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Gary Lee, Vice-President, Multi-Residential, GWL Realty Advisors
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Receiving an industry award is an
indication that your company’s actions
are being noticed by vyour peers.
But when a company is continually
recognized with six awards in just a
little over three years, your actions
establish new benchmark standards for
the industry.

And that is exactly what Vertica
Resident Services, a subsidiary of GWL
Realty Advisors (GWLRA), has done
over its short life. The company has
grown at a rate of approximately 125 per
cent since it began in January 2007. It
now manages more than 7,300 suites in
key urban centres in Alberta, Ontario
and Quebec, up from the original 3,200
units in the Greater Toronto Area. The
staff complement has also followed in
step. Vertica now employs more than

170 employees, up from the original 56
in early 2007.

“Right at the beginning, we had a
strategic vision for Vertica to be a game
changer not by being the biggest but by
being one of the best,” said Gary Lee,

Vice-President, Multi-Residential, at
GWL Realty Advisors.

To define Vertica’s competitive
advantage, the management team had
a two-pronged strategy that gathered
research on how successtul U.S. multi-
residential companies managed their
buildings and combined that with their
knowledge of the Canadian marketplace
to come up with a unique approach
that has become the DNA of Vertica.
An example of how this approach has
worked for Vertica can be seen in the
successful management of vivere, a




Laura Holland, Vice-President, Property Management

“Right at the beginning, we had a strategic vision
for Vertica to be a game changer not by being the
biggest but by being one of the best”
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Amin Rahim, Director, Marketing ¢ Leasing midtown Toronto property that was
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largely modelled from properties in
Chicago.

“We have grown and have
accomplished many great things,
but the one constant has been our
focus and our relentless pursuit of
our brand promise of Living made easy
has never changed,” said Vertica’s
Director, Marketing & Leasing,
Amin Rahim.

RN I

With the corporate philosophy
of Living made easy, the Toronto-
based company has been a real
game changer in the multi-family

property management business,
providing residents with customer-
centric service that goes beyond the
typical care provided by the standard
building operators in the business.
This philosophy is something that
drives all Vertica staff. It is what




Clarence Gomes, Director, Property Management
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makes Vertica who they are and
what makes their people unique.
“We established the philosophy
of Living made easy to change the
way we manage our apartments. To
build long-term relationships with
our residents, we provide superior
service that not only meets, but
exceeds their expectations,” said
Laura Holland, Vice-President,
Property Management. She added
that “by using the term Resident
Services, rather than ‘property
management’ Vertica sets itself

apart from others in the Canadian
industry by building the strong
focus on our residents directly into
the company brand.”

The cornerstone of Vertica’s
customer-focused care is the
attention that each building and
resident receives. All employees
take a comprehensive training
program to ensure the company’s
core principles are kept top-of-
mind. A training and development
specialist travels to each property
to conduct continual training



that includes health and safety,
leasing and human rights and event
leadership.

Each property is staffed with a
representative to address customer
needs. Even the minutiae of details
are addressed from the manner in

which they answer the phone and
the tone of their voicemail messages
to the way they reply to their email
inquiries. Everything is done in a
professional manner and there is a
standard that is being set.

“We are developing our team

CONT
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continuously. We complete training
in group settings, as well as one-
on-one coaching” said Holland.

Staff professionalism is extremely
important. “Our job is to ensure
that the highest level of resident
relations through regular contact
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Doina Hordila, Controller

and proactive attention to our
residents is provided,” said Holland.

But the service goes beyond
the building. The company has a
Customer Experience Manager in
Vertica’s head office to ensure any
resident concern not resolved by the
site staff is dealt with appropriately.
With a hospitality background, it is
the Customer Experience Manager’s
job to make sure this concern
is looked after to the resident’s
ultimate satisfaction.

And with more than 7,300 suites
under management, the company
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Ricardo de Leon, Director, Technical Services

must also ensure that they are
well represented when it comes to
the leasing experience. They must
ensure that each prospect is given
the best attention.

