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AE voices: AE Committee chair update

We Did This Together

Soon after | wrote my last article for this
magazine, our lives changed drastically. We
were asked to stay at home and immedi-
ately had to find new ways to provide all of
the services to which our members have
become so accustomed. Our purpose
became hyperfocused: to operate our as-
sociations and help our members conduct
business safely throughout the COVID-19
health crisis. And judging by the response
from members across the country, many
understand the value of their associations
in a way they didn't before the pandemic.

As association executives, we rose to
the occasion. We pivoted in our delivery of
meetings and education. We pored over
government guidelines that changed daily.
We studied how newly created relief pro-
grams could benefit members. Even with
our staff working remotely, the membership
knew we were there for them.

In the PC (pre-COVID-19) era, we'd
often say there weren't enough hoursin a
day. What a quaint notion. Can we collec-
tively agree that this has been the busiest
time in our work lives? There seems to be a
new pandemic-related challenge every day.
As | write this, we are grappling with how
and when to open our offices safely, and
we are finding creative ways to tackle each
new challenge.

Before | became a state AE, | spent all
of my time in the REALTOR® organization
in the advocacy arena. We had many great
accomplishments in those years. Still, I've
never been more proud than | am right
now of the incredible work that has been
accomplished—at all levels—on behalf of
the membership. The REALTOR® Party is
stronger than ever before because of AEs
and staff. The members see this, too; if they
didn't understand the value of our “Vote, Act,
and Invest” mantra before, they do now.

2 REALTOR® AE SUMMER 2020

I'm also proud of how seamlessly we've
turned our longstanding in-person meet-
ings and conferences into successful virtual
events—and in many cases, found better
participation. Another silver lining is that
finding speakers during quarantine has
been easier. When no flights or hotel stays
are involved, the barriers to participation
are removed; we're not asking national
experts to leave their families. They can sit
in their own dens and basements and still
provide members with the timeliest infor-
mation about the most important issues of
the day.

At Missouri REALTORS®’ recent busi-
ness conference, five members of our
congressional delegation addressed the
opening session. Speaking remotely, they
didn’t have to worry about missing com-
mittee hearings or floor votes to meet with
their constituents.

| enjoy looking at the positives that have
come from working remotely. As associa-
tions, we never really closed up shop. We
never missed a beat; we found new ways
to reach our members and operate our
associations. Most positive of all is that we
did it together. Uniting as never before, we
have produced more good work.

Perhaps it goes without saying, but
throughout this crisis, you—the AEs—have
been my greatest resource. I'm so grateful
that we can lean on each other and learn
from one another. I'm thankful for you, and
| congratulate each and every one of you
for your extraordinary efforts this year on
behalf of our members.

John M. Sebree, RCE, is
chair of the Association
Executives Committee and
CEO, Missouri REALTORS®.
Contact him at john@
morealtor.com or
573-445-8400.

NATIONAL
ASSOCIATION OF
REALTORS®
OFFICIAL
PUBLICATION

430 N. Michigan Ave.,
Chicago, IL 60611-4087

500 New Jersey Ave., NW,
Washington, DC 20001-2020

800-874-6500
ContactNAR@nar.realtor
nar.realtor

Chair, Association Executives Committee
John Sebree, RCE

CEO, National Association of REALTORS"
Bob Goldberg, e-PRO

Chief Marketing & Communications Officer
Victoria Gillespie

Vice President, Content & Creative
Susan Welter

Director of Content Strategy
Stacey Moncrieff, AHWD, CIPS

Contributing Editors
Wendy Cole, Paula Pisani, Bob Soron

Art Director
Dennis Javier

Production Manager, Project Lead
Isabella Mathews

Vice President, Meetings, Sales & Events
Heidi Henning

Manager, Ad Sales
Alvin Pulley

Ad Sales Representatives
Natalie Matter Bellis
Zach Buchanan

Jim Fuhrer

Justin Wolfe

nar@theygsgroup.com

Publication Production
YGS

Questions and comments
email: ian.murphy@theYGSgroup.com

©2020 by the National Association

of REALTORS®. All rights reserved.

(ISSN 0034-0804) REALTOR® AE is

a professional magazine published EQUAL HOUSNG
four times yearly by the National

Association of REALTORS® as a service for
REALTOR® association executives. Articles in
this magazine are written from the perspective of
the REALTOR® association executive. REALTOR®
AE is an informational publication of local, state,
and national association programs, activities,
and current trends and ideas in association
management and their practical application in
REALTOR® associations. Views expressed in
editorial and advertising in REALTOR® AE are not
necessarily those of or endorsed by the National
Association of REALTORS®.

REALTOR® AE magazine archives are available
online at nar.realtor/RAE. Reprint permission:
Contact Wilma Veal, wveal@nar.realtor.
Distribution: Local and state executive officers,
association staff, and local and regional

MLS directors.

NAR.REALTOR/RAE



(=) SENTRILOCK
y ¥

Yy SENTRIKEY
SHOWING

eeeee

SERVICE

Manage access, showings, feedback,
and schedule in one convenient place.
One platform, one solution.

Coming Late Summer 2020

You asked for a better alternative in the showing service space, and we listened! Get ready
for SentriLock’s all-in-one showing service and lockbox solution - SentriKey® Showing Service -
that's intuitive, convenient, and efficient. Your REALTORS® will be able to:

* Schedule and manage showings effortlessly
* Receive showing requests, property details, and notifications

* Manage client roster

Open lockboxes samiey
Share listings with clients —
* Provide market trends and data
* And so much more

SentriKey Showing Service

With the subscription-based SentriKey Showing
Service, your members can strengthen and streamline
their sales efforts - all from one easy-to-use,
comprehensive platform. It's a powerful addition

to the SentriKey® Real Estate mobile app/website you
and your members already know and trust.

If you'd like to learn more about how our
showing service may meet the needs of your
organization and its members, contact
Devin Beck at dbeck@sentrilock.com.

. . . NATIONAL
@ The official lockbox solution of the m ASSOCIATION OF
SEN'I'Bll.ﬂBI( National Association of REALTORS® REALTORS®



news: hot topics

Equipping Members to End Bias

Newsday'’s investigative report on the resi-
dential real estate industry, published last
November, was shocking. The newspaper’s
three-year study uncovered evidence that
brokers and agents subjected minority
customers to different treatment from
white customers in 40% of agent-
customer interactions.

Agents take prelicense training, do
continuing education, and study fair
housing law. Most agents believe they treat
customers fairly and say they've never
witnessed discrimination in real estate. So
where's the disconnect?

Part of the answer is that discrimination
can happen without our knowing it.

As part of its ACT Fair Housing
Action Plan, the National Association of
REALTORS® teamed with the Perception
Institute to create an online workshop
that helps REALTORS® understand how
implicit bias may enter into business
transactions. The 54-minute video, “Bias
Override: Overcoming Barriers to Fair
Housing,” explains the cognitive processes
that can lead to hidden biases and result in
disparate treatment.

“Nothing is more important than helping
people feel like they are being treated fairly
when finding a new home,” says Rachel D.

NAR/PERCEPTION INSTITUTE

IS

REALTOR® AE SUMMER 2020
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NAR’s new video teaches
members how to recognize
and counter implicit bias:

Godesil, the Perception Institute’s co-founder
and co-director.

How Biases Take Root

The human brain streamlines processing
by creating categories for objects, people,
and experiences, the Perception Institute
says. Such cognitive shortcuts speed
learning and decision-making, but can also
embed historical and cultural stereotypes
into our brains, creating biases. When such
biases reveal themselves in conversation,
body language, and other ways, they
undermine trust and respect, potentially
causing a consumer to lose a housing
opportunity and an agent to lose a sale.
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Left unchecked, routine biased behavior
becomes structural discrimination.

Recent studies have identified specific
practices that can interrupt and override
bias. Brokerages can set protocols to ensure
that every client is treated fairly and equally.
Agents can learn how to manage their mind-
sets and perform a “respect reset” if they
accidentally say something that might be
perceived as negative or biased.

‘The Work We All Need to Do’

Recognizing and countering hidden bias is
a lifelong process and the responsibility of
every person and profession, Godsil says.
The most important tool for overcoming bias
is to create meaningful, long-term personal
relationships with people of different iden-
tities. “The next time you work with clients
from different cultures and backgrounds,
you will be able to provide equal and profes-
sional service because you have embraced
the work that we all need to do,” she says.
NAR is now collaborating with Perception
Institute to design a three-hour classroom
training that will be released later in 2020.

Find the video and other fair housing
resources at nar.realtor/fairhousing.

NAR.REALTOR/RAE



news: healing hometowns

Jesse Purdon, a Bonita Springs, Fla., city
councilman, and Meighan Harris, CEO of Bonita
Springs-Estero REALTORS®, helped bring
REALTORS® and lawmakers together to repair
damage to a city park using a grant from NAR.

|

Fredericksburg Area Associationiin Virginia
gatheredinlate June for the Love Scrub.

REALTORS® Restore Public Places

On June 6, residents of Bonita Springs, Fla.,
awakened to find a beloved community park
had been vandalized. The park is a popular
gathering spot for holidays and special
events, and city leaders were concerned
that the graffiti spray-painted on the bricks
and concrete of the park’s band shell and
other structures would overshadow an
otherwise peaceful protest calling for racial
justice and equality.

