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Have a colleague that ought to
be a member of CAI Heartland?
Send them to:
CAIHeartland.com/join-us/

President’s Letter
By: Jennifer Block
Hello CAI Heartland Members,
Heat, humidity and lots of
sunshine – welcome
summertime in St. Louis. The last few months
our Chapter representatives have traveled to
Lake of the Ozarks, Kansas City, Branson and
even Washington, D.C. The Heartland Chapter
has expanded their knowledge base as well as
helping to educate our Community Association
Volunteer Leaders (CAVL’s) through several
Board Training Classes.
Big news this quarter – Congratulations to
Cathy Roth-Johnson our Chapter ExecutiveDirector on 10 years of service with the CAI
Heartland Chapter. All her hard work and
dedication is much appreciated. A big thank you
to Rock-n-Brews of Chesterfield Valley and all
the volunteers from our CAI Chapter. Whether
through basket donations or coming out to
support the Angels Arms Fundraiser in
Mid-May; a fun time was had by all. It is so great
to see our Managers and Business Partners
networking. On that note, another recent gala
held in early June was the Annual Manager
Appreciation Reception at the MAC West. Thank
you to all the Business Partners who sponsored
the event.
The Annual Bill Summer’s Memorial Golf
Tournament is scheduled for September 17, 2018
at the Winghaven Country Club. Do not forget
to register online at www.caiheartland.com/
events. Teams, Tent Sponsorships and Hole
Sponsorships are filling up fast!! While on the
website, do not forget to register for the last
few educational programs for 2018. The
programs are routinely held on the first
Wednesday of the month at The Lodge of Des
Peres 1050 Des Peres Road. Cost: $25 for
members, $35 for non-members and walk-ins.
Sincerely,
Jennifer Block
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President, Community Association Institute –
Heartland Chapter

Political Signs in Homeowners’
Association Must be Allowed, But….

By: Todd Billy, Community Association Lawyers,
Powered by Sandberg, Phoenix & von Gontard P.C.
On August 28, 2018, a new law will be in effect in
Missouri that makes any total prohibition on
political signs unenforceable, but, instead, does
allow for the association to adopt reasonable
rules and regulations such as limitations on size,
duration, location, etc. The bill (HB 1887) does not
apply to condominium associations. HB 1887 can
be accessed here: https://house.mo.gov/
billtracking/bills181/hlrbillspdf/5102H.01P.pdf

How We Got Here
Fast
forwarding
from the
big-bang,
we can start
with a
founding
principle of
our nation:
political
speech shall
be free.
While this
has not
prevented
laws (and
enforcement of
such laws
by the
Courts) limiting, or outright banning, speech, the
right to freedom of speech is just as important
today as it was when our nation was founded.
With the significant increase in the number of
community associations and the depth of
restrictions, it was only a matter of time before:
(1) a case would arise between an association
that prohibits political signs and a owners
desire to advocate for his or her preferred
candidate, or (2) a state representative or
senator would be prevented from putting up his
or her own sign. Between 2011 and 2013,

Missouri had both.

Court Case
In Lamprecht v. Tiara at the Abbey Homeowners
Association, an owner within Tiara at the Abbey
Homeowners Association brought suit when he
was told that he could not place his own election
sign in his yard. The Circuit Court of Jefferson
County agreed that the prohibition was contrary
to the Missouri Constitution and awarded $1.00
in damages, which was promptly paid. The
Association and
the Americans
with Civil Liberties Union, who
represented the
owner, did not
appeal. With
circuit level
decisions having
no precedential
value or binding
on any other case,
the case did not
have the impact
desired by the
ACLU.