“We want a polished professional
with a sales approach. Our leasing
consultants are not order-takers.
They need to promote our buildings
to a prospect. Depending on a
prospect’s leasing experience at the
building, this will determine how
much rent they will pay and how
long they are going to stay,” said
Holland.

Tech savvy

Much of Vertica’s success would
not be possible without leveraging
technology. The company depends
on technology to ensure that its
operations run smoothly for the
company and its residents.

To that end, Vertica launched a
resident portal a couple of years ago
which allows the resident to stay in
touch and up to date with all aspects
of their building at all times. With
the click of a mouse and the touch
of a few keys, residents can log onto
the site from home or the office to
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Resident event at Galleria in Toronto
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conduct most of their business. This
ranges from filling out maintenance
requests and booking an elevator to
planning a function in one of the
social rooms. It also serves as an
informational tool that provides the
resident with regular updates on the
building’s status from water service
interruptions to garage cleaning.

“We continue to leverage
technology which allows residents
to interact with wus 24/7 and
whenever it is convenient for them,”
said Rahim.

Management is very pleased with
the resident’s response to the site,
Rahim remarks, adding that some
40 per cent of residents are now
using the portal on a regular basis.

It also provides a communications
tool for the residents to stay in
contact with Vertica and serves as a
modern day suggestion box.

“Residents living in our buildings
have great ideas. They know their
building and if we want to retain
them, we are going to listen to
them,” Holland said.

Even before the resident has
moved into the building, technology
has touched them. Although the
company depends on a wide range
of marketing tools from signage to
print advertising, it has made a real
push into digital technology and
web-based advertising.

“We are mainly focused on the
digital side of advertising because
we feel that we have better control
over the customer experience. This
whole area is changing so fast. We
prefer to stay within the digital
industry for our advertising and try
to stay in step with what is going on
out there,” said Rahim.

“We appreciate that the consumer is
very educated and very familiar with
what is going on with the web. Pretty
much everybody begins their search
on-line. Primarily we focus on the
web and then we use other traditional
tactics to supplement this.”
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Unparalelled support.
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2009
Best Property Management Website Award
Specitic Property for 10 Lisa

2008
Outstanding Community Service Award

Best Property Management Website Award
Specific Property for 525 Richmond Street West

Best Suite Renovation of the Year Award
(greater than $50,000)
400 Walmer Road

Best Property Management Website Award
- Corporate Branding
vertica.ca

2007

Best Suite Renovation of the Year Award
(over $5,000)

College Park

And it is evident that this reliance on web-based
advertising has been working. Rahim notes that
more than 60 per cent of their leases come from the
company’s web/digital advertising.

“We were probably one of the first to focus more
on digital” Rahim says. “One of my challenges is how
do we stay ahead of what everybody else is doing in
order to keep changing the game.”

Award winning

Indeed it is obvious that this focus on people
development, technology and customer satisfaction
is not only working, but it has also forced its industry
peers to sit up and take notice.

Vertica’s awards over the past three years include
Best Property Management Website — Corporate
Branding and then two years in a row for specific
properties, two awards for Best Suite Renovation,
and an Outstanding Community Service award.

“I think the best part of it is that every year since
2007 we have received recognition from our peers,”
Holland said.

“Weare very proud of what Vertica hasaccomplished
in a short amount of time and we look forward to
future growth opportunities” said Lee. EI
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If “vivere” means to live, then what a life
residents of Vertica Resident Service’s
vivere multi-residential rental complex
must have!

Situated in the trendy and bustling
Yonge and Eglinton area in midtown
Toronto, the new apartment complex
managed by Vertica offers a stylish new
spin on apartment living.

Vivere is a 10-storey building with
141 suites, offering condo-style rentals
with all of the comforts. The building
includes 11 bachelors, 42 one bedrooms,
44 one bedrooms plus den and 44 two
bedrooms. It started welcoming its
residents in late January of this year.