Bonita Springs-Estero REALTORS®
stepped in.

Meighan Harris, the association’s CEO,
was the first AE to apply for and receive the

NAR.REALTOR/RAE

National Association of REALTORS®’ new
2020 Community Rebuilding Grant. NAR
launched the grant program in early June
to support REALTOR®-led efforts to rebuild
and restore communities rocked by tension
and unrest. Harris worked with lawmakers
to bring in a professional cleaning crew—
and used the cleanup as an opportunity to
convey through traditional and social media
that her association stood for equality, fair
housing, and inclusion.

So far, 14 REALTOR® association
projects have been approved for grants
of up to $3,000. The Fredericksburg Area

Association of REALTORS® in Virginia used
its grant to sponsor a communitywide
event it dubbed a “Love Scrub.” REALTOR®
volunteers cleaned downtown areas,
including a community park, streets, and

a police memorial.

“As REALTORS®, we commit to be part
of the overall solution,” says Ezekiel “Zeke”
Morris, REALTOR® Party community en-
gagement liaison and owner of EMA Realty
& Management in Chicago. “The grantis a
great first step.”

Learn more at realtorparty.realtor/
communityrebuilding.

SUMMER 2020 REALTOR® AE
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news: professional development

Congratulations to New RCEs

These 13 REALTOR®AESs earned their REALTOR® association Certified Executive (RCE) designation after an extensive course of study
and exam. RCE is the only designation created specifically for REALTOR® association executives. It exemplifies goal-oriented AEs with
drive, experience, and commitment to professional growth. For designation requirements and more information, visit nar.realtor/rce.

Courtney Box, RCE Stephanie Carter, RCE Michelle Mills Clement, = Mark Gavin, RCE Spencer Gross, RCE
Pennsylvania Association  Edmond Board of RCE, CAE lowa Association of Ohio REALTORS®
of REALTORS® REALTORS®, Okla. Chicago Association of REALTORS®

REALTORS®

§ 3 ) " :
Jeff Hebb, RCE Matthew Lafferty, RCE Julie Larson, RCE Vickey Livernois, RCE Emily Merkley, RCE
Nebraska REALTORS® Delaware Association of Youngstown Columbiana  Greater Metropolitan Cache Valley Association
Association REALTORS® Association of Association of of REALTORS®, Utah
REALTORS®, Ohio REALTORS®, Mich.

Amanda Nagle, RCE Robert Olmstead, RCE Jason Sanchez, RCE

lowa Association of Pinellas Suncoast Greater El Paso
REALTORS® Association of Association of
REALTORSE®, Fla. REALTORS®, Texas
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news: REALTOR® Party

Rethink the Cityscape

Your members can take the lead in reinventing urban spaces after COVID-19.

People are talking about the long-term effect
COVID-19 could have on their cities. But
REALTOR® associations who serve members
in urban areas have an opportunity to stake a
leadership position in these discussions and
bring about well-planned change that pro-
tects property rights and enhances values.
At the National Association of
REALTORS® Urban Roundtable in May,
hosted by Miami REALTORS® CEQO Teresa
King Kinney, CIPS, RCE, experts shared with
association executives and presidents what
areinvented urban environment might look
like. Panelists said cities adjusting to the
coronavirus might:
¢ Create interaction zones where restau-
rants and cafés offer outdoor seating
and customers can physically distance.
¢ Replace vacant public, office, and
retail spaces with urban farming and
food production.
¢ Adapt roads to make room for pedestri-
ans and “micromobility” vehicles such as
bikes and scooters.
The key to forging lasting change in

cities is not just good planning but good
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design, said roundtable panelist Petra
Hurtado, research director at the American
Planning Association. “You have to design
communities so that people want to get out
of the car and experience the place.”

REALTOR® Party Community Outreach
grants can help your association drive
community development and design. They
also offer opportunities to position your
association as the leading authority on real
estate development and public policies, and
help you forge important relationships with
policymakers and their staffs.

For example, are there plans to make
public infrastructure more accommodating

Take a Deeper Dive
e Watch the May 4 Urban Roundtable.

e

to social distancing? Consider applying for
a Placemaking grant to help build a walking
trail or bike lane or to fund a community
garden that brings fresh produce to urban
residents. Or leverage a Smart Growth
grant to support downtown business areas
or expand access to public spaces for
recreation and transportation.

The roundtable was part of NAR's 2020
REALTORS® Legislative Meetings. Find
information about all of NAR's community
outreach grants—including grants for
community rebuilding, fair housing, and
land-use initiatives—at realtorparty.realtor
under “Programs and Grants.”

realtorparty.realtor/about-us/nar2020-urban-roundtable-monday
¢ Read REALTOR® magazine's “Community Design in the Age of COVID-19.”
magazine.realtor/daily-news/2020/05/05/evolving-communities-in-the-

age-of-covid-19

e Read a special edition of On Common Ground exploring how cities might reinvent

themselves in the wake of the COVID-19 pandemic. On Common Ground is

NAR’s magazine on smart growth for REALTORS®, elected officials, and other

community leaders.
nar.realtor/on-common-ground

SUMMER 2020 REALTOR® AE
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news: good reads for AEs

The Essential Question

Start With Why shows business leaders how to
plan a desired result from the outset.

| don’t mind admitting the books | usually
read include romance novels and other
sappy stuff, so writing a business book
review is outside my comfort zone. But
working during the COVID-19 pandemic has
made me look at a lot of things differently,
and | set out to find a book that would help
personally and professionally.

Searching for books on effective leader-
ship and inspiring others led me to a classic of
the genre, Simon Sinek’s Start With Why: How
Great Leaders Inspire Everyone to Take Action.
Published in 2009, the book’s references are
sometimes dated, but its principles remain
relevant. It made me think about the individ-
uals and organizations that might fall into its
various classifications, and as | read the book,
| became eager to discover my own “why.”

The first chapter confirmed my choice.
“There is a wonderful story of a group of
American car executives who went to Japan
to see a Japanese assembly line,” it reads.
“At the end of the line, the doors were put
on the hinges, the same as in America. But
something was missing. In the United States,
aline worker would take a rubber mallet and
tap the edges of the door to ensure that it fit
perfectly. In Japan, that job didn't exist.

"Confused, the American auto executives
asked at what point they made sure the door

RE
DERS INSPT
HOW GREAT LH}AKE ACTION

EVERYONE TO

THE
GLOBAL |
BESTSELLER
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fit perfectly. Their Japanese guide looked at
them and smiled sheepishly. ‘We make sure
it fits when we design it." In the Japanese
auto plant, they didn't examine the problem
and accumulate data to figure out the best
solution—they engineered the outcome they
wanted from the beginning.”

The mallet is a metaphor for the way in
which so many people and organizations
operate: Instead of ensuring that all of the
pieces fit from the start, they use a mish-
mash of solutions to eventually achieve the
desired result.

Centered on the Why

Sinek references the “Golden Circle”
throughout the book. This concentric circle
contains what you do as the outside band,
how you do what you do in the middle ring,
and why you do it at its center. Most leaders
and organizations tend to think, act, or
communicate from the outside of the circle
inward, going from what to why.

The Japanese automaker understood
the importance of going from the inside out,
from why to what. Its why was clear from
design through assembly, and this decision
was reflected in the quality of the product.
Consumers recognized the difference:
Sales of Japanese cars exceeded those of

“Leaders achieve very little
by themselves; they inspire
people to come together for
the good of the group.”

—Simon Sinek, Start With Why: How Great Leaders Inspire
Everyone to Take Action

American car manufacturers in the United
States for many years.

Before | could articulate the why of my
association, | had to form a clear picture of it.
| can easily explain what my association does
and how we do it, but the why needs to be
readily apparent to members and others.

Why we do what we do shows through in
the charisma of leaders within the asso-
ciation. This belief in its purpose must be
shared by the leaders and reflected consis-
tently in the actions of the association as a
whole for others to see. Keeping the Golden
Circle in balance creates a culture of loyalty
and trust within an organization and a clear
sense of purpose for all.

Getting lost in the semantics of what we
do and how we do it creates a fuzzier vision.
“Leaders don't have all the great ideas;
they provide support for those who want to
contribute,” Sinek writes in Start With Why.
“Leaders achieve very little by themselves;
they inspire people to come together for the
good of the group. Leaders inspire action.”

This book is a great reference for leaders
and staff wanting to bring clarity to an asso-
ciation’s why through strategic planning, and
it may help inspire members to take partin
demonstrating what the association does
for the community and how it does it. An
association’s value becomes apparent when
the why is evident in everything it does.

Reader: Carla A.
Rose, e-PRO®, C2EX,
CEO, Salisbury/Rowan
REALTORS®, N.C.

NAR.REALTOR/RAE



The 2020

C2EX

Challenge

NATIONAL
ASSOCIATION OF
REALTORS®

Become a 2020
C2EX Challenge Champion!

Rev up your members’ ROl with the 2020 C2EX Challenge!
Winning state associations will receive cash prizes and national
recognition you can strategically leverage to boost membership and
reinforce the essential role REALTORSP® play as community experts.

