
WHEN STREAMLINING COMMUNICATION  
ENABLES MANAGEMENT EFFICIENCY
A prominent Quebec based property management company has significantly grown over the past thirty years. With $1.3 
billion in assets currently under management, they have recruited over 60 employees to help manage their day-to-day 
operations. Despite their success, they noticed output levels had been declining and decided to further investigate where 
the issues were stemming from.

CHALLENGES
Property managers at the company were finding it dif-
ficult to manage their time efficiently with days being 
spent responding to over 1,000 emails and calls fromres-
idents, managing employees and third party service pro-
viders, and coordinating building maitenance. In addition, 
having to communicate important notices and bulletins 
to various communities in different locations has also 
proven to be problematic especially when the information 
provided is time sensitive. Between the emails, phone calls 
and having to physically post paper notices on doors or 
message boards within the buildings themselves, proper-
ty managers were wasting valuable time and not working 
productively.

THE IMPLICATIONS OF POOR TIME  
MANAGEMENT

Mitigating issues and requests from residents, coordinat-
ing with employees on building maintenance, and man-
aging the administration and finances are all important 
tasks that need to be handled promptly. However, the fact 
that they are continuous and ongoing make it hard for 
property managers to keep up with demands effectively, 
causing many delays in various projects and dealings. As 
a result, the company was forced to hire additional staff 
to help carry out the workload. Not only was this an add-
ed cost to the company, but it caused further delays with 
the onboarding and training process. These delays created 
frustrations amongst the residents, employees and third 
party providers which further fueled the cycle of emails 
and phone calls.

 � With the influence of social media, we live in a time where  
people want to be informed or answered quickly. More than ever,  

the communication element is fundamental.
-VP Finance & Administration
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The company searched for a management platform 
that would streamline all communications and re-
duce inefficiencies making it easier for property man-
agers to conduct their day-to-day work. But above all, 
the platform would need to help improve the service 
they provided to their residents and the relationships 
with their employees and service providers.

After reviewing multiple suppliers, Usewalter’s cen-
tralized system stood out with its unique set of time 
management features and tools. What’s more, the 
intuitive app was simple to use and easy to integrate. 
One of the biggest advantages was that Usewalter 
was able to sync with the company’s accounting sys-
tem (CondoManager), an issue they had with their 
previous provider leading project managers to have 
to manage two separate databases. In addition, all of 
the training videos, onboarding tools and data histo-
ry housed in the system made it easy for the organi-
zation to get new team members up to speed fast-
er than ever before solving the issues the company 
faced with the industries high turnover rates. Most 
importantly, the residents were thrilled to have all 
communications done directly through the mobile 
app which they found user friendly and modern.

THE SOLUTION:  
USEWALTER’S  
CENTRALIZED 
PLATFORM

-VP Finance & Administration

Usewalter offers a platform where residents can be informed in real time  
of issues/situations that impact their daily lives.  The mobile application  

is user friendly for residents and managers which is important with  
the varied demographics of building residents.

CASE STUDY
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TIME SAVING TOOLS
With help from the Usewalter support team, within two weeks, the company was able to get the app up and running, 
setting up accounts, inviting residents and syncing the database. Almost immediately, project managers saw a drastic 
change in the way they processed requests, and managed their time and tasks.

Chat section

Task 
management

Centralized files

Package 
management

News section

Amenity 
bookings

Services Bookings

FEATURES THAT MADE THE DIFFERENCE
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AN ONGOING PARTNERSHIP
What really made the entire process easy, is the ongoing support provided by Usewalter. An assigned rela-
tionship manager was there to help guide the company’s project managers through the onboarding process 
and continues to support them with account management and any other questions or needs. Their customer 
service team is another resource that is readily available by chat or email and always responds within 24 hours.

The industry has been making significant changes in recent years and residents are looking for not just housing, 
but a place to live that can evolve and adapt to their needs. Usewalter is dedicated to improving their platform 
and engages their clients with an NPS survey to ensure that they are satisfied and address any concerns or sug-
gest ideas to improve the platform and features. The ability to readjust and grow as partners is what will ensure 
continuous success.

-VP Finance & Administration

In the last few years, with the arrival of the millennials, the real  
estate market of Montreal has transformed. Residents of condominium 
units are now seeking a community and environment that represents 
them and their lifestyle; the buildings have more common areas than  

before (gym, urban chalet, rooftop terrace, aquatic center). We often say 
that we no longer manage buildings and structures, but communities.