Rep. Kurt
Bahr
In 2010, Kurt Bahr
was elected to represent the 102 legislative
district in eastern St. Charles County. When
redistricting completed for the following 2012
district, Rep. Bahr’s district became drastically
different. With many of his new constituents
within homeowners’ association, Rep. Bahr
recognized that a tool for educating votes, the
political sign, was not available for him, or any
other candidates. After winning reelection, Rep.
Bahr contacted CAI’s Missouri Legislative Action
Committee with a draft bill to allow political
signs culminating in the language of HB 1887.
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Time, Place, Manner
No rights are absolute, and speech is no different.
The axiom: You cannot scream fire in a crowded
theater is an often cited example. Instead of
having a statute with strict “can and cannot”
regulations on signs, Rep. Bahr and CAI agreed
that using the same legal standards as a city
would regulate signs (commonly referred to as
“time, place, manner”) would properly balance the
rights of owners to engage in political speech
with the rights of the owners to protect their
community from excess signage, potential threats
of safety, and unsightly aesthetics.
This approach provides flexibility to each association, whether it be a very personalized approach
to a more lenient approach by co-opting the
ordinance adopted by the association’s municipality or county, or rely solely upon local
government to regulate. The choice is left to the
association.

Enforcement
While flexibility in drafting rules for political signs
is essential, enforcement must be consistent.
Accordingly, HB 1887 provides the authority for an
association to remove a violating sign: (1) without
notice in the event of the sign being a threat to
safety, or (2) after providing three days notice. A
court order is not required.

National Trend
The consensus nationally is that political speech,
such as political signs, is subject to public policy
restraints. The trend is growing for courts and
legislatures to be more active to protect political
speech. As found in Tiara at the Abbey
Homeowners Association, another Court could
readily agree that HB 1887 was not even needed.
With a less understanding elected official, we
could have had a much different bill that simply
ignored our concerns. But, that was not the case.
The interested parties found common ground on
issue that will work for candidates and owners.
For his efforts to ensure such a balance, we
commend Rep. Bahr (who lives in an HOA) on his
efforts to become educated on concerns of CAI,
its members, and owners in his support for HB
1887 versus potential alternatives.
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I frequently use herbicides and algaecides in my
line of work. Having attended college and graduate
school to be an Ecologist, it isn’t something I
thought I would do very often, but with the
frequency of environmental problems that involve
invasive flora, nuisance aquatic weeds and potentially-toxic algae, EPA-approved pesticides are an
invaluable tool. There are, however, times when
pesticide use is impractical, imprudent, illegal or
impossible. Maybe the HOA or property manager
prefers that pesticides not be applied to nearby
waters. Perhaps the regulatory bodies in a given
area aren’t permitting the use of certain products.
Whatever the reason, sometimes this option just
isn’t on the table. But how do we effectively
manage algae and weeds without pesticides?
I employ a simple concept that I call the algae
triangle, though it works for all forms of vegetation. If you had the same fire safety lessons in
elementary school, you may remember the Fire
Triangle, which is based on the idea that three
elements are necessary for fire: fuel, oxygen and
heat. If you have enough of all three, you’ll ignite a
fire. Eliminate any corner of the triangle, and the
fire goes out. Similarly, if you have water, sunlight
and nutrients, you’ll likely develop some form of
algae or vegetation. If the triangle becomes too
imbalanced, the resulting plant species can
become a nuisance.

We're building more than roofs,
We're building community

Obviously, in the lake management field, we aren’t
removing water from the equation, so establishing
balance between each factor is the focus. Putting
this concept into practice means understanding
how
sunlight
and
nutrients
affect the
ecology
Working
with
trustees
& managers
since
1939 of
the waterbody in question. Communities have
Budgeting and replacement strategy assistance
several natural options to help mitigate against
algaePreventative
and aquaticmaintenance
weed growth, including limiting
sunlight,
improving
water circulation and reducing
Full service
replacement
excess nutrients.
Emergency repairs

If a stormwater pond receives full sunlight during
Insurance reconciliation
the growing season, this directly impacts plants
Manufacturer
certified
and fully
insured
and algae
by increasing
water
temperatures
and
providing the light necessary for photosynthesis.
To prevent sunlight from penetrating the water
column and stimulating the growth of deep
FERGUSONROOFING.COM
submersed plants and benthic algae, water levels
CONNECT@FERGUSONROOFING.COM
can be increased.
Dredging is an effective strategy
(314) 521-6917 | (800) 747-3141
to increase the depth
of a lake or pond, however, it
is often the costliest project a community will ever

Ensuring Your Community
Lasts As Long As We Have
Innovative Insurance Solutions For
Condominiums  Townhomes
Villas  Lofts  HOAs /PUDs
Resort and Golf Communities
Serving Communities Since 1921

1-877-406-5915
www.danielandhenry.com
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A DISTINCTION OF
EXCELLENCE
When you choose Landscape Industry
Certiﬁed professionals, you know the company
working for you is distinguished from their
competition. Be sure the next professional you
hire is Landscape Industry Certiﬁed.