The 2020 C2EX Challenge is a turn-key, streamlined competition
running June 1-October1. Encourage members to earn their C2EX
Endorsements to position your state association for the win and
help REALTORSP® increase their marketability and boost business.

Learn more and sign up today at

nar.realtor/C2EX/challenge
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REALTOR® associations met the pandemic head-on.
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By Stacey Moncrieff, Director of Content Strategy, NAR

Speed. Strength. Stamina. Courage. Mental
toughness. A positive mindset.

These are some of the attributes we ad-
mire in elite athletes, and since mid-March,
they have been on display daily at REALTOR®
associations across the country. The sheer
scope of the COVID-19 crisis—from the
threat of the contagion itself to the response
by federal, state, and local officials—has kept
association executives and their staffsina
state of near-constant readiness.

“Being able to communicate through
Zoom—four or five times a day, on a minute’s
notice—what was happening in the state was
critical,” says Pennsylvania Association of
REALTORS® (PAR) CEO Mike McGee, recall-
ing the early days of COVID-19, “because
what was true at 1 p.m. on a given day might
very well have changed two hours later.”

With members trying to follow state or-
ders, absorb federal relief rules, grapple with
changing economic circumstances, and keep
themselves and their clients safe, REALTOR®
associations became beacons of hope, guid-
ance, and advocacy.

A decision McGee made in 2019 proved
invaluable as members’ COVID-19 calls
and questions mounted. “A little over a
year ago, we brought the PAR Legal Hotline
in-house and installed a new software
system, HubSpot, that allows us to track

10 REALTOR® AE SUMMER 2020

the number and types of phone calls we're
getting,” he says.

“Our goal with HubSpot was to pool all
member data into one area in order to retool
the member experience,” explains PAR Digital
Director Kevin Juliano. “We've integrated
our website, email marketing, and social
media reporting, as well as perhaps our most
valuable data—member questions—to our
Solutions Center.”

That centralized reporting enabled the
association to quickly spot trends and keep
its COVID-19 resources relevant during the
critical weeks between March 19, when
Pennsylvania's strict stay-at-home order went
into effect, and May 19, when some in-person
real estate activity was allowed to resume. As
aresult, the association’s website saw unique
users spike from 40,000-50,000 in a typical
month to 160,000 in March.

Essential Advocacy

Pennsylvania was one of a handful of states
where in-person real estate activity was
halted by a stay-at-home order. The March
19 order allowed only “life-sustaining” busi-
nesses to continue physical operations, so
PAR launched a wide-ranging advocacy ef-
fort to put real estate on the table. “We took
every possible avenue that we could think
of to support that real estate be deemed an

4

essential service, from legislation to direct
communication with the governor’s office to
the state Real Estate Commission to filing
an amicus brief on a lawsuit,” says Sherri
Martin, PAR'’s political affairs manager.

The effort culminated in legislation being
introduced by state Rep. Todd Polinchock
(R-Bucks), a REALTOR®, that would give
residential and commercial real estate
services a waiver from the governor's order.
To encourage passage, REALTOR® leaders
in the state shared stories about the plight
of sellers who couldn't sell and buyers who
couldn’t buy, and they put together a guide
for government officials detailing how real
estate sales could be conducted safely.

The bill passed. PAR applied for, and
quickly received, an issues mobilization
grant from the National Association of
REALTORS®, launching a digital media cam-
paign and calls to action to secure the gov-
ernor’s signature. “The governor vetoed the
bill,” Martin says, “but about two hours later,
he came out with new guidance that followed
what we had been advocating for weeks.”

Offering Guidance

In states where real estate was deemed an
essential service, associations were called
upon to provide guidance on sometimes
confusing or vaguely written state orders.

NAR.REALTOR/RAE
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Early on, daily phone and Zoom calls made it
clear to Emily Chenevert, CEO of the Austin
Board of REALTORS® in Texas, that both
REALTORS® and association affiliates were
looking to her and her team for information
that was current and accurate.

“We stayed alert and worked fast to
ensure that changes in health regulations or
government orders were shared with mem-
bers within hours, and we pivoted quickly
to offer free, live online education,” she
says. The Austin board also created a Stay
Home, Work Safe Resources Kit (abor.com/
worksafe), with business-building resources,
client FAQs, expert interviews, and well-
ness tools “to make sure our members are
informed, equipped, and empowered during
this difficult time,” Chenevert says.

With the situation changing rapidly,
push communications
became must-reads for
REALTORS®. “That old
mantra, ‘Don’'t email the
members all the time'?
We threw that out the
window very quickly,”
Juliano says. “We
were sending almost
daily emails—updates
from our attorney and
our advocacy team—

v/ \Ne:

"These constant and consistent touch
points helped us combat the stress of the
unknown for our members,” says Robin
Spensieri, vice president of communications
and media relations.

The Friday e-newsletter existed before
the pandemic and offers more than just
COVID-19 news. “We think it's really import-
ant to continue offering the same types of
resources and news our members rely on,”
Spensieri says.

Value in Virtual

Indeed, even as they've stayed hyper-
focused on COVID-19, AEs continued
to offer their normal services, albeit
with adaptations.

“We started working from home a week
before [Michigan Gov. Gretchen Whitmer]
issued a stay-at-home
order,” says Vickey
Livernois, CEO of the
Greater Metropolitan
Association of
REALTORS®, which
serves 9,400
REALTORS®in the
Detroit area. The
12-person staff adjusted
quickly. “All of our
committee meetings

Virginia REALTORS® expanded member

because members
would see something on
Facebook and not realize
it was old information.”

Similarly, Virginia REALTORS® intro-
duced daily touch points using a combina-
tion of email and social media to reach its
membership of about 34,000. On Monday,
itissued an analysis of a weekly flash sur-
vey of members; Tuesday was a Facebook
Live event with General Counsel Laura
Farley; Wednesday featured an all-mem-
ber email focused on COVID-19 updates;
Thursday was a Facebook Live event with
Chief Economist Lisa Sturtevant, and Fri-
day was an all-member e-newsletter.

NAR.REALTOR/RAE

communications and virtual learning
during the pandemic.

have gone on as
scheduled,” she says.
“We're holding virtual
[professional standards] hearings. We
conducted 70 candidate interviews. And
we've hosted 40 virtual classes, with about
1,100 registrants.”

The staff has even found ways to reduce
social isolation for members, hosting a Roar-
ing '20s murder mystery night and a Family
Feud-style game night on Zoom.

Similarly, the Austin board has moved
events and programs, such as its Small
Broker Meetups and Global Lunch & Learns,
to the virtual arena. The Reading-Berks
Association of REALTORS® in Pennsylvania

and its Young Professionals Network co-host
online member happy hours, with guest
speakers leading conversations on topics
from virtual work-life balance to staying
focused and hopeful in times of crisis.

At the Cape Cod & Islands Association
of REALTORS®in Massachusetts, hundreds
of members have tuned in to a new weekly
webinar called “Zoomed in on Real Estate.”
Each edition features a guest expert
discussing issues in an interactive, informal
question-and-answer format. The webinars
have covered legal and ethical issues
posed by the pandemic, including what
REALTORS® need to know about tenant
rights, evictions, and short-term rentals
under stay-at-home rules.

There have been hiccups in adjusting
to the new reality. After a GMAR member
logged into a confidential meeting while in
a car with other people, Livernois says, the
association buttoned down its virtual meet-
ing process. Another day, she got a call from
the state president, a GMAR member, who'd
spotted a fellow member tiling a floor during
aZoom education session. “We took care of
it by creating a distance learning policy as
well as a Zoom guide,” Livernois says.

Bottom line: “We're doing everything we
were doing, and we're engaging way more
members,” says Livernois, whose staff uses
Zoom for member meetings and Microsoft
Teams for internal communications.

In fact, the COVID-19 crisis has been an
opportunity to engage with membersina
more intimate way. “The listening has been
happening very intently on both sides,”
Spensieri says. “Members are listening to
us for guidance and a translation of what the
news means for their business, and we are
listening to them to learn about the specific
challenges they're facing.”

Working with members remotely is not
only possible, Livernois says, but looking into
the future, “this might be the preferred way
that members want to engage.”

—Additional reporting by Carolyn Schwaar
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WHAT IT TAKES TO

THRIVE

DURING TUMULT

As unusual as the pandemic may be,
previous disruptions hold lessons for AEs.

By Jerry Matthews

The COVID-19 pandemic has produced
the fourth major market disruption

I've experienced during my tenure with
the REALTOR® organization. While the
pandemic differs from previous economic
downturns, there are some similarities

in the way people and markets respond
to extended traumatic events. But many
association executives haven't experienced
a serious disruption before, so this is new
territory for them.

Fortunately, disruptions are rare, they
getresolved, and they are followed by a
return to normalcy. But getting through
that transition will test you as an AE. You
need to be quick, creative, and confident,
even though you may not feel that way. You
might be your members’ only source of
leadership and confidence.

