
  

 
 

 

 
 

                                      

 

 

 

 

 

 

 

 

 

 
A Hui Hou, 

Lisa Cano 
  
 

Winter 2020 A Message from the President 

Dear CCM Members,         

As 2020 very slowly comes to an end, your Board of Directors has planned to 
carry on seminars electronically beginning February 2021.  As I type those 
numbers, I must remind myself this is not a dream or movie, it IS the future as 
never imagined! 

Information regarding membership and our 2021 seminar dates/topics will be 
sent out very soon.  We are prepared to use zoom until we can all gather safely 
and will provide as much education as we can until that time.  For those who 
depend on CCM for continuing education credits, we will be providing a code or 
number at the end of the seminars to confirm attendance. Handouts and 
electronic attendance information will be emailed to all confirmed participants 
prior to the seminars. Confirmed means you have RSVP’d.  We look forward to 
seeing you on ZOOM until we can provide seminars the old-fashioned way. 

 Some of you may remember we gave an endowment of $25,000.00 to Maui Community College several years ago.  I am 
incredibly happy to announce we have several individuals who are benefitting from that endowment and eager to work 
internships.  I know many of you sponsors and businesses are looking to fill positions and build a succession plan.  I 
humbly ask you to please consider working with our local college students who are taking classes in this industry and 
will work for minimum wage.  They are eligible for college credits if they are hired.  It is a great way to build loyalty, 
train properly and support our local community. 

If you have any questions regarding CAI credits, proof of attendance or questions regarding interns please contact 
me at lisahfi@gmail.com 

We all wish you a happy and healthy Holiday Season! 
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Welcome to the Community Council of Maui (CCM)  
 

Originally formed in 1991 as The Condominium Council of Maui (CCM) and now known as The Community Council of 
Maui (CCM), we are committed to hosting regular meetings to provide the opportunity for association members to 
exchange information, share experiences, form ideas and reach solutions. We offer a forum for educational 
programs that feature recognized experts in Condominium and Community Association affairs for the benefit of 
each property and individual owners. With our established relationship with State agencies, our Board of Directors 
remains up-to-date on newly proposed and enacted laws that affect associations and its owners.  

   



 

Real Strategies for keeing your building occupants happy 
                       By Anthony Nelson, President, Premier Restoration Hawai’i 

  
 

                     Here at Premier Restoration  

Hawai’i, we always place an emphasis on hiring field 
technicians who have the skills to manage our 
customers’ emotions. I always say, “We can train 
someone how to dry structures, but we can’t train them 
to be patient while  
one of our customers is crying.” Because property 
restoration is such a technical trade, we like to think our 
performance on the job is what earns us those five star 
ratings on google; however, our ability to manage our 
customers’ emotions is probably the single greatest 
factor influencing whether or not that customer will 
leave us positive feedback. Below are some real 
strategies we employ when managing our customers’ 
emotions through a time of crisis.  
 

Mirroring 
When dealing with a water or fire damage emergency, 
it’s common for some people to become very emotional, 
dare I say almost hysterical. In fairness to them, the 
single most expensive asset of their life has gone 
through a catastrophe. One key skill we’ll use is called 
mirroring. If anyone has ever done couples counseling, 
you’ve done mirroring. When a customer of ours is done 
speaking, we’ll simply provide a recap of what they’re 
looking for in our own words to reach a point of 
consensus.  A lot of the time this will get our customer 
to focus on the facts surrounding their issue as opposed 
to the emotion attached with it.  
 

Example: 
Customer – “I’m so sick and tired of my upstairs 
neighbor always flooding my unit. Doesn’t he/she have 
any respect for me and my personal belongings? I just 
want this to stop happening” 
Our Response – “What I’m hearing from you is if we 
find a solution to fix the flooding problem, you’d be 
interested in knowing how.” 
 

Recapping 
When people are in an emotional state, their capacity to 
retain information is significantly diminished. Far too 
often, our technicians onsite will relay key information 

about what’s going to happen next only to have that 
information forgotten or lost by the customer. Our 
coordinators are keen to always recap the next steps on 
any job every time they’re communicating with our 
customers. On larger or multi-unit projects, we’ll take it 
a step further by emailing updates with a brief overview 
of what we did that week and what is coming up next. 
Taking the time to recap information is a huge step in 
making sure everyone stays informed.  
 

Example: Email to our Customer 
 

Thank you for meeting with us today. Our technician 
Randy was on site today to perform an inspection of the 
damaged areas. This information will be relayed to 
Brett, one of our estimators, to prepare an estimate for 
repairs. This estimate will be submitted to your 
insurance carrier for approval. Once the work is 
approved, we’ll be contacting you to sign a contract and 
discuss when work can get started.  
  