Expect the best, experience the difference,
from St. Louis’ most certiﬁed staff.

UnitEd SErvicEs
DISASTER RESTORATION SPECIALIST
24 HR DISASTER RESPONSE TEAM

• Inspection and Assessment
• Fire, Smoke & Water Cleanup
• Personal Properry & Structure Cleaning
• Structure/Contents Drying & Dehumidification
• OZONE Deoderization
• Mold Remediation
• Debris Removal & D�posal
• General Contracting Services
• Packout Service & Storage Faciliry
• Disaster Prepardness & Recovery Planning

811.253.2620 I •.usstl.cmn
(636) 398-8800
www.thegreenwoodgroup.net
P.O. Box 125 • New Melle, MO 63365
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Tips for Recruiting Potential HOA Board Members
By: HOA Management
One of the best ways to enhance your community and make it the best that it can be is
to volunteer as a member of the HOA board.
Becoming a board member can take up a lot of
valuable time, but it is well worth the investment of energy and passion. At times, filling positions on the board can be a challenge because
homeowners have a lot of demands on their
time, but having a stable and energetic board
is one of the most crucial parts of a successful
homeowners association. Here are a few tips
for recruiting potential HOA board members.

Appeal to the Specific Talents of
Your Homeowners
Sometimes
homeowners may not
be getting
involved in
their community because
they believe
they do not
have the right
strengths or
talents for
the job. However, an HOA
board does
not simply
need people
who are good
at accounting (although this is a very important
skill for HOA boards to possess), it needs people
with all manner of skills. Find people in your
community who are skilled at construction,
design, information technology, or gardening
and appeal to their specific skill-set to help get
them involved

Direct Complaints into
Participatory Roles
When a homeowner expresses discontent in
the way the association is being run, far from

being a bad thing, these complaints are actually
opportunities for wonderful, passionate residents of the community to get involved. If you
find that a particular homeowner is often politely complaining, try to see if you can encourage them to get involved so that they can have
an active hand in improving the community.

Provide Low-Commitment
Positions
Some homeowners are hesitant to jump into
the board because it is too much responsibility all at once. What if they did not like being a
member? One of the easiest ways to gain lasting support
from this type
of person is to
get them involved in lowcommitment
activities or
positions that
can encourage
a small spark to
become a flame
of enthusiasm.
Committees are
a great start
for the hesitant
resident.

Provide
Education
for Homeowners
It can be very easy to forget that the association board even exists. It is on the shoulders of
the board to make sure that homeowners are
aware of its active role in bettering the community, and the many opportunities for everyone
to get involved. Try sending letters regularly
to residents to remind them of the work that is
being done by the board and to invite them to
add their talents to the mix.
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Be Prepared to Answer Questions
Homeowners who are approached about trying for a position on the board will have a lot of
questions regarding their position. Be prepared
to answer questions such as “do I have enough
experience?”, “How much of my time will the
position require?” and “What if I’m not very
political?” Prepare answers for these questions
that both quell fear and educate the questioner
about their role as a potential board member.
Recruiting board members is one of the most
important tasks that you will undertake. A
strong board can lead to a strong community,
so taking the time to find gems among your
homeowners will go far in promoting the welfare of your HOA.

Protecting your largest investment
and your peace of mind for years to come?

Challenge accepted.
Secure your community’s future with
national resources and local expertise.
Top-tier management, bulletproof finances,
comprehensive maintenance and a customizable
menu of additional services ensure your
community thrives, and our local, qualified team
members are committed to being your trusted
advisors every step of the way.

CONTACT US TODAY!