Each of the disruptions | experienced
challenged my association. We lost mem-
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bers, revenue, influence, and key volunteer
leaders. But there were also opportunities
for the association and myself. We actually
increased some programs and created new
member services. If the current disruption
follows the patterns of the past, there will be
many familiar themes and opportunities.
Here are several aspects of the down-
turns of the past—and lessons for today:

Speed. The speed of change in market
conditions—and their impact on the
association—was very fast in previous
upheavals. As with the stock market,
positive change is slow and gradual, but
negative change tends to be quick and
dramatic. There isn't a lot of time to make
vetted decisions. AEs were pressed to
give quick opinions, make judgments, and
deflect moves that might be detrimental
in the long term. Many used their skills

to increase their stature with leadership,
market leaders, and members.

Lesson: Think of all the potential scenarios
and options now to be prepared.

Attitudes. Member attitudes became very
negative during previous disruptions. This
was understandable, as a market disruption
directly threatens careers, businesses, and
ways of life. Negative comments were often
misdirected at the association, however,
and staff members were inappropriately tar-
geted. The best associations quickly engaged
members as a source of information, ideas,
and assistance to keep attitudes positive.
Lesson: Focus creatively on solving mem-
bers’ problems and offer hope for the future.

REALTOR® value. The consumer’s view of

value provided by a REALTOR® changed.
When perceptions change, everything

NAR.REALTOR/RAE
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changes. Identifying new consumer wants
and needs became critical to members’
success. It was also vital for associations;
the most successful among them
aggressively created educational products
and opportunities based on new market
realities—new tools for a new time. They
also dumped programs and services that
should have been deleted long ago.
Lesson: Lead with solutions that help mem-
bers get in sync with new consumer desires.

REALTOR?® advocacy. With an understand-
ing of consumers' changed needs, smart
associations quickly engaged in promoting
newly identified REALTOR® services of high
value. There were multiple benefits to this—
not only did these associations connect
with the changed consumer, but they also
improved members’ self-image. It helped
many members better connect with new
marketplace realities and the association.

Lesson: Be the first and strongest advo-
cate for new member value.

Leadership. The strongest members of
the leadership cadre focused nearly all of
their time on their real estate firms (as bro-
kers) or their business pipeline (as agents).
This created a vacuum for other, less
qualified members to fill or prompted the
AE to take a stronger leadership role. With
less attention from current leadership,
some AEs had “shadow” leadership groups
to consult. Association culture determined
what was acceptable, but in challenging
times, bold leadership was even more
appreciated and supported.

Lesson: Connect with elected—or
unelected—leaders to take bold, supported
actions.

Budget cuts. Accompanying the loss of
membership were demands to cut the
budget. If membership dropped 20%, for
example, proposals often sought to cut 20%
across the board. If staff compensation and

NAR.REALTOR/RAE
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Across-the-board cuts
are not a strategic
decision, but a fear-
based reaction.

benefits were in one line item, the call was to
cut that 20%, too; in some cases, associa-
tions cut staff while keeping all programs!
Across-the-board cuts are not a strategic
decision, but a fear-based reaction. Leading
associations had program-based budgets,
and all costs—including staff compensation—
were included in prioritized programs. So, the
focus was on which programs continued to
have value, not the staff positions that should
be eliminated or the salaries that could be cut.
Lesson: Present your budget by program
format and priority. Cut the losers and keep
or expand the winners.
Reserves. A market disruption clearly
qualifies for use of reserves. If associations
had adequate reserves, they were prudent
in deploying the funds, pruning programs,
and advancing valuable services. Some of
them delayed dues collection, but they did
not lower dues permanently. When you cut
dues, you cut value. You know the saying,
“Time is money”? Well, the reverse is also
true: Money is time. Reserves gave associa-
tions the time needed to engage in rea-
soned debate and make wiser decisions.
Lesson: Deploy reserves strategically, and
use the current disruption to validate a strong
reserves policy.

Survival mentality. In past disruptions,
most members went into survival mode. “Cut
everything to keep the business” was the
majority opinion, but a few members were

more assertive and expanded their business.
This added to the market tension among
members. Most of the leadership was in the
survival camp, and AEs had to diplomati-
cally question the wisdom of those making
strategic decisions for the association based
on short-term thinking. Like the few prepared
members who developed big plans, some
associations expanded their market area
through mergers during tumultuous times.
Lesson: Use sustained or increased
value—not survival—as your mantra.

Community feeling. Despite business
downturns and accompanying feelings of
anger, fear, and uncertainty, a unifying spirit
developed among members. Effective asso-
ciations reinforced the camaraderie through
communications, personal contacts, and
encouragement while assisting members
with their business challenges. Empathy and
assistance were a powerful combination; for
many associations, it was their finest hour.

Lesson: Don't wait for the next crisis. De-
velop community spirit now to help sustain
you during any difficult time.

Plan Now for the

Next Disruption

The pandemic will test your skills, especially
where innovation and diplomacy are con-
cerned. Like past disruptions, this one has
moved quickly, and you must do the same.
When the COVID-19 crisis transitions into a
new normalcy, be prepared to apply the les-
sons learned immediately. Design and build a
stronger association now to be ready for the
next disruption. It will be here soon enough.

Jerry Matthews’ executive
career spans more than

20 years as a REALTOR®
state association CEO and
more than 15 years as an
industry consultant. Known
as “The Expert on Executive
Success,” his consulting practice focuses on
executive performance and recruiting. For more
information, visit jerrymatthews.com.
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SOARING PAST AN
‘INCONVENIENCFE’

Not even cancer could stop my commitment to
share knowledge and keep achieving. sy russBoyce

Everyone's leadership journey is unique. In
2005, | was asked to be a director at my local
association; | accepted and spent two years
on the board. | then submitted my application
to continue as a director. The association
executive and the current president-elect
asked me to stay after a board meeting. They
said they'd like me to consider a different
position—president-elect.

| was stunned. | thanked them for their
confidence. That's when | realized how
blessed | had been over the years in the real
estate industry. | was a successful agent
and fortunate to have a great team and
award-winning production, and | realized
that this was a way for me to give back. |
accepted and became 2008 president-elect.
Never in my wildest dreams did | ever think |
would be president of our local association.
And if you told me | would be state president
five years later, | would have laughed.

My AE told me about the Maryland Lead-
ership Academy. | applied and was accepted.
| had no idea what to expect. In our first
class, | knew it was different from anything
| had done before. The camaraderie was
excellent, and | formed bonds and friend-
ships. A month after | graduated, the state
president-elect asked me to serve as vice
chair of the academy and chair it under her
presidency the following year. Again, | was
stunned, but | accepted the challenge.

Leading in a Crisis

| was sworn in as the 2009 president of

the Southern Maryland Association of
REALTORS®in the third week of September
2008. On Sept. 29, the market crashed. No
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one saw it coming; there had been a lot of
talk about a “bubble,” but the market was so
robust, it didn't seem possible. One day, we
were getting multiple offers on listings, then
the offers stopped almost overnight.

It was difficult to see our membership
struggle. Members shared their business
and personal hardships with me, and |
applied what | learned in the Leadership
Academy—especially in communication and
media relations—to help. | found myself writ-
ing encouraging, inspirational “Letters From
the President” in the local newsletter.

As | wrapped up my year as president
and chair of the state Leadership Academy, |
got a call from the incoming state president
asking if | would accept an appointment to
the state executive committee. | told her |
would be honored. After about four months
on the executive committee, the current
president said | should consider getting on
the leadership ladder. At this point, | was no
longer stunned when asked; | had learned
that people often see things in you that you
may not recognize in yourself.

| did some research and decided to move
forward. On March 17, 2011, | entered the
race for state secretary. | didn't know the
two people | was running against, but | got to
know them as we traveled across Maryland
meeting with local boards of directors. In
July, I had an interview with the nominating
committee. They usually notify people of
their decision by phone, but since | was still
on-site, they asked me to step back into the
room and congratulated me on being se-
lected as the 2012 secretary of the Maryland
Association of REALTORS®.

Over the next couple of months, | met
with the other two candidates. We made a
resolution to move forward in unison. One
didn’t want to run again, and the other said
she would return the following year. | prom-
ised | would do everything | could to help
her move forward. She ran the following
year unopposed. She did an outstanding
job and is one of my closest friends to this
day. After | complimented her on her inau-
gural address, she said, “l knew you were
there and if | had trouble, you'd have my
back.” | don't believe | have ever received a
finer compliment.

I learned a lot about our state association
while serving on the executive committee.
And | started getting better acquainted with
the National Association of REALTORS®.
After a meeting one day, the immediate
past president asked if | knew about NAR'’s
Leadership Academy. She had graduated
from its first class and thought | would be a
good candidate. | submitted my application;
a few months later, | was accepted into the
NARLA class of 2012.

A Diagnosis, not a Definition
In September 2011, | was sworn in as secre-
tary at our state convention. A busy schedule
began with a tour of the state to support
incoming local leaders. | immediately hired
an assistant to be sure my clients were taken
care of while | handled association respon-
sibilities. About a month after taking office,
| started feelingiill. A doctor toldmelhad a
severe sinus infection.

In November, | attended the NAR
annual conference in Anaheim, Calif., and
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we had our first NARLA class. | felt worse
but pushed through. My doctor changed
my medication three times. By the time

| headed to the President’s Circle Issues
Conference in Miami in February 2012, | had
little energy. | flew home on a Sunday and

was in the doctor’s office Monday morning. |
was diagnosed with stage 4 large B-cell non-
Hodgkin's lymphoma.

