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I have had the great privilege 
of managing and teaching 
many property managers 

throughout my career and have 
worked with some of the very 
best in our industry. And what 
sets them apart or differentiates 
them as great property manag-
ers? Five traits:

1. The strength and depth of 
their experience base.

2. Their decision-making and 
problem solving ability.

3. Their ability to communicate.
4. They are self-motivated.
5. They have a passion for 

doing what they are doing. 
Great PMs have an extensive 

experience base that they rely on 
when facing normal and abnor-
mal situations. Their experience 
has provided them with a firm 
set of patterns. And the good 
news for us mere mortal prop-
erty managers: Pattern match-
ing and recognition of familiar 
and typical cases can be trained. 
Great PMs have great situational 
awareness. If they read a situa-
tion correctly, the expectancies 
should match the events. If they 
are wrong, they can quickly use 
their experience to notice anoma-
lies. It takes lots of experience and 
lots of variety in that experience 
to notice differences. For example, 
Gary Klein, the decision-making 
expert, once did an interview 
with a fire department com-
mander about a seemingly rou-
tine call to douse the flames of a 
kitchen fire in a one-story house 
in a residential neighborhood. 
When suddenly the command-
er thought, “There is something 
wrong.” He turned to his men. 
“Let’s get out, now!”  Moments 
after they did, the floor on which 

they had been 
standing col-
lapsed. The 
fire, it turned 
out, had been 
in the base-
ment. Initially, 
he did not 
know why he 
had ordered 
everyone out. 
He thought 
he had extra-
sensory per-
ception. With 
close ques-
tioning, Gary 

Klein uncovered the following: 
The living room was hotter than 
he would have expected for a 
small fire in the kitchen of a 
single-family home; and it was 
very quiet. Fires are noisy, and 
for a fire with this much heat, 
he would have expected a great 
deal of noise. The whole pat-
tern did not fit right. The com-
mander’s expectations were vio-
lated. Deviation from the pattern 
was noticed.

That is why the command-
er ordered his men out of the 
home. Like this fire commander, 
great PMs use their experience 
to notice anomalies and then 
make quick decisions, even life-
saving decisions! They detect 
differences that novice property 
managers cannot see. They are 
a model of great leadership and, 
in particular, a master of guid-
ance in a crisis! Wow!

Great PMs are great communi-
cators! When they delegate, they 
make sure the members of their 
team know what they are doing 
and why. Requests and recom-
mendations are never without 

full and persuasive explanation! 
They want everyone to know 
what is going on and what is not 
going on! They make sure that 
every member of the team knows 
exactly what is expected of him. 
They provide valuable feedback 
on performance. They extend 
words of praise and encourage-
ment when appropriate. They 
hold others under their steward-
ship accountable and are contin-
ually raising the bar for greater 
service. Most importantly, they 
are great teachers – they teach 
correct principles and allow oth-
ers to govern themselves! Wow! 

Great PMs take personal respon-
sibility for their actions. They are 
self-motivated. It is the core of 
everything, because as we move 
through life we can assume either 
that we create results or that 
things happen to us depending 
on luck or what others do. Great 
PMs take action and are not hesi-
tant to be held accountable for 
their words and actions.

Finally, great PMs are conta-
giously passionate, loyal, cheerful 
and decent – always uplifting oth-
ers! They build their success on a 
foundation of camaraderie, loy-
alty, responsibility, determina-
tion and – above all – optimism! 
They are always in the fight, giv-
ing their all. They are great team 
players. They are in love with 
life and with people and they 
love to laugh. And, most impor-
tantly, they don’t choke under pres-
sure! Wow! 

My hat’s off to the great 
PMs!s 
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