With all the essential amenities of a
condominium including granite counter
tops, in-suite washer and dryers and even
a business centre, residents are given all
of the comforts that they desire.

“It has real condo quality,” said Gary
Lee, Vice-President, Multi-Residential
GWL Realty Advisors (GWLRA). “The
finishes and amenities are what you will
typically find in new-built condos.”
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The building at 65 Lillian Street is the
result of some entrepreneurial thinking
of a progressive property owner and the
business savvy of the team at GWLRA.

The owner of the building had an
existing apartment building at 88
Redpath Avenue with excess density
at the back. With that in mind, it was
decided to maximize the investment and
develop another building on the land
which faces onto Lillian Street. Thus, the
creation of vivere.

Though the company at first
thought the area -- with its bustling
night life, top notch restaurants and
upscale stores, would only attract the
young and trendy crowd -- Lee notes
they have been pleasantly surprised
by the diverse mix of people calling
the building home.

The complex, which as of Sept. 1 was
close to 75 percent occupied, features
a mix of young couples and infants to
established families and seniors.

“We are pleased with the resident
mix that we are getting,” said Amin

Rahim, Director, Marketing and
Leasing for Vertica. “The diversity adds
to the community we're building.”

Rahim notes that the property has
garnered strong traffic for viewings
as well, another key indicator that
interest for a project of this nature
is high.

Borrowing ideas which the team
gathered on fact finding tours to Chicago,
they were able to incorporate concepts
from the site visits into this Toronto
property.

“The U.S. markets tend to be more
advanced, and so we looked at what they
provide and what they sell,” he said.
“Most of the ideas came from that tour
of the Chicago market.”

But the true vision hits you as soon as
you enter the property. The building’s
amenities include an indoor salt water
pool, a fitness centre, a social room,
a Dbusiness centre, 24-hour video
surveillance and underground parking.

“Residents want new product and
services,” said Lee. “Most of the rental
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stock is older. That is why I think it is
important that if owners hold older
products, they should upgrade.”

But Lee admits that by providing
all the upgrades and amenities that it

was not all altruistic. It also made good
business sense.

“The demand is there. People
want upgraded product and by
completing your upgrades, you cater

Group of Companies

PARQUET & HARDWOOD
LAMINATE FLOORING
CARPET

CERAMIC TILES

VINYL TILES

iOOM REMODELLING

ALL

ROUND GARAGES

CLEANING SERVICES

to this demand while at the same
time, you get a premium in rents,”
he said. “It’'s a good investment
because there is a return to it.”

The rents range from about $1,200
for a bachelor apartment up to well over
$2,000 a month for the bigger units.

One of the most unique features of the
building, and one that is uncommon in
many buildings across the country, is the
business centre. Now a fixture in most
hotels, this business centre with three
workstations, free Wi-Fi, and a meeting
room, provides an office for dedicated
workers without leaving home.

“We tried it here and we were very
surprised. We just have three stations
and it is almost always full. We have
some residents that don’t want to be
distracted in their suites. They come to
work here,” said Laura Holland, Vice
President, Property Management for
Vertica.

The project has also allowed GWLRA
to incorporate sustainable advancements
into the building from energy efficient
lighting and efficient plumbing, to

Specializing in Complete Multi-Unit & Commercial Unit,
Upgrading & Conversion for Over 28 Years in GTA

RENT-READY UNITS, ON TIME!

39 Cranfield Rd., Toronto Ontario, M4B 3H6 Tel: 416-285-5388 Fax: 416-285-7088
Toll free 1-877-711-4511 www.acepainting.ca
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environmentally friendly paints and
cleaners. The bigger equipment
includes high efficiency boilers,
chillers and cooling towers.

“GWLRAand Verticaarecommitted
to shaping the environment and so
we have a blueprint for sustainability,
green initiatives, waste reduction,
reduction in energy consumption
and conservation of resources,” Lee
said. “We implement a lot of these
practices in our buildings.”