My world changed in a matter of minutes,
but | refused to let the diagnosis define me.
| told family and friends | wouldn't say the
word “cancer” and instead called it “my
inconvenience.” | felt that the cancer had
already had enough energy since it had
reached stage 4. If they wanted to discuss
“the wellness of my inconvenience,” we
could have a conversation.

My hair fell out after the first chemo-
therapy treatment. We were getting ready
to have a state board meeting, and | knew |
had to face the leadership team. Needless
to say, they were surprised to see me with
a bald head. | explained what was going on
and offered to step down, but they offered
their full support as | battled the beast.
| asked to speak early at the state board
meeting so | could explain my new appear-
ance sooner rather than later. | was taken
aback by the outpouring of kindness, love,
and support, and was more inspired than
ever to fight.

Fortified With Gratitude

The next few months were a roller coaster
ride. Family and friends asked if they could
accompany me to treatments, but those
often took seven hours, and | didn't want
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anyone to sit there all that time. | used the
time to write emails and texts, reflect, and
pray. Chemo took its toll: All I could do was
lie on the couch for days after a treatment.

| cleaned off the fireplace mantel and
placed all of the cards and emails | received
there for inspiration. There were times |
would feel sorry for myself; | would give my-
self three minutes to process those feelings,
then go to the mantel to read some of the
get-well messages, count my blessings, get
back to gratitude, and force myself to move
on. | also learned to laugh at myself.

At one point, | needed a blood transfu-
sion. Two days after the transfusion, | ended
up in the hospital with shingles and MRSA.
It was April, and the following week was a
NARLA class in Chicago. | had booked the
room and a flight. | came home from the hos-
pital on a Sunday and told my family | was
going to my class in Chicago on Tuesday.
This did not go over well.

| explained to them that if | missed a sin-
gle class, | couldn’'t graduate, and | explained
how important graduating was to me.

After promising I'd rest immediately after
class, they reluctantly backed off. | hadn't
yet shared “my inconvenience” with class
members. Monday afternoon, | wrote them
an email and said that | would see them the
next day.

The encouragement, love, and support
that came from each of them felt like family
on steroids; | tear up thinking about it. | had
never experienced such a connection with a
group of people before.

The NARLA class was pivotal in my
healing. Along with my family and friends,

From left, Boyce makes a toast at the
Maryland Association of REALTORS® Past
Presidents' Luncheon; Boyce (right) meets
with Sen. Mac Middleton (D-Md.) at the
Maryland State House; Boyce (center)
flanked by two of his sons.

the class members were there to lift me up.
By July, through the grace of God, | was

in remission, and | went on to serve as
president-elect, president, and immediate
past president. | was first in my class to be-
come state president. Now, most members
of my class have been state presidents or will
be soon, or they have held higher positions in
state and national leadership.

Paying It Forward

Every year after | graduated from NARLA,

| asked to be on the Leadership Advisory
Group Committee. The academy inspired
me so much that | wanted to pay it forward.
NARLA taught me the importance of not
just working hard, but working smarter. It
encouraged me to be engaged and serve
effectively as a leader. Not only did it make
me a better real estate agent and leader, it
made me a better person. My perseverance
paid off: | was appointed to the committee in
2017 and now serve as 2020 chair.

My goal is to lead by example and em-
power as many people as | can along the way.
I'm working closely with NAR to create the
best curriculum available and share higher
achievement through education. We can
make a difference by putting our expertise
to work to raise the confidence of our peers.
And in the process, we'll earn their respect
and that of the general public.

Russ Boyce, GRI, CRS, CDPE,
RE/MAX One, Waldorf,

Md., is an NAR director and
2020 chair, NAR Leadership
Advisory Group/Leadership
Academy.
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need to know: law & policy

Flirting With Disaster

A preparedness plan can be a reassuring road map for what
to do and how to communicate in times of crisis.

The coronavirus pandemic has under-
scored the importance of being prepared
for the unexpected. A properly drafted, up-
to-date disaster preparedness plan enables
businesses to act quickly and effectively
during a time that is otherwise filled with
stress and panic.

While your association may already have
a disaster preparedness planin place, it
may have outgrown that plan, or circum-
stances may have changed since the plan
was last reviewed. Be sure to evaluate your
plan at least once a year to ensure that it's
accurate and that its protocols are effective
in light of current circumstances.

After every disaster or crisis, take time
to consider how well your plan fared. Act to
improve any portions of the plan that didn’t
function as intended or proved ineffective.
For example, as a result of the coronavirus
pandemic, businesses nationwide have
struggled with issues such as communica-
tions, monitoring state laws and govern-
ment guidance, and deploying and enabling
staff to work remotely.

Voice of Authority
Clear and timely communication to staff
in times of disaster is critical. During the
coronavirus pandemic, circumstances
and governmental guidance have changed
rapidly, highlighting the need to be able to
update employees on the status of business
operations quickly and regularly.

Update the communications protocolsin
your disaster preparedness plan to ensure
the association can provide information to
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In your preparedness
plan, include a remote
work policy that outlines
when remote work is
encouraged or required.

staff and members quickly, and specify how
it will do so, whether through an internal
website, a Facebook page, or email blasts.
Make sure staff and members know where
to find these updates and know whom to
contact in the event of questions or con-
cerns. You can also establish a phone tree
to communicate emergency information

to staff.

Appoint someone in the association to
monitor applicable laws and government-
issued guidance pertaining to disasters,
and to develop and communicate policies
related to such laws or guidance to staff
and members.

From a Distance
Remote operations are another critical
facet of any preparedness plan. Many em-

Need help creating and updating your association’s preparedness plan?

Visit nar.realtor/disaster-preparation-resources.
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ployers weren't prepared for the sudden,
nationwide COVID-19 shutdown and had
to scramble to put rules and protocols in
place. In your preparedness plan, include
a remote work policy that outlines when
remote work is encouraged or required;
the virtual platforms to be used for meet-
ings or events; any reserve equipment,
such as laptops or phones, that will be
made available for use by staff to work
remotely; and how that equipment will
be distributed.

Be sure your association has the infra-
structure necessary to allow remote work,
such as virtual private network access
to servers and ample cloud storage, and
audit the sufficiency of the infrastructure
regularly. Update cybersecurity proto-
cols to restrict external access to virtual
meetings, and remind staff to update their
antivirus software and report any suspi-
cious emails.

If your association doesn't already have
a preparedness planin place, the time to
start is now. Factor in plans for universal
crises such as COVID-19, and those likely to
strike your geographic area, such as hurri-
canes, wildfires, or floods. As you draft your
plan, keep in mind the issues discussed in
this article, as well as other issues such as
staff safety, data management, and finan-
cial obligations.

Every disaster presents unique issues,
but an up-to-date preparedness plan will
help your association weather the storm.

Katie Garrity is a National
Association of REALTORS®’
associate counsel. Contact
her at kgarrity@nar.realtor or
312-329-8434.
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need to know: association strategy

| essons From the Pandemic

What have AEs learned that will change how they run their associations?

“These are unprecedented times” is prob-
ably one of the most common phrases you
have heard over the past several months.
Association executives have had to ask
themselves how they can manage, lead,
parent, work, and generally exist during
this pandemic.

Even though we have never experienced
this kind of event previously, AEs were
made for this challenge. We have learned
so many lessons to help us prepare for the
future. “One test of leadership is how one
prepares for possible crisis—and handles
it when it comes—without losing per-
spective,” says Chuck Kasky, RCE, CEO of
Maryland REALTORS®.

Professionals across the industry have
been able to ebb and flow with the waves of
crisis washing over us. Some of us discov-
ered that our boards are behind us. “My
board of directors gave me the authority
and trust to get my job done from the start
of the pandemic,” says Kim Clark, AE and
government affairs director of the Silver
City Regional Association of REALTORS®
in New Mexico. “l have been an AE for 23
years, so | have always felt that | had the
trust of my membership and leadership.”

Not every experience has been so
positive, though. One colleague who wishes
to remain anonymous says his association
recently formed a committee to discuss
best practices concerning COVID-19
because of inaction by the association’s
board. “The state did not issue a stay-
at-home order, and so members did not
take [COVID-19] seriously,” he said in May.
“Though as states are opening back up,
our members seem to be taking it more
seriously. Going forward, | would love to
see more uniformity and guidance to AEs
and leadership.”
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Work From What’s Known

One of the things you likely already know
is that you can't please everyone. “With
the support of our executive committee
and other board members, we had to
reeducate a couple of directors about their
roles,” says Jim Haisler, RCE and CEO of
the Heartland REALTOR® Organization in
suburban Chicago. “It reaffirmed for me
that AEs have to have thick skins and must
stand committed to their dedication to the
members of their organization.”

Another “known” is that communica-
tion is key—and it is certainly paramount
during times of crisis. Members want
someone they can turn to, as well as a
centralized message and resources they
can use for their businesses. Going beyond
Zoom while under stay-at-home orders,
many associations amped up communi-
cations with video, enhanced newsletters,
and Facebook groups.

“Early on, we determined the need for
a central go-to place for communications
and information,” says Dale Zahn, RCE,
CEO of the West Michigan Lakeshore
Association of REALTORS®. “In a blast
email, we directed members [to our

Facebook group] and immediately saw

membership explode.”