1630 Des Peres Rd. Suite 210 | Saint Louis, MO 63131
314.394.4200 | www.smithmgmt.com

8 ] SUMMER

m-204
Community Governance
IN
ST. LOUIS
OCTOBER
18 & 19
coming

soon

LEARN HOW TO AVOID LEGAL PROBLEMS AND GAIN
COOPERATION WHEN ESTABLISHING GUIDELINES.
This course covers the legal basis of community rules, policies, and procedures. You’ll gain a better understanding of
board and management responsibilities and a better grasp
of the community association as a legal entity. Learn how to
advise and support your board, and how to revise policies
and procedures to comply with current laws and recommended management practices.
ADVANCE REGISTRATION IS REQUIRED

» Visit www.caionline.org/m204 to register for this course
online. Register online four weeks ahead and receive a
$25 discount.
OFFICIAL 2018 SPONSORS

COIT Cleaning & Restoration
Sperlonga Data & Analytics

RESERVE STUDIES

Easy
Does
It
To use.

Pretty much everything.

take that to the bank.

Our remarkably simple
reserve study system.

Our advanced reserve studies help you achieve a
deeper engagement with your properties and a more
effective way to manage them. Both today and tomorrow.
And with total confidence.

Patrick McClanahan CMCA
Vice President
636-352-3826
Toll Free 866-800-4656, ext. 7575
patrick.mcclanahan@mutualofomahabank.com

mutualofomahabank.com
For your reserve study proposal, contact Jacque Martin at
(800) 221-9882 or visit reserveadvisors.com.

AFN45462_021 3

Member FDIC
Equal Housing Lender
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10 Great Customer Service Reminders
By: The Telephone Doctor, Nancy Friedman
Are you a customer? The answer is obvious, but
you might not think about yourself and your
colleagues as each other’s internal customers.
That’s right. We are even customers within our
organizations. So, great customer service not
only helps you with the customers that pay the
bills and keep the lights on, great customer
service can help your organization function at a
higher level. Here are 10 Tips and Techniques
we’ve learned work!
1.		Be a “double checker.” People love to hear
these words, so make sure you learn to use
them! Think about this situation: a
customer calls
and asks
for an
item you
are
certain
is out of
stock.
“We
might be
out of
that
item
right
now, but
please
let me
double
check
that for
you.” Who knows? Maybe your inventory
has been restocked! But if you are out, the
customer feels like you took an extra step
to help them.
2.	Pretend it’s you. Empathy is a great bridge
builder! Put yourself in the caller’s shoes.
What would make you happy? What would
bring you back? What would make you
satisfied? By putting yourself into your
customer’s shoes, great outcomes are
much easier to see!

3.	Get involved. Make sure
your customers know you
are on their team. For
example, when you’re ringing up a
purchase, tell the customer how nice their
choice is. If you’re helping someone with a
trip or accommodations, get excited with
them. When your customers know you are
part of the package, they love it!
4.	Stay focused. When you’re face-to-face
with your customer, make eye contact! Eye
contact is crucial in delivering excellent
customer service. If you’re on the phone,
pay attention
to the call!
Don’t read
something else,
and don’t type
unless it’s part
of the service.
Remain
focused on
your customer!
5. Do
something
extra. There’s
almost always
something
extra you can
do for a
customer.
Sometimes, it
doesn’t cost
		anything! On the phone, you can ask if
there are any other orders you can check
for them, or offer to send them some free
giveaway item like a mouse pad. In person,
keep a few lollipops, balloons, crayons, etc.
for customers with children. People love
getting “extras” even when they don’t need
the item.
6.	Show your teeth. Here at ServiceSkills and
Telephone Doctor, that’s our term for

CONTINUED ON PAGE 23
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GREAT

PEOPLE

Committed to

YOUR

Association’s

SUCCESS

“Sentry provides expert
systems, training and
advanced technology
that allow me to stay
on top of community
issues. I work hard to
communicate and be
responsive. Sentry
brings real ‘horsepower’
to your association’s
management.”
– Susan,
Sentry Manager

