
Manager Transitions 
How the Heritage Team 

Responds to Change 



Will anyone else on my Heritage Team change?  

Manager 
 TRANSITIONS 

What are the managers’ responsibilities? 

At Heritage, we believe it is best practice to keep our managers assigned to the same property for as 

long as possible. However, the nature of our industry occasionally leads to situations that call for a   

reassignment.  To address these situations, we have established a system that minimizes the effect on 

both the internal operations and the adjustment period for our boards. This is a simple process on our 

end and understanding the HERITAGE CORPORATE TEAM STRUCTURE is often helpful to our 

boards.  We understand that any change is stressful. This Frequently Asked Questions sheet should 

provide the majority of the information necessary to reduce if not eliminate any concerns.  

Why is my manager changing?  

Frequently Asked Questions   

Who selects our new manager?  

Very often no one else will change! We make every effort whenever possible to keep support               

department staff , division managers  and client service representatives that are already familiar with 

your property in place. In addition, if your community enjoys services from one of our ancillary         

programs such as  Heritage H.E.L.P. (Lease Monitoring),  H.C.M.C. (Construction and Maintenance), 

APEX Water Sub-Metering, Insurance Claim Negotiations or Broadband Cable Access Agreements, all 

initiatives will continue to flow smoothly with your original contacts. Magnum Collections and COA 

Law have their own staff, allowing the collection process to be handled seamlessly as well. 

Each property has a Division Manager. That person oversees 

the team handling your account, therefore, they are already   

familiar with your Association. Together with the executive 

team, a new manager is carefully selected. The community 

needs, action item list, board personality and work load are 

all considered during this process in an effort to achieve a 

successful and long lasting relationship with your new      

representative.  

There are so many moving parts to each property and Heritage knows that the centralization of       

responsibility reduces errors and improves customer satisfaction. The community manager is your 

central point of contact. The role’s primary function is to act as a liaison between the board and a 

number of well-staffed departments, many of which function in the background.  In the case of  a 

transition, most team members associated with various responsibilities do not change, they are simply 

reporting to a different point of contact within Heritage. Even though your representative leads the 

team, he or she is only one part of the elaborate support system already in place for your community.  



Does the Web-Portal help?  

 

 

The goal is to answer as many inquiries as possible immediately, and resolve any concerns with 

speed and efficiency. Our research indicates that most homeowners do not even notice a  manager 

transition as daily needs continue to be met. 

Our local Client Service Center handles numerous  homeowner 

phone calls relating to many different  issues such as access 

cards, clubhouse rentals and much more. Many of our boards do 

not realize that this entire team functions as one unit. Although 

the managers do have dedicated assistants for each property, all 

the relevant information is frequently available in our system, 

allowing any team member to assist any customers at any time.  

What does the Board need to do?  

Monthly financials and delinquency reports are prepared and uploaded by our Accounting Team and 

will continue to be posted on EDGE. Lease Monitoring reports are always handled by Heritage H.E.L.P 

and a number of other documents are uploaded by support departments.  

Very little! A status report for all action items is attached or will arrive shortly as numerous internal 

transition meetings and discussions have already occurred.  Many boards choose to quickly review the 

list of initiatives simply to verify that nothing was missed; however, in most cases that will take just a 

few minutes.  Your new manager will reach out to the Board directly very soon. A complimentary 

board meeting or a tour of our offices can also be arranged at any time if the Association feels it is   

necessary for a smooth transition. 

Will we receive our reports on time?  

YES! We house our work flow in a comprehensive web portal called 

“Heritage EDGE” allowing our boards access to most information 

24/7. This transparency lowers the amount of phone calls and emails, 

and makes day to day activities easier for the board members. It also 

makes information sharing very easy for our team. 

How is the client service center structured? ?  

What if we are unhappy with our new manager?  
Although staffing needs must be considered with the initial place-

ment, your community is our top priority. If for any reason the Board 

is unhappy with the manager   selected, we will do all that is needed 

to ensure your total satisfaction, up to and including reassigning your 

property to a new representative. 

Even though manager transitions are occasionally unavoidable,  

our internal process is structured to reduce gaps in communication,  

ensuring we do not lose momentum on any of your Board’s initiatives! 



You don’t earn loyalty in a day, 

You earn loyalty day by day. 

~Jeffrey Giltmore 

       Life has very few constants. 

Although a new manager assignment is often met with concern,  

please know that we are committed to exceeding your expectations 

...and that is something that will never change! 
 

Heritage Property Management  

500 Sugar Mill Road, Building B 

Atlanta, GA 30350 

Questions or Comments  

Contact Wendy Brant  

Director of Business Development  

wbrant@heritageproperty.com  

ABOVE & BEYOND! 