Make Changes That Stick

Even AEs who had never used these tools
to their fullest prepandemic were forced
to be more proficient. That's how change
takes hold: A crisis sheds light on areas
that may be lacking within your organiza-
tion, and you make the moves necessary
to shore them up. Once we move past this
moment, what will stick?

Tools. All of us have discovered
whether or not we had the tools needed to
cope with a crisis. My association and MLS
dealt with internet, computer, and phone
issues. Our internet service provider got
bogged down. To work through that, we
had our association management software
provider move our files to a cloud-based
system. It was something that needed to
be done, and the coronavirus nudged
us forward.

Policy. The pandemic has highlighted
gaps in policy for many organizations.
Some colleagues revisited who speaks on
behalf of the association. Many focused on
ways to support staff in times of need and
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"Early on, we determined the need for a central
go-to place for communications and information.”

—Dale Zahn, RCE, CEO, West Michigan Lakeshore Association of REALTORS®

offer flexibility in how work is done. “We
have a small endowment available for char-
itable contributions but no formal way to
award the funds,” Kasky says. “There are
so many needs. REALTOR® associations
should have a process in place to make
these decisions about how best to serve
the community at large.”

Growth. During the shutdown, thou-
sands of REALTORS® nationwide worked
on classes and designations with a
focus on bettering themselves and their
businesses. Staff, too, broadened their
horizons through the National Association
of REALTORS® Right Tools, Right Now pro-
gram; my staff accelerated their learning

through Association Management Self-
Study, e-PRO, RCE, and C2EX. The extra
time gained from event cancellations has
helped this along.

Connections. One of the most import-
ant things we rediscovered due to the crisis
is the importance of connections. Whether
remote or in-person, human interaction
is crucial. Creating connections helps
you stay focused on what'’s best for your
organization. Members want us to lead
through this tragedy, showing strength
and devotion to the task at hand. Reaching
out and showing genuine care also shows
members that we are human and doing the
best we can, just like they are.

There is no one-size-fits-all approach to
crisis management. Colleagues have had
to lead through natural disasters, terrorist
attacks, and financial collapses; we can
now add managing AORs through a pan-
demic to our list of qualifications. The way
our industry has come together to help
REALTORS®and association staff work
through this has been remarkable.

The coronavirus seems certain to
remain a concern as fall approaches.

Take the time you have now to prepare for
further uncertainty. Lead with positivity,
passion, competency, and empathy. And
know that we are here for you.

Amy Dubose, RCE, is the
AE at Bryan-College Station
Regional Association of
REALTORS®, Texas. Contact
her at 979-846-3751 or ae@
bcsrealtor.com.

O

FOREWARN'

Know your prospect... in seconds

S

\ |

FOREWARN is not a "consumer reporting agency" and its services do not constitute "consumer reports,” as these terms are defined by
the Fair Credit Reporting Act, 15 U.S.C. § 1681 et seq. ('FCRA"). FOREWARN services may not be used in whole or in part as a factor in
establishing an individual’s eligibility for credit, insurance, employment nor for any other purpose under the FCRA.

THE BENEFIT THAT
BENEFITS ALL MEMBERS

| SAFER SHOWINGS. SMARTER ENGAGEMENTS.

Reverse incoming call to verify |:Jrnspect (name, phone, and address)

|

'i | @ Instantly search for criminal hiery ‘

‘ Verify financial risks (bankruptcies, liens, judgments, and foreclosures) “
\

A~ | ‘
Verify current assets (properties and vehicles) |

e b

Contact us today to find out why associations across the

country are calling FOREWARN the best benefit they provide!

www.FOREWARN.com | sales@forewarn.com | 888-424-9216

NAR.REALTOR/RAE

FOREWARN

Results for:
561-555-1212

Name: John Doe
Address: 111 S Main,
Boca Raton, FL 33431

15 Phone Records »
27 Address History »

7 Possible Criminal/Infraction Records
(Higher confidence matches only)

0 Possible Court Records i

(Bankrupcies, Liens, judgments)

6 Property Records >
_ Vehicle Records »

<

FOREWARN'

ared violet company

© 2020 FOREWARN, LLC. Al rights reserved.

(NASDAQ: ROVT)

SUMMER 2020 REALTOR"AE 19



need to know: governance

Remote Control

How to ensure decisions can be made without

face-to-face gatherings.

With the COVID-19 pandemic virtually elim-
inating large gatherings for the foreseeable
future, many association executives are at a
loss for ways to conduct the meetings nec-
essary to make collective decisions without
endangering the health and safety of board
members and other parties.

While business and nonprofits alike
quickly pivoted to Zoom and other virtual
platforms for education and communica-
tion, many REALTOR® associations find
themselves in a proverbial Catch-22 when it
comes to remote meetings. Many associa-
tions’ bylaws contain the following verbiage
or something similar:

“The latest edition of Robert’s Rules of
Order shall be recognized as the authority
governing the meetings of the association,
its board of directors, and committees in
all instances wherein its provisions do not
conflict with these bylaws.”

Meanwhile, Robert’s Rules of Order
states the following: “Except as authorized
in the bylaws, the business of an organiza-
tion or board can be validly transacted only
at aregular or properly called meeting—
that is, as defined on pages 81-82, a single
official gathering in one room or area—of
the assembly of its members at which a
quorum is present.”

One could interpret this to mean that if
your bylaws don't explicitly allow for virtual
meetings, consult Robert’s Rules. But
Robert’s Rules appears to prohibit virtual
meetings unless your bylaws explicitly allow
them. So, now what?

First, your association should consult
legal counsel to interpret your bylaws and
provide guidance on options for conducting
business virtually. Your counsel should also
closely examine your state’s not-for-profit
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laws and whether the association is permit-
ted to hold meetings by telephone, video-
conference, or other interactive means.

Ifit is determined that your association
is indeed unable to hold virtual meetings, all
is not lost. Your bylaws may allow the execu-
tive committee to act on behalf of the board
of directors between meetings, especially in
urgent matters.

In addition, you may be able to take action
through the unanimous written consent
of the voting body. This works exactly as it
sounds: The consent must be in writing and
approved by all individuals entitled to vote on
the matter, with no objections or abstentions.

Once in-person meetings are able to
resume, be sure to take action to amend the
association’s bylaws to enable the associa-
tion to be nimbler and more responsive to
future needs by allowing decision-making
bodies to gather virtually. Thanks to COVID-
19, virtual meetings are likely here to stay.

Check out the official Robert's Rules
of Order website at robertsrules.com for
updated guidance related to the COVID-

19 pandemic. The site recently published
downloadable sample rules for electronic
meetings at robertsrules.com/pdfs/
electronic-meeting-sample-rules.pdf.

Daniel Doepke is the
National Association of
REALTORS®’ director of
member policy. Contact him
at ddoepke@nar.realtor or
312-329-8410.

FIZKES/SHUTTERSTOCK.COM

Q: Does NAR allow virtual ethics
and arbitration hearings?

A: Yes. Professional Standards Policy
Statement 56 of the Code of Ethics and
Arbitration Manual authorizes associ-

ations to allow certain testimony for
hearings via teleconference or videocon-
ference. It reads, in part:

“The policies and procedures estab-
lished [in the manual] contemplate that
parties and their witnesses will participate
in ethics and arbitration hearings in the
physical presence of hearing panels and
the respective parties. Parties and their
witnesses may request permission to
participate in such proceedings via tele-
conference or videoconference.”
(Revised 11/14)

“Parties and witnesses to ethics and
arbitration hearings may be permitted to
participate in those hearings by telecon-
ference or videoconference at the discre-
tion of the hearing panel chair. Only those
parties eligible to attend the entire hearing
in person would be entitled to participate
‘remotely’ for the entirety of the hearing.
Witnesses may only participate remotely
for their own testimony.” (Revised 11/14)

NAR policy can be interpreted to
permit associations to hold virtual
hearings, and divergence from historical
practice may be appropriate. Given local,
state, and national recommendations
regarding the pandemic, including White
House guidelines and Centers for Disease
Control and Prevention recommenda-
tions regarding social distancing and the
avoidance of in-person gatherings, virtual
alternatives should be leveraged to the
greatest extent possible so that profes-
sional standards matters can continue to
be processed.

NAR.REALTOR/RAE
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need to know: MLS

Streaming Ahead

Virtual open houses were quick to appear during the coronavirus,
but will they remain once the pandemic subsides?

ANDREY_POPOV/SHUTTERSTOCK.COM

COVID-19 has disrupted typical daily life
across the country, and in a profession that
relies on relationships and face-to-face
interaction, real estate professionals have
had to adjust quickly to a new reality. Con-
ducting business nowadays means digging
deeper into the marketing toolbox.

Virtual tours and videos have been a part
of listing information packages for decades,
but virtual open houses weren't seen widely
before COVID-19. Adoption of the practice
sped up as a result of the pandemic, as
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..

brokers and agents observed stay-at-home
orders and put in place the precautions rec-
ommended by health officials when schedul-
ing showings.