9666 Olive Blvd. # 116, St. Louis, MO 63132
314-994-7440 | StLouis.SentryMgt.com
7421 Mexico Rd. #101, St. Peters, MO 63376
636-970-1887 | StCharles.SentryMgt.com
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MEMBERSHIP UPDATE
NEW MEMBERS
Ms. Denise Cunningham
Mr. Marvin J. Nodiff, Esq.
The Smith Management Group, Associa

Ms. Ashley O'Dell

Evans & Dixon LLC

Ms. Laurie Loeschner

FirstService Residential

Ms. Sherri Dolt

FirstService Residential

Mr. Steven Tutt

Hansens Tree Service & Environmental Wood

Mr. Skip Kincaid

Lake St. Louis Community Association

Ms. Heather Malone

TOPS Software, LLC

Mr. Adam O'Halloran
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Golfer SIGNUP
Signup Form
GOLFER
FORM
Organization:______________________________________Contact:____________________________
Address:_____________________________________________________________________________
Phone:___________________Fax:___________________E-mail:_______________________________
First Foursome

Second Foursome

$475 Early Bird if paid by 7/31/18
$500 for entries received after 8/01/18

$400

Golfer #1____________________________________

Golfer #1____________________________________

Golfer #2____________________________________

Golfer #2____________________________________

Golfer #3____________________________________

Golfer #3____________________________________

Golfer #4____________________________________

Golfer #4____________________________________

Single Golfer

Gimme Package A
$140.00

$125

Golfer#1______________________
Golfer #2______________________
Golfer #3______________________

Save $30 when you purchase in advance!
Includes:
(4) Mulligans
(1) Pink Ball per Team
(1) Skin per Team
(4) 50/50 Tickets
(4) raffle tickets
# of Packages:_______________

Gimme Package B
$60.00

Save $10 when you purchase in
advance!
Includes:
(4) Mulligans
(1) Pink Ball per Team
(1) Skin per Team
# of Packages:_______________

A-La-Cart
50/50 Tickets (arms length)
4 Mulligans
Ticket (arms length)
Ball Cannon Contest

$5 each x_______________
$20/Team x_____________
$20 each x______________
$10 per golfer ___________

Pink Ball
Skins

$10/Team x___________
$30/Team x____________

GOODIE BAG & ATTENDANCE PRIZE DONATIONS ARE NEEDED!
Please Send Payment to:
CAI Heartland Chapter, PO Box 953, Bridgeton, MO 63044
Credit Card Payments: www.caiheartland.com
Questions? Contact Cathy Roth-Johnson 314-423-8859 or ced@caiheartland.com
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The Industry’s Best Workmanship Guarantee
Insurance Companies’ Most Preferred
Contractor
Residential & Commercial Rooﬁng
Complete Roofs • Repairs • Emergency Repairs
Future Budget Assistance
Specialized Residential Complexes
Rooﬁng Projects
Condominiums • Apartments
Villas/Attached Homes

r
St. Louis 636-296-1057 Illinois 618-344-7460
www.hhiroof.com
info@hhiroof.com
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SPONSORSHIP SIGNUP FORM
Organization: ______________________________________Contact:____________________________
Address: _____________________________________________________________________________
Phone: _________________ E-mail: ______________________________________________________
Thank you for your support! Listed below are several exciting ways for you to participate in helping to make this tournament a continued
success! Sponsors for these Events will have their company sign/banner prominently displayed at the Tournament as well as have their
names printed on the Main Sponsor sign. You will also receive recognition in the Heartland Chapter CAI newsletter!

_______
_______
_______
_______

Event
Longest Drive
Closest to the Pin
Straightest Drive
Hole Sponsorship w/ Tent

Sponsorship Includes:
Hole Signage & Recognition
Hole Signage & Recognition
Hole Signage & Recognition
Hole Signage, Set-up near Tee & Recognition

Donation
$250 *
$250 *
$250 *
$400

_______ New Premium Hole Sponsorship w/Tent (Only 4 available) Hole Signage, Set-up near Tee & Recognition $425

_______
_______
_______
_______
_______
_______
_______
_______
_______

Tee Sponsorship
Green Sponsorship
Hole Sponsorship
Golfer’s Breakfast for 150 ppl
Golfer’s Lunch for 150 ppl
On-Course Beverage Coolers
1st Flight Cash Prizes (2 available)
2nd Flight Cash Prizes (2 available)
3rd Flight Cash Prizes (2 available)

