board answered every question with as much information as they had and admitted where 

they were struggling to get information.  Owners provided several good suggestions.  To the board’s 

surprise and relief, several owners expressed their thanks to the board for their work in the face of the 

unpleasant message it had to deliver.  The owners knew they did not want to trade places with any 

director.  As the best show of support for the directors, the owners gave them a strong round of applause.   

 



 

 
The board still has work ahead of it and may encounter one or more difficult owners as it proceeds, but 

they have the overwhelming support of the community and the confidence to deal with the next difficulty 

as it arises. 

 

2.  Use an Independent Chair 

 

Most bylaws require the President or Vice President to chair the meeting.  Sometimes an independent 

chair can be the way to successfully deal with difficult people at a meeting.   

 

An independent chair brings a sense of objectivity and outside observation to a meeting.  The chair 

enables all owners to participate in the discussion as co-owners, rather than feeling like a target at the 

front of the room. An independent chair, with a strong knowledge of condominium and rules of order and 

experience in mediation or facilitation can control difficult persons in a meeting with the appearance of 

fairness and neutrality.   

 

Like a referee or a judge, the independent chair has no vested interest in the debate or the people.  

Everyone is given the equal chance to participate within the rules of order and the agenda.  Often, just 

having the opportunity to participate equally can defuse the difficult person.  Persons who feel they are 

labeled as trouble makers misstate or poorly present their views when given the chance.  They 

communicate their feelings through their words or actions and frequently trigger defensive or emotional 

reactions in other owners.  The cycle become a spiral – a spiral into chaos.  An independent chair can 

often defuse emotions, reframe poorly worded questions or comments and assist defensive persons to 

present their views in a less stressful manner.  The response from other owners will often be less 

challenging in return, changing the cycle to a more collaborative one.   

 

The mere presence of an independent chair can also be a calming influence on a meeting, making the 

difficult person less prone to swear or yell.  Every one, including the difficult person wants to “look 

good” to their peers.  With a stranger in the room, the difficult person may think twice before speaking or 

acting.  If he or she does not, the chair can filter or restate the message or control the actions and prevent 

other owners from having to react.  [A uniformed police officer carrying a gun has been known to have a 

similar effect on difficult persons at a meeting.] 

 

3.  Use Special Rules of Order 

 

Condominium meetings generally operate under one of several standard forms of rules of order.  The 

purpose of having rules of order is to bring structure and order to a meeting, while giving everyone the 

opportunity to participate.  Rules of order also provide the chair and meeting with tools to move the 

meeting forward instead of getting bogged down.  The general rules of procedure often enable the chair to 

effectively deal with a difficult person in the meeting.   

 

Within most rules of order there is the additional opportunity to adopt special rules for a particular 

meeting or session.  Special rules of order can provide additional tools for the chair and meeting to deal 

with the really difficult person.  These special rules of order may require approval by 2/3 of the meeting 

before they become effective.  Of course, the chair and the meeting have to be prepared to enforce the 

special rules at the meeting if the difficult person cannot be convinced to follow the general and special 

rules of procedure.  One example of three special rules are: 



 

 
 

1. A person may only speak once on a motion without permission of the meeting. 

2. A person may only speak for up to two minutes on any motion. 

3. A person violating these standing rules or the Decorum in Debate contained in Roberts 

 Rules of Order can be: 

 a) refused the opportunity to speak to further motions 

 b) removed from the meeting by a majority vote of the meeting. 

 

Condominium Corporation B is a large high rise complex with about 400 units.  A mature complex, many 

owners have served on the board and the same manager has been in place for many years.  However, one 

very difficult owner lives in the complex.  This owner is a realtor and independent business owner.  He 

owners multiple units in the building and elsewhere.  He has served on the board but was not re-elected.  

He was unable to complete his “agenda” during his term on the board and is angry that he was not re-

elected.  This owner is well spoken and often able to convince a small number of other owners to side 

with him.  

At the first AGM after his defeat, he drove the board and president crazy at the meeting by challenging 

every statement they made, questioning every document and action they had taken in the past year and 

making motions without proper notice.  He used most of the meeting time for his comments.  He ran for 

election and challenged the ballot count after the vote.   

During the second year after his defeat he continued to challenge the board about everything within his 

knowledge or questioning.  When preparing for the next AGM, the board hired an independent chair and 

the chair suggested the special rules of order shown above.  The board circulated the rules with the 

meeting notice.  At the meeting, the owners approved the special rules.  That meeting went well, with the 

difficult owner speaking but within the control of the meeting. 

The next AGM the owners repeated the process – an independent chair and special rules of order.  This 

time the difficult owner was not to be controlled.  He repeatedly challenged the chair and ignored the 

special rules.  However, the owners knew they had the ability to get on with the meeting.  One owner 

raised the special rules and asked the chair to enforce them strictly.  When the difficult owner attempted 

to ignore the chair and rules, another owner motioned to remove the difficult owner under the power of 

the special rules.  The motion passed overwhelmingly.  The chair asked the difficult owner to leave and 

recessed the meeting to ensure he left.  When the difficult owner attempted to disrupt the meeting again, 

the manager called the police who came and physically removed the difficult owner from the meeting.   

For the next five years the corporation hired an independent chair and approved the special rules at each 

AGM.  The difficult owner was allowed to participate but was controlled.  The meetings became shorter 

and shorter and more focused on the condominium business.  Eventually the difficult owner chose not to 

attend the meetings as he was unable to promote his own agenda.     

 

Sometimes owners are not sure what to do at a meeting or how to act.  A simple handout explaining the 

expectations and protocols can help to prevent someone from becoming a difficult person just because 

they don’t know what to do. 



 

 
 

Sample Handout to Help Owners Understand Protocol At the Meeting 

 

At the meeting, register at the front door and pick up your voting card and any new information that is 

being handed out.  Find a chair and read any new information.  Follow the rules of order and the agenda 

for the meeting.  The Chair of the meeting controls the order in the meeting and makes sure everyone 

follows the agenda.   

 

When you want to speak at the meeting, raise your hand and wait until you are recognized by the Chair.  

Identify yourself by name and unit number and then state your comments or your motion.  If you are 

unsure and have questions, ask the Chair to help you. 

 

Speak to motions if you have something to add.  Ask questions to learn more.  Make informed decisions 

when you vote.  Be courteous to other owners and the Directors.  Everyone is a volunteer and wants the 

best for the condominium community, even if they hold different views than you do. 

 

Some simple guidelines to keep in mind: 

 

 everyone is bound by the bylaws 

 rules of order are used to ensure everyone can participate in an orderly manner - no one 

should attempt to take over or take all the time at the meeting 

 respect all owners and persons - whether present or not - refer to others by their role or as 

an owner, rather than by name 

 do not accuse or blame others - there may be more than one side to the story or a reason 

for actions that you do not know - be curious rather than blaming 

 every owner has the right to participate - all bring information and ideas, whether the 

same as yours or not 

 remember that the owners elected the Board last year - even if you may not like all their 

decisions - they agreed to volunteer and make the tough decisions along the way - they 

are, most often, also owners like you 

 treat everyone as being honest, until proven otherwise - do not cast stones hastily - apply 

the golden rule 

 informed decisions are made using information - not emotion 

 a general meeting is also a time to get to know your neighbours and build the community 

- make the best of the opportunity. 

 
 