When the pandemic worsened, MLS
vendors worked quickly to stage virtual
open houses. MLS governances could not
ban in-person open houses or showings
outright, but it was their duty to support
participants trying to weather such unusual
circumstances. MLS executives talked about
the challenges posed by COVID-19 and their

solutions at a webinar hosted by the National
Association of REALTORS®.

Satisfying the Sellers
Real estate pros have historically individual-
ized their marketing approaches according
to sellers’ expectations. But the decrease in
in-person open houses during the pan-
demic is not necessarily an indicator that
virtual open houses will replace them.

“The focus here should be on the sellers
and what best serves their needs,” said

NAR.REALTOR/RAE



Nicole Jensen, RCE, CMLX3, vice presi-
dent of business technology at the MIBOR
REALTOR® Association, which serves 8,800
participants and subscribers in central
Indiana. “The most realistic future will likely
be a hybrid of in-person and virtual show-
ings and open houses. In-person creates
greater relationship-building opportunities,
and virtual offers convenience and larger
geographical reach.”

Virtual open houses are an example
of how technology can help expand the
resources available for practitioners to
market properties. Using 3D scanning soft-
ware to give virtual tours and videos a fresh
perspective might be the next tech tool to
catch on with a wider audience.

“I don't think we will see more virtual
open houses after the pandemic,” said Ani
Pollack, MLS director for the Santa Barbara
Association of REALTORS®, which serves
1,600 participants and subscribers in
California. “l think consumers want to see
properties in person, and | think our mem-
bers want to show the properties in person.
But | think 3D virtual tours, such as those
created using Matterport, and videos that
can be edited before distribution will grow
in popularity.”

Adding to the Mix

A steep learning curve might explain why
few professionals have taken advantage

of the virtual tool so far. Staci Wood, vice
president and chief product officer for
REcolorado, a regional MLS serving 23,000
participants and subscribers in the Denver
area, said she anticipates that virtual open
houses will grow in popularity as agents
become more comfortable with the tech-
nology. “Itis great to be able to offer these
virtual tools and add another element to an
agent’s marketing mix.”

Prior to the pandemic, agents used re-
corded media in virtual tours and videos or
hired professionals to do the work for them.
But virtual open houses are a different

NAR.REALTOR/RAE

‘| think consumers want to see properties in
person, and | think our members want to show

the properties in person.”

—Ani Pollack, MLS director, Santa Barbara Association of REALTORS®, Calif.

animal, said Jensen: “The greatest oppor-
tunity for learning was in differentiating a
virtual tour versus a virtual showing versus
avirtual open house.”

Pollack agreed that it's the
responsibility of MLS administrators to
communicate the distinction between
virtual tours and virtual open houses to
participants and subscribers. “There's still
confusion over the difference between a
virtual tour and a live, scheduled event that
is held via Zoom, Skype, GoToMeeting, or
some other, similar service,” she said. “We
only have a handful of agents who have
used the open house function.”

Richard Gibbens, MLS director of
the Central Panhandle Association
of REALTORS®, which serves 1,600
participants and subscribers in the Panama
City, Fla., area, said his organization has
provided education for participants and
subscribers via video. The association uses
the MLS platform to advertise virtual open
houses rather than relying on social media.

“Tech-savvy members caught on fast,
and many have been doing Facebook Live
virtual open houses,” he said. “| created a
video explaining what a virtual open house
is, how it is different from a virtual tour,
and how to hold a virtual open house
using Zoom."”

Ramping Up Fast

MLS software vendors responded quickly
with virtual solutions. A vendor working
with the Santa Barbara Association of
REALTORS® had virtual open house ca-
pabilities programmed within days after a
stay-at-home order was issued by the state
of California. Larger portals such as Zillow
haven't always been so nimble.

A potential barrier is the difficulty in
supporting different videoconferencing
software. For example, Facebook Live
doesn't offer interactive audio, so prospec-
tive buyers have to ask questions by typing
them into a chat box. Zoom and Skype offer
immediate, two-way conversations.

Some MLS governances responded
to Centers for Disease Control and
Prevention recommendations by disabling
the in-person open house feature on their
platforms to emphasize the importance
of social distancing. “The open house and
caravan function was disabled the same
day the stay-at-home order was issued by
our governor,” Pollack said.

Some markets saw more of an impact
than others. While many MLS systems have
reported decreased activity, it’s difficult to
discern how much the slowdown is attribut-
able to low inventory versus the pandemic.
“To gauge the effect of the coronavirus
pandemic on our market, we are producing
weekly housing market statistics,” Wood
said. “As compared to last April [2019],
both closed listings and new listings are
down 26%; average sale prices for April
2020 have held steady and are up 1% com-
pared to April 2019.”

Given the uncertainty over how long the
pandemic will last, it's not clear how busi-
ness practices will look in the future. But
virtual open houses are becoming a viable
option for occasions when an in-person
showing isn't practical.

Tonya Bell is MLS director
of the Greater Chattanooga
REALTORS®. Contact her
at tonya@gcar.net or 423-
702-7425.
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need to know: small board

Remote Possibilities

Members and leaders appreciate that virtual meetings are here to stay.

Over the past 10 years, remote work has
become more common in many profes-
sions. But thanks to the coronavirus,
people who otherwise might never have
left the comforts of a traditional office
environment have been suddenly thrust
into remote life.

Adjustments needed to be made quickly
at REALTOR® associations. Staff, volunteer
leaders, and members developed a strong
solidarity, and technology and commu-
nication skills became indispensable. As
comedian and author Sara Benincasa
quipped, “Strap in. You're about to get to
know yourself a LOT better.”

In my 25 years as an association ex-
ecutive, | have witnessed the association
model evolve in many ways. Paper files
have gradually shifted online to a cloud-
based environment, and physical visits
by members have declined. Meetings
tend to take place virtually, and live
networking events were among the few
in-person gatherings that were thriving—
before COVID-19.

Since the pandemic started, more
members (53%) read our communica-
tions, up from 27% previously. There are a
few challenges with issuing lock boxes and
key cards, and some members still like to
pay their invoices and fees in person. Proc-
toring exams isn't easy, either, but we've
provided online proctoring via webinars.

Although some small boards were
operating remotely prepandemic, others
struggled to put a plan in place quickly.
The current stay-at-home environment
now has some small board AEs thinking,
“Why can't | operate like this all the time?”

“Throughout all of the change related
to the pandemic, both in office procedures
and our personal lives, | have found that
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Remote work offers
benefits to AEs and
members alike.

the ability to attend and offer virtual
meetings, trainings, and seminars to be
the one thing | would not change,” says
Gail Pyszka, e-PRO, CEO of the lllini Valley
Association of REALTORS®in Peru, Il

“A perfect example of this was the recent
National Association of REALTORS®
Legislative Meetings. Attendance was

the highest it has ever been!”

“l was also able to attend NAR Legislative
Meetings, which [wasn't] possible in the
past due to budgetary constraints,” adds
Peggy Missel, RCE, e-PRO, C2EX, CEO of the
Midwest City-Del City-Moore Association
of REALTORS® in Midwest City, Okla. “The
updates and information provided by NAR
helped me answer questions and direct
members to the right resources to help
their businesses.”

Local at a Distance
Local associations are also adapting to
virtual meetings, events, and seminars.
New platforms use password-protected
meetings, secure waiting rooms, and
screen sharing to ensure security and allow
associations to stay connected with their
members in ways that weren't possible
prior to COVID-19. “New members are
becoming involved and participating,”
Pyszka says. “This type of technology is
the future, and we need to be part of it. |
hope to continue to see virtual technology
as a means of offering events that will
benefit all members.”

Remote work offers benefits to AEs and
members alike. “The biggest positive for

me was that | could schedule blocks of time
for focused work on large projects,” Missel
says. “Secondly, it provided a great oppor-
tunity to show the value members receive
for their NAR dues. Approximately 20% of
our members started C2EX, with 5% attain-
ing certification between mid-March and
the end of April, [and] several completed
their e-PRO certification.”

Members are using Right Tools,
Right Now, and connecting virtually has
engaged some who don't usually attend
association meetings and events, Missel
adds. “It was, however, difficult for some
members to make the transition to
virtual,” she says. “The difficulties were
primarily centered on the perceived lack
of personal connection. The virtual format
is cumbersome to manage when trying to
engage people who are new and in their
first association experience.”

| believe that changes made during the
pandemic will continue evolving for the
betterment of association executives, staff,
volunteer leaders, and members. We will be
implementing policy changes to conduct
business and all meetings virtually; we'll
also offer more educational sessions online.

Members and leaders seem to appreci-
ate being able to do business safely from
their homes, and it may save them time and
money. As we work to reduce health risks,
the “new normal” offers unexpected bless-
ings. We're learning so much that can help
improve the association and the services it
provides to members.

Heather Wiedrich, RCE,
e-PRO, C2EX, is execu-

tive vice president at the
HomeTown Association of
REALTORS® in Sycamore and
Sterling, IIl.

NAR.REALTOR/RAE



-

WANC

AN ALL

A J

xc o o er LorAEs and Ass "Qn”'St]Efg

\&:&-\

‘E:1Nmuny'w

AT ————

JEEPs GRAND CHEROKEE

e, v odeep

$500%ﬂhwgz

MOST NATIONAL AND LOCAL INCENTIVES

Step inside the beyond beautiful Jeepg Grand Cherokee. Experience all-weather capability, all-season reliability and
best-in-class towing?® to help get you where you need with what you need. Plus, connecting with your office is made
easy through its immersive touchscreen system, smartphone compatibility and more technology features than you
could ever expect. It gives a whole new definition to “now showing.”