Tee Signage & Recognition
Green Signage & Recognition
Hole Signage & Recognition
Signage & Recognition
Signage & Recognition
Signage & Recognition
Signage & Recognition
Signage & Recognition
Signage & Recognition

$250
$250
$250
$500
$500
$500
$200 **
$200 **
$200 **

*Awarded as $50 cash prize to winner; $200 donation to CAI
**$20 of each sponsorship will be donated to CAI

___I would like to provide item(s) for the Raffle Baskets (Description:______________________________)
___I would like to provide item(s) for the Golfer’s Goodie Bags (Description:_________________________

GOODIE BAG & RAFFLE BASKET DONATIONS ARE NEEDED!
Please Send Payment to:
Heartland Chapter of CAI
PO Box 953, Bridgeton, MO 63044
Credit Card Payments: www.caiheartland.com
Questions? Cathy Roth-Johnson, cathy@caiheartland.com 314-423-8859
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DON'T FORGET, THE KIDS NEED US!!!
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The Leaders in Community
Association Law
For over thirty years, our office has
exclusively served community associations
throughout Missouri and Southern Illinois.
Our services include:
Amendments and Rulemaking
Collecting Assessments
New Governing Documents
Interpreting Governing Documents
Enforcement and Compliance
Contract Review
Borrowing & Financing
FHA Certification for Condominiums
Restricting Leasing/Tenant Issues
Your Restoration Experts

Strategic Planning
Complex Litigation & Appeals

SERVPRO of West
Kirkwood/Sunset Hills
SERVPRO of Fenton/
South Ballwin

(314) 858-1688

600 Washington Avenue, 15th floor
St. Louis, Missouri 63101
314-727-8989
www.thecalawyers.com
todd@thecalawyers.com
Todd J. Billy, Esq.
Jason C. Schmidt, Esq.
Kevin M. Smith, Esq.
Anthony J. Soukenik, Esq.
David P. Weiss, Esq.
The Community Association Lawyers is proudly
powered by

www.servprowestkirkwoodsunsethills.com
www.servprofentonsouthballwin.com
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The Algae Triangle: Managing Nuisance
Aquatic Plants Without Pesticides
By: Gavin Ferris, Ecologist at SOLitude Lake
Management
I frequently use herbicides and algaecides in my
sunlight, improving water circulaline of work. Having attended college and graduate tion and reducing excess nutrients.
school to be an Ecologist, it isn’t something I
If a stormwater pond receives full sunlight during
thought I would do very often, but with the
the growing season, this directly impacts plants
frequency of environmental problems that involve
and algae by increasing water temperatures and
invasive flora, nuisance aquatic weeds and potenproviding the light necessary for photosynthesis.
tially-toxic algae, EPA-approved pesticides are an
To prevent sunlight from penetrating the water
invaluable tool. There are, however, times when
column and stimulating the growth of deep
pesticide use is impractical, imprudent, illegal or
submersed plants and benthic algae, water levels
impossible. Maybe the HOA or property manager
can be increased. Dredging is an effective strategy
prefers that pesticides not be applied to nearby
to increase the
waters. Perhaps the
depth of a lake or
Nuisance algae: Pesticide applications can be a safe and effective
regulatory bodies in
pond, however, it is
a given area aren’t
strategy to reduce nuisance aquatic weeds and algae, but the most
often the costliest
permitting the use
sustainable alternative is proactive management.
project a commuof certain products.
nity will ever face.
Whatever the
Instead, proactive
reason, sometimes
hydro-raking can
this option just isn’t
help maintain existon the table. But
ing water depths
how do we effecand prolong the
tively manage algae
need for dredging
and weeds without
by removing
pesticides?
unconsolidated
I employ a simple
muck and organic
concept that I call
debris from the
the algae triangle,
bottom of a lake or
though it works for
stormwater pond.
all forms of vegetation. If you had the same fire
Likewise, blue or black pond dye can be applied to
safety lessons in elementary school, you may
reflect sunlight. Pond dye can enhance the aesthetremember the Fire Triangle, which is based on the
ics of a waterbody while simultaneously absorbing
idea that three elements are necessary for fire: fuel, sunlight before it can penetrate the waterbody and
oxygen and heat. If you have enough of all three,
fuel excessive plant growth.
you’ll ignite a fire. Eliminate any corner of the
triangle, and the fire goes out. Similarly, if you have In addition to thriving in water that receives
lots of sunlight, algae and nuisance weeds also
water, sunlight and nutrients, you’ll likely develop
flourish in stratified waterbodies. A stagnant,
some form of algae or vegetation. If the triangle
sun-warmed layer floating on top of colder,
becomes too imbalanced, the resulting plant
deeper water can serve as a perfect habitat for
species can become a nuisance.
undesirable species. Circulation with a diffused
Obviously, in the lake management field, we aren’t
aeration system breaks this stratification and
removing water from the equation, so establishing
allows the water to mix more evenly, resulting
balance between each factor is the focus. Putting
in more consistent temperatures and less
this concept into practice means understanding
warming in the sunlit portions of the water.
how sunlight and nutrients affect the ecology of
Aeration is also effective at improving the
the waterbody in question. Communities have
health of an aquatic ecosystem in a number of
several natural options to help mitigate against
other ways, such as preventing oxygen deplealgae and aquatic weed growth, including limiting
tion and fish kills,
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PAINTING.
QUALITY.