With the success of the first
building realized, the group is
now looking at development
opportunities in other locations.
They are already diligently assessing
the potential densities of some of
their clients’ other properties to see
if this blueprint can be replicated
elsewhere.

And Lee is convinced that this
is the future for rental buildings.
“There is a demand for new
generation buildings in addition to
a steady demand for the existing
stock.” [

1-800-691-5677
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Landscaping using different endemic trees - Toronto

High Efficiency Condensing Boiler - Toronto
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Andres Bernal, National Director,
Corporate Sustainability and Energy
Management, GWL Realty Advisors

Building Information Modeling Simulation -
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Community Garden - Toronto
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Magnetic Chiller - Brampton
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Vertica shows you the green

When it comes to the environment and
energy conservation, Vertica Resident
Services can really show you the green.

After all, the Toronto-based multi-
residential ~ property = management
group and arm of GWL Realty Advisors
(GWLRA), was recently awarded the
largest cheque ever provided by the
Ontario Power Authority’s Multi-Family
Energy Efficiency program (MEER).

The $99,200 cheque was given to the
company and its client, bcIMC Realty
Corporation, for the energy savings work
on two buildings in Brampton, Ontario.
This included replacing two chiller units
and cooling towers with higher efficiency
units in the buildings.

“The upgrades have improved
the efficiencies of these residences
tremendously and the rebates offered
through the MEER program were a big
factor in helping to make the case in

upgrading them,” said Ricardo de Leon,
Director, Technical Services at Vertica
Resident Services.

Replacing the chillers at these two
apartments alone are expected to save
about 251,000 kWh annually.

But Vertica has big plans for greater
savings right across their company.

“Vertica Resident Services, together
with GWL Realty Advisors, is committed
to shaping the environment through
our blueprint for sustainability in
energy conservation measures, green
pilot projects, and operational efficiency
improvements that will reduce our
environmental footprint,” said Andres
Bernal, National Director, Corporate
Sustainability and Energy Management
at GWLRA.

Through various programs the
company estimates that it has realized
utility cost savings to date of between
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20 per cent and 30 per cent and has
seen a reduction in green house
gas emissions of about 8.3 per cent
between 2007 and 2009.

Some of the initiatives included Level
2 energy audits conducted in all of its
properties, real time utility consumption
monitoring,  building  information
modelling simulations, the installation
of insuite sensors and programmable
thermostats, smart metering, to the
full replacement of windows and the
installation of condensing boilers,
magnetic chillers, and advanced building
automation systems.

“With all the projects that we
undertake there is a good return for the

owner because it decreases the utility
consumption expenses. It's a win-win
situation,” said de Leon.

“We are doing these things because
they're good for the environment and
good for business. There is also a payback
and return to the owner on the big tickets
items. By spending, you should see an
overall reduction in expenses.”

Indeed it is easier for the company
toimplementall the initiatives when
it is constructing new buildings,
but Bernal says the real challenge is
when the work is being done on an
older building under retrofits.

“Apartment buildings tend to be older
stock, so there are more inefficiencies.

Before you buy, give us a call. We can save you
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This is where we spend most of the time
updating them,” he said.

Upon acquiring a building, Vertica
upgrades it with all the newest energy
efficient features from toilets and lighting
fixtures, to environmentally-friendly
paints and green cleaning products.

Laura Holland, Vice President, Property
Management of Vertica Resident Services
said the company’s commitment to the
environment has grown substantially
over the vyears. Indeed, it has also
helped that the majority of the residents
have supported the company’s green
philosophy and practices.

“It has been very positive. We thought
at first that it would be just the younger
generation, but all ages are very active in
the program,” says Holland.

“Resident engagement is critical to the
success of these initiatives. Education is
very important so they understand how
they can be active participants in being
environmentally conscious.”

Vertica keeps its residents engaged
through regular education programs
to ensure they stay committed to the
program. For instance, one of Vertica’s
landscaping renovation projects includes
the appreciation of nature outside the
building using plaques noting the species
of endemic trees, as well as, a community
garden where the residents can show off
their collective green thumbs.