Notes 
Communication is the key when people are frustrated. I 
know I already explained how memory retention dips 
when people are stressed, but we find that the more 
frequent our communication is with our customers, the 
smoother the process usually goes. We have a metric we 
track called FLIs (Files Lacking Interaction) which 
indicates which of our customers have not heard from us 
in 7 days. Usually, a simple phone call, even if it’s to 
say we’re still waiting on your cabinets to come in, is 
very helpful in making our customers feel cared for 
during their time of need.  
 

Hopefully, these real strategies can help the next time 
you find yourself surrounded by frustrated occupants. 
Lastly, never underestimate the power of a $10 
Starbucks gift card not as an apology, but as a tool for 
relief. When I was a technician, I always kept a few in 
my truck. Whenever one of my customers was stressed 
out, I’d hand them a gift card and tell them to have a 
coffee on me.  
 

 



 

What is This?! 
 

 
Firestop Materials Attack Sprinkler Pipes! 

By: Kyle Pineo, Esq. of Berding | Weil LP and William M. McKeon, Esq. of McKeon Sheldon Mehling, LLLC 
 

Berding | Weil LP and McKeon Sheldon Mehling 

LLLC sometimes find irony in our construction defect 
cases.  Here’s one: building products that together are 
intended to increase safety turn out to be incompatible, 
leading to safety system failures.   

One such issue involves chlorinated polyvinyl chloride 
(CPVC) fire sprinkler piping and incompatible 
firestopping sealants installed around the piping.  If 
CPVC piping is installed in your building, incompatible 
sealants in contact with the CPVC can cause systemic 
cracking which will ultimately lead to leaks.  In 
condominium buildings, this defect has resulted in costs 
of repair approaching several million dollars. 

CPVC  
CPVC is an upgraded form of the classic PVC pipe.  The 
material is more flexible and can withstand temperatures 
higher than standard PVC.  Because it can withstand 
higher temperatures, CPVC is commonly used in fire 
sprinkler systems.  Because fire sprinkler systems pass 
through penetrations in walls, CPVC pipes may be 
installed in contact with firestopping products that are 
incompatible with the CPVC. 

 

Firestopping  
Firestopping seals openings in buildings through which 
fire and smoke could pass in a fire.  A fire sprinkler pipe 
may pass through a wall from a common area hallway to 
a unit interior.  When the pipe is installed through the 
wall, there is a gap between the wall and the outside edge 
of the pipe.  If this gap is left unsealed, fire and smoke 
could pass through the gap, which could quickly spread 
the fire throughout the building.  If the gap is properly 
sealed with firestopping, then the fire and smoke cannot 
pass through the opening.  Firestopping is a code 
requirement that increases the safety of a building. 

Incompatibility 
In our construction defect practice, we have discovered 
situations where incompatible materials – which were 
intended as a safety measure – created a different safety 
problem.  Incompatible firestopping sealants applied 
around CPVC cause a chemical reaction in the CPVC that 
can lead to cracks and leaks.  Where CPVC fire sprinkler 
pipe passes through a unit wall, a firestopping product is 
applied between the sprinkler pipe and the adjacent wall.  
The firestopping seals the gap like a flexible piece of tape, 
so it is applied directly around the CPVC pipe.  If the 
firestopping material is chemically incompatible, it will 
damage the structural integrity of the CPVC by creating 
an array of microcracks that eventually cause leaks.  Fire  



 

 
 
sprinkler systems are pressurized at all times, and small 
cracks can become big cracks under pressure, leading to 
leaks or a burst pipe.  Multiple cracks compound the 
problem.  

 
CPVC manufacturers publish lists of products, including 
firestopping sealants, that are incompatible with their 
CPVC.  Builders are generally required to verify that all 
products in contact with CPVC are compatible, but 
sometimes the builder or its subcontractor uses 
incompatible products.  If the incompatible products are 
installed throughout the CPVC system, the risk of a 
systemic failure increases. 

 
What to Do 
Repairing incompatibility issues can become very 
expensive. In some cases, sections of CPVC must be 
replaced and new firestopping installed at every unit wall 
penetration. In high-rise projects or projects with 
hundreds of units, the repair can run in the millions.  

 
 
 

 
 
And there is another problem.  The damage to the fire 
sprinkler piping may not be revealed for many years—
sometimes long after the time limitation on claims against 
a developer have expired.  Early inspection for 
incompatible materials is the best way to determine if a 
future problem exists.      