PEACE OF MIND.

Family-Owned & Operated since 1956

General Pest Control & Prevention
Residential & Commercial
Termite Control & Prevention
Mosquito Control
Wildlife Management
Lawn, Tree & Shrub Care
Mole & Lawn Rodent Control
Stinging Insect Control
To schedule a FREE consultation and
estimate contact Andy Wiggins

Carpenter Ant Control
Rodent Exclusion
Attic Insulation
Bed Bug Heat Treatments

At CertaPro Painters® of St. Charles,
South County & Wildwood

866-664-0150
saint-charles.certapro.com

We Do Painting. You Do Life.™
Each CertaPro Painters® business is independently owned and operated.
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K-9 Bed Bug Detection
Christmas Lighting

Call us today for a
FREE inspection
314.426.6100
www.rottler.com

CONTINUED from page 11
“smile.” People sometimes think they are
smiling, but they are not. Show your teeth!
It’s especially important to smile when you
are on the phone. Yes, that’s right! People
can “hear” a smile.
7.		Ask questions. Customers know you are
listening to them and working to help them
when you ask questions! Even a simple,
“Please tell me more,” can keep the customer engaged and build rapport. Listen
carefully for details you can ask about.
Remember, customer service is about
connecting to your customer, and asking
questions is a terrific technique for making
those connections.
8.	Use complete sentences. One word
answers rarely communicate anything
positive. In fact, one word answers are
usually perceived as rude. Even “yes,” can
come across as telling the customer you
don’t care.

problem is that sometimes we forget. It’s
important to care about your customer,
what they are saying and what they need or
want. Care about your customers, and they
will take care of you.
10.	Laugh at appropriate times. Humor goes a
long way towards building rapport. And let’s
face it. Sometimes customers are funny and
have problems where humor can help. A
shared laugh can take the air out of a difficult situation. Take the time to laugh with
your customers!
Put any one of these tips or techniques into
practice and see what happens. If you apply all
ten, you might be surprised at how much more
business you’ll earn.
Inspired by the book, “54 Golden Nuggets,” by Nancy
Friedman the Telephone Doctor.

9.	Care. Most people have a “care gene.” The

SUMMER [ 23

CAI Heartland Chapter
P.O. Box 953
Bridgeton, MO 63044

Prsrt Std
US Postage
PAID
St. Louis, MO
Permit 815

Karen O’Connor Corrigan, CIC,
Community Insurance & Risk
Management Specialist (CIRMS)

Protect Your Community
• Subdivisions
• Condominium Associations
• Attached-Unit Developments
Insurance Coverage for Your
Community Association
Serving More Than 500 Communities

314-434-0038
info@oconnor-ins.com