NATIONAL
ASSOCIATION OF
REALTORS®

FIAT CHRYSLER AUTOMOBILES REALTOR BENEFITS® PROGRAM

Official Automobile Manufacturer of the National Association of REALTORS®

For more eligible vehicles and details, visit FCAINCENTIVES.COM/NAR

1. Jeep Grand Cherokee has received more awards over its lifetime than any other SUV. 2. Available on select models. Take retail delivery by 1/2/2021. See dealer for details. This program is available
to REALTORS®, State/Local/National Association employees, and immediate family members living in the same household residing in the 50 United States, the District of Columbia and Guam, but
such availability is subject to change without notice. 3. Based on the WardsAuto Middle/Sport Utility Vehicle Segment. Excludes other FCA US LLC vehicles. ©2020 FCA US LLC. All Rights Reserved.
Jeep is a registered trademark of FCA US LLC.



need to know: core standards

Core Under COVID

While certain standards have been waived for 2020,

consider completing them anyway.

As the impact of COVID-19 became clear

in March, the National Association of
REALTORS® leadership team agreed

to approve the Association Executive
Committee's recommendation to waive
Section 2, Standard E and all of Section 3
for the current Core Standards cycle, which
ends Dec. 31, 2020. When the word came,
our board had already completed those
items on our Core Standards checklist.

Why? Because when | became an AE last
July, | was baffled by the Core Standards.
| went through the checklist every single
day until | was finally sure we had satisfied
them. In the process, | learned a lot—and
| resolved that this year, | would complete
our Core Standards with time to spare.

If you haven't gotten to that place yet,
you may be wondering what the changes
encompass and how can you can complete
your Core Standards requirements now
that our day-to-day lives have changed so
much. Here are some thoughts on that:

Advocacy Is Easy

Section 2, Standard E includes REALTOR®
Party’s “Vote—Act-Invest” goals. With this
year being an election year, this section

is easy to complete even though itisn't
required. You might conduct an online
get-out-the-vote activity, share information
about the U.S. Census, or remind people
to sign up for NAR Calls for Action via
social media.

You should be able to complete the rest
of Section 2 without too much trouble.
Sharing information from NAR and your
state association with members can be as
simple as including it in your newsletter
and social media posts. If you follow the
REALTORS® Political Action Committee
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At face value, Core
Standards appear to be
much more difficult than
they actually are.

(RPAC) on Twitter, you'll have so many
ideas, you won't know what to do with them.
In Arkansas, we're having a Loyal Com-
panion Photo Contest to raise funds for
RPAC. One photogenic pet will be chosen to
represent each local association, and those
winners will compete at the state conven-
tion in September; preliminary voting will
take place online. The folks at Aristotle will
be happy to help you set up a contest like
this or an online trivia night to raise funds.

Outreach Is Essential

Section 3 involves consumer outreach. This
is where we demonstrate engagement with
the community. We have many associations
that have excelled in response to COVID-19.
“l am super-proud of my Connecticut as-
sociation execs,” says Cindy Butts, CEO of
Connecticut REALTORS®. “I'm finding they
are stepping up in huge ways to continue to
expand their commitment to their commu-
nities during the pandemic and through the
rest of the year.”

Andrew Sims, CEO of the Raleigh
Regional Association of REALTORS®, N.C.,
offers a wealth of ideas to help you com-
plete Core Standards:
¢ Be the voice for real estate in your

market, using news releases, media

interviews, and other channels to

share market statistics, NAR research

reports, and the local or state analysis

of NAR statistics.

¢ Collect money using a GoFundMe page
and donate it to a local food bank, or raise
money for gift cards that can be donated
to homeless shelter residents.

¢ Have your local president do an inter-
view with appraisers and inspectors to
talk about changes in the marketplace. Or
interview a lender about the changes in
the mortgage industry and share it with
the local news.

“It's crucial that we're doing these things
right now for our communities,” Sims says.

| feel like the waived areas are the meat
and potatoes of the Core Standards, and
what remains isn't difficult to complete.

NAR and state associations offer all types
of free training opportunities for staff and
leadership. Continue to look for and promote
them! This year's NAR Leadership Summit
will take place virtually, enabling AEs and
volunteer leaders to participate easily.

At face value, Core Standards appear to
be much more difficult than they actually
are. When you take them apart section by
section, it's easy to see how they can be
completed during the pandemic. I'm the
only staffer at my small association, and if |
candoit, youcandoit.

“Evenif you aren't ‘required’ to report it
in Core Standards, please do these things
anyway,” Butts says. “It's really hard now,
but this is when our members and com-
munities need us most. This is our time for
greatness, everyone!”

Lauri Rottmayer, e-PRO,
AHWD, is AE at the North
Central Board of REALTORS®
in Mountain Home, Ark. You
can reach her at ncbrae@
gmail.com or 870-425-6999.
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AE voices: profile

Making Meaningful Moves

Beth Hansen, CEO of the Mississippi Association of REALTORS®, looks back
to when the pandemic’'s scope was just beginning to dawn on the nation.

Q. What are the first things you did
as an association to respond to the
COVID-19 crisis?

Even as we were making the transition to
working remotely, our 10 talented and tire-
less staffers quickly moved through a long
list of things we could do to help our mem-
bers and industry. Since we were juggling so
many interconnecting pieces, we had virtual
staff meetings every morning to prioritize.

We enjoy a strong relationship with Gov.
Tate Reeves, and we immediately contacted
his staff to request that real estate activity,
both residential and commercial, be listed
as an essential service. When the governor
established a Restart Mississippi commis-
sion, we were able to secure positions for
several REALTORS® on the commission's
small business committee.

| have the privilege of working this year
with a true servant-leader, President Keith
Henley. He established the MAR Restart task
force with members from different real es-
tate disciplines, and that group developed a
list of concerns and issues to guide our work.

We reached out to our Real Estate Com-
mission to request extensions for licensing
and education deadlines. Our Standard
Forms Advisory Committee worked with
legal counsel to develop multiple contract
addenda and forms specific to COVID-19
concerns. We've also been in weekly meet-
ings with other Mississippi business associa-
tion staff to address liability and other issues
with state elected officials.

Mississippi REALTORS® operates a
statewide school that teaches pre- and post-
license courses and continuing education.
We've had online courses for years but didn’'t
have any virtual classroom courses with
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The biggest lesson

to me has been to be
prepared to improvise
quickly and adapt to
new challenges.

live instructors. Our education staff rapidly
plowed through the complexities of pivot-
ing to a virtual classroom platform while
also complying with the state Real Estate
Commission’s requirements for verification
of attendance. Our days have been full of
meaningful work!

Q. How have you kept your
members informed?

We've used social media and all-member
email blasts regularly and created a
resource page on our website, which we
update often, including videos from our
president. Many of our members have
commented that watching President
Henley's videos has been reassuring as they
navigate this unknown territory.

Q. Have you taken any steps to
galvanize member volunteerism
during the crisis?
President Henley's theme this year
is “Community Champions,” and he
has focused all of us on celebrating
the generous nature of REALTORS®in
our state. During the pandemic, we've
heard many heartwarming stories of our
members taking care of their neighbors
and communities—delivering groceries,
taking lunches to front-line health care
workers, donating blood, and so on.

We also have REALTORS® who graciously
devote their time to serve on the board
of our 501(c)(6) Mississippi REALTORS®
Disaster Relief Fund. We continue to receive
applications for assistance from Mississippi
residents whose homes were damaged or
destroyed by three days of powerful, deadly
tornadoes in April.

Q. What advice can you offer to
fellow association executives
about planning for or managing

a crisis?

| haven't heard of anyone whose crisis
management plan anticipated something
this large in scope. The biggest lesson to
me has been to be prepared to improvise
quickly and adapt to new challenges. Take
advantage of your relationships with local
and state leaders, fellow AEs all over the
country, and the wealth of information
available from National Association of
REALTORS®. You're a part of a REALTOR®
community that is willing to collaborate
and share, so lean on your AE friends and
use their knowledge and advice to benefit
your members.

NAR.REALTOR/RAE
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FREE custom benefits page for your site, links to
demos, and digital and print benefit brochures.

fp Health

;‘ Auto, Cyber, E&0O, and Home

Contact: Paula@sasid.com N

REALTORSInsuranceMarketplace.com
\

NAR’s REALTORS® Insurance Marketplace provides a variety of health and wellhess coverage
solutions with unique benefits for NAR members. Members will find here both traditional and
innovative plans for themselves and their families — and even their pets. Benefit specialists are

available to help members navigate options and identify cost-saving strategies.



Supra provides a superior home-showing
experience for real estate agents —

« View and search MLS listings and agent
rosters—even when offline—and easily
connect with other agents

+ Get seamless access to real-time data and
information

« Connect with home buyers with an
innovative app designed just for them

« Stay up to date with real-time buyer
feedback to help close sales faster

supraekey.com

800-547-0252 « © 2020 Carrier.