 
If your association has CPVC piping system for fire 
sprinklers or potable water, the pipes probably pass 
through unit walls and are sealed with firestopping.  We 
recommend that the association inspect the pipe 
penetration to verify if firestopping or another sealant is 
in contact with the CPVC pipe.  The product can be tested 
at a lab to determine whether it is incompatible with 
CPVC.  If the building is less than ten years old, there 
may still be time to assert a claim. 

 
Berding | Weil and McKeon Sheldon Mehling are 
experienced in investigating CPVC incompatibility and, 
if the project is young enough, pursuing developer claims.  
Please contact us if this issue presents itself, so safety 
products at your development do not become safety 
threats. 

 
 
 
 

  
         Kyle Pineo, Esq. 
         Berding | Weil LP 

                  William M. McKeon, Esq.,  
                  McKeon Sheldon Mehling, LLLC 
 

 
Kyle Pineo of Berding | Weil and William McKeon of McKeon Sheldon Mehling represent associations  
and property owners in complex construction defect litigation matters with over tens of millions of  
dollars in recoveries.  
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Reserve Studies  
 
This year has been difficult for Associations, especially with regards to operating budgets and capital reserve budgets. 
The condo owners with short term rentals have experienced low or no rental income for most of the year. This has placed 
a hardship on owners and AOAOs to stretch their dollars.  
 

A lot of AOAOs have postponed their scheduled 2020 or 2021 capital reserve funding study to save money. This 
approach is short sighted. A good reserve study company can save you money now. A reserve study specialist will 
inspect the building equipment and property amenities to identify replacement timelines.  
 

A full study with site inspection is recommended every three years. Annual updates are recommended in between full 
studies. If your property has not been inspected in two or more years, there may be items that require immediate 
replacement or may be able to be scheduled at a later time.  
 

A Reserve Specialist work with the General Manager, Facilities Manager and Property Manager to grasp the historical 
property data and ideas to improve the property. Many properties were constructed in the 1970s and 1980s. These 
properties require more capital projects and may need funding to improve amenities, i.e. pool areas, lobbies, activity 
desks, etc... Some properties are experiencing yearly spalling repairs or need to identify traffic ingress and egress from 
crowded roadways. An on island reserve study company can work with the AOAOs on various projects.  
 

Repairs and replacements only cost more if delayed. If the building needs painting now, it will only cost more if 
postponed due to extra work needed to prep, seal, caulk, sanding, and painting. The same is true for roads, plumbing and 
roofs. Managers dread the leaky roof or flood phone calls.  
 

Some AOAOs wait until the summer to prepare their reserve study in order to have the Board of Directors review and 
approve their budget by the fall. Studies can be performed anytime of the year. Completing the funding study earlier, will 
allow more time for projects to be scheduled and for the Board to allocate more time in the fall to prepare for the next 
year.  
 

Bottom line: A good Reserve specialist can save you money by identifying repairs / replacements needed immediately 
and scheduling future projects.   
 

Kit Carlan 
CAI Reserve Specialist, RS-390 
Hawaii Inspection Group 
95 East Lipoa Street, Suite A208 
Kihei, HI 96753 
Cell (808) 445-0080 
Office (808) 879-6000 
kit@hawaiiinspectiongroup.com 
http://hawaiiinspectiongroup.com 
(on-line reserve request form) 
 

 

 



 

 

The Next Energy Technology After Solar 
 

Willy has traveled from being a space engineer to 

designing solar hot water heaters to PV systems to his  
current focus on energy monitoring and analysis. He 
has found that monitoring and analysis is less expensive 
than solar, usually has a better return on investment 
and sometimes even reduces the utility bills more than 
solar. He has also found that a solar system installed 
after making the operational and equipment changes 
recommended by monitoring and analysis can often be 
smaller and less expensive, resulting in direct savings.  
 
What is Energy Efficiency? 
Willy describes energy efficiency as reducing energy use 
and utility bills by making operational changes or 
equipment upgrades without deprivation. In fact, often 
when analyzing energy use in detail, he finds and 
corrects problems that result in a better owner/guest 
experience. Examples of this would be more consistent 
hot water and air temperatures and better lighting. 
Rebates from Hawaii Energy help to promote electric 
energy efficiency as it is a big part of the goal to 
eliminate oil from the production of electricity in 
Hawaii. They currently have increased rebates available 
for a short time to help organizations recover from 
Covid related problems. 
Examples of this are lighting, hot water production, air 
conditioning, pool water circulation and heating, 
building ventilation and basically anything that uses 
electrical energy.  
 