This commitment to the environment
extends well beyond the physical
building. In an innovative program,
Vertica has teamed up with Zipcar,
providing residents with discounts or
free memberships with the car sharing
company. This cuts down on vehicle
ownership among its residents.

And in a push to encourage alternative
means of transportation, bicycle racks
are provided at most of its buildings.

Despite the huge cost savings,
innovative sustainable measures and
impressive resident engagement, the
company is reluctant to bill itself as
leaders in the green field.

“Vertica and GWLRA are one of
the many companies trying to make a
difference,” says Bernal. “We are striving
to be a leader and recognize that our
success will be a function of cooperation
from our residents and owners.” EX



Landlord Web Solutions revolutionizes
rental website design

Landlord Web Solutions Inc, an industry
specialized website design and online
marketing firm, announced the launch
of its new LIFT System, a powerful
website content management system
(CMS), designed exclusively for the
rental industry.

The LIFT System is a program that is
designed to manage a rental website's
content. It was designed by top minds
in the rental industry and is intended to
perform every possible application and
function that a landlord would need. It
transforms any new website into the
ultimate sales, marketing, customer
retention and social networking tool.

Jason Leonard, the director of
Business Development for Landlord
Web Solutions Inc, states that, "The
LIFT System contains many new
technological features, many of which
have never been seen before in the
rental industry. This system is quite
powerful and it's designed to enable

our team to develop websites in a
very short time, compared with the
norm. At the same time, its feature-rich
infrastructure ensures that each of our
clients receive a unique, cutting edge,
top-performing product every time.”

To find out more about the LIFT
System, and toread detailed information
about the technology, please Vvisit
Landlord Web Solutions Inc at www.
landlordwebsolutions.com.

CMHC sees housing starts moderating
After rebounding in the second half of
2009 and early 2010, housing starts are
expected to moderate in the second
half of 2010. Starts are expected to
stabilize at levels consistent with
demographic fundamentals in 2011,
according to Canada Mortgage and
Housing Corporation’s (CMHC) third-
quarter Housing Market QOutlook,
Canada Edition.

Housing starts are expected to be in
the range of 170,200 to 198,400 units in
2010, with a point forecast of 184,900
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units. In 2011, housing starts will be in
the range of 146,900 to 210,500 units,
with a point forecast of 176,900 units.

“Housing starts will moderate
in the coming months as activity
becomes more in-line with long-term
demographic fundamentals,” said Bob
Dugan, chief economist for CMHC.

Dugan also noted that the existing
home market conditions will remain
balanced over the next two years as
MLS sales ease and inventory levels
remain elevated. Existing home sales
will be in the range of 450,000 to
485,700 units in 2010, with a point
forecast of 463,800 units. In 2011, MLS
sales will move lower and are expected
to be in the range of 425,000 to 490,700
units, with a point forecast of 456,000
units.

With an improved balance between
demand and supply, the average MLS
price is expected to edge lower through
the end of 2010 and then rise modestly
in 2011.

CFAA backs Liberals’ plans for rental
housing tax treatment
The Canadian Federation of Apartment

Associations applauds the federal
Liberal Party’'s moves to address
the income tax treatment of rental

housing.

In a recent interview with reporters,
Opposition Leader Michael Ignatieff
said Canada Mortgage and Housing
Corporation (CMHC) must start
incentivizing the construction of
affordable housing. He also mentioned
the current income tax rules as another
barrier to affordable housing.

“The other thing to look at is the tax
code. Are there ways we can incentivize
people who construct apartment
dwellings, give them a capital gain
rollover if they build more housing?”
Ignatieff said.

For several years CFAA has been
calling for a tax rollover on the sale and
reinvestment in rental housing as a
means of encouraging the construction
and maintenance of rental housing,
since the rollover proposal has so many
benefits for housing affordability and
for the economy generally.
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