How Do You Determine the Best Way to Save Energy? 
Willy has found that the current procedure appears to 
be where an individual visits your building or home or 
advertises a particular technology that they can make a 
profit on. They offer it as an opportunity for saving 
money on your energy bill, which it usually will. 
However, is this the best technology to use as the first 
step for the optimum investment in energy for the 

building? The truth is, through monitoring and analysis 
Willy has found zero or low-cost ways to make changes 
that could reduce the utility bill. He then ranks 
equipment changes by return on investment and other 
factors for consideration by the owners. He uses a 
technology developed in the space program to monitor 
satellites that is now cost effective for everyday 
earthling activities called Detailed Monitoring and 
Analysis. 
 
How Can Detailed Monitoring and Analysis Help? 
Monitoring data can show where the biggest energy 
users are if it is performed in enough detail. For 
instance, if most of the circuits in a condo common area 
are monitored instead of just looking at the energy bill, 
the manager and an energy efficiency professional, 
Willy, can see where the most energy is being used and 
focus on that first. He then investigates what changes 
can be made to reduce the electric bill and/or make 
them perform the task they were meant to do better. 
Then the other energy using devices can be 
investigated to find smaller cost-effective changes. 
Then solar systems or equipment upgrades can be 
installed that will be smaller and cost less than if the 
energy usage reduction had not been performed first. 
Also, Willy is helping PV (solar electric) or solar water 
heating system owners determine why they are not 
getting the bill reduction they expected and to 
determine how to correct that. 
 
How About Other Utility Bills? 
Willy reports that monitoring can also result in savings 
on propane and water bills. Inefficiencies in water 
heating solar systems with propane backup have been 
found with analysis and monitoring that reduced utility 
bills of 4 condos by an average of $36,000 a year, 
including a $12,000 yearly water bill reduction on one 
condo. The monitoring systems then usually remain in 
place to maintain that efficiency. 



 

 
Is Monitoring Cost Effective? 
Monitoring has been found to be very cost effective, 
resulting in an annual return on investment of 100% or 
more which is much better than a typical condo 
association savings account interest rate of 1%. Also, 
the savings stay year after year because alerts are sent 
when problems occur so that corrections can be made 
before large utility or repair bills appear or complaints 
occur. Examples of this can be viewed at 
www.ecamaui.com. 
 
How About Homes? 
Monitoring of electricity has been found to be cost 
effective for homes with an electric bill over $1,000 a 

month. Monitoring of electricity in homes has resulted 
in bill reduction of 15% to 50%! There is a new 
technology available now for monitoring home water 
usage that was described in the August CCM 
newsletter. 
 
Summary 
Willy is using Detailed Monitoring and Analysis to 
assist condo associations and homeowners to find out 
why their utility bills are so high and how to reduce 
them in a cost-effective manner. He asks that this 
information be shared so that more people will be 
aware of this technology and its ability to cost 
effectively reduce energy usage and help the 
environment of our beautiful island and planet.  

 

 

On October 28th, 2020, CCM partnered with the Atlas Insurance AOAO team, along with Premier Restoration and 

John Mullen and Company to outline the best practices for navigating the insurance claims process. The webinar 
covered: 

-A real-life case study of a water damage claim 
-Best practices for filing and managing the claims process 
-The advantage of risk control and claims management 
-Developing a claim process checklist 
 
Here is the link to the recording: 
https://www.atlasinsurance.com/news/anatomy-of-a-water-damage-claim-webinar-recording-2 
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THE FOLLOWING ORGANIZATIONS
SUPPORT A SMOKE-FREE MULTI-
UNIT HOUSING ORDINANCE FOR
MAUI COUNTY:

REFERENCES:

LEARN MORE ABOUT THE HAWAI I PUBLIC
HEALTH INSTITUTE AT  WWW HIPHI ORG

Kaiwahine Vi age Apartment Renta s
John A. H. Tomoso, Episcopa  priest
and socia  worker 

MORE ENDORSEMENTS COMING SOON!
We a e c e  i  he ce  f ga he i g
e d eme  T  be i ed a  a  e d e

ea e emai  Ka ie F i  a  ka ie hi hi g 



 

 
 

 

 

 

 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
  



 

 
  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 
  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

  



 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

2021 Seminars are 
forthcoming.  Please look 
for our Save The Date email. 
 
 
*************************************** 
Property Spotlight:  Attention Associations, we 
would like to feature your property in our 
Property Spotlight section.  Due to the 
pandemic, we are unable to visit each other.  
Tell us what you have been doing during this 
time.  Send us an article and photos of your 
beautiful property! 
 
Non-Profit Organization Spotlight:  If you are 
passionate about a non-profit organization and 
want CCM members to learn about their needs 
and services, please send us an article or 
connect our Newsletter Team to them! 
 
NOTE: Deadline for March Newsletter Article 
Submission is February 20, 2021.  
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