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Dear Valued Clients and Homeowners:  

 

Our hearts are with all those impacted by the 

CZU fire. We have many communities in 

the evacuated areas and here to assist in any 

way that we can. 

 

Please be aware that we have staff members 

who are directly impacted by the fire, and it 

may take longer than usual to retrieve a 

response on non-emergency inquiries. We 

will respond to resident calls and emails on a 

priority basis; your patience and 

understanding is appreciated.   

 

Since the evacuation orders, we have 

received calls from many owners asking for 

replacement monthly assessment statements, 

as they are unable to get mail. You can sign 

up to receive statements electronically by 

going to the Shoreline website at 

www.shorelinepropertymanagement.com 

and using the top green tab on the left hand 

side of the page that states: ‘Sign up for 

eStatements’. You can also find payment 

information on the Pilera website. And as 

always, you can contact our office directly 

to request this information from our 

accounting staff.  

 

You can find information about the CZU 

fire and other fires throughout the State on 

the Cal Fire website at 

https://www.fire.ca.gov/incidents/ 

 

 

Staff members continue to work from home. 

We are expecting new office furniture to be 

delivered the first week of September and 

expect to have some staff working back in 

the office on a limited, rotating basis the 

second week of September.  

 

While association management is considered 

an essential business, once the office is 

open, it will remain closed to walk-in clients 

and we anticipate that no in-person meetings 

will be held in our conference room through 

at least the end of the year. Staff members 

working in the office will be limited to 

administration and managers will stagger 

time in the office on an as needed basis to 

provide required physical distancing and 

keep everyone safe.  

 

In the meantime, we continue to hold 

weekly staff meetings on Zoom to check in 

with one another and discuss operations. 

Below are photos of some at-home work 

spaces, new “co-workers” helping out, the 

view from an office window, plus a photo of 

our newest hire, Karla Ruotolo, who has 

joined our accounting department. Karla 

previously worked for Kendall and Potter 

property management for over 7 years.  

 

 

 

 

 

 

Welcome Karla Ruotolo to the Shoreline Team!  

 

http://www.shorelinepropertymanagement.com/
https://www.fire.ca.gov/incidents/


 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Kara’s Office, with View 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

             Denise’s Neighborhood Lurker 
 

 

SPOTLIGHT:  

Diane Rossi is the owner and founder of 
Shoreline Property Management, Inc. She 
founded Shoreline in 1994, after acting as the 
HOA Manager for another local management 
firm. She is an excellent example of local 
small business leadership.  Diane participated 
in Leadership Santa Cruz and served on the 
Board of Directors for Leadership SC and the 
American Red Cross   
She was awarded the prestigious CAMEx 
designation from the California Association of 
Community Managers, where she is a member 
of their Faculty.  She is also a long-time 
supporter and Board Member of the 
Educational Community for Homeowners 
(ECHO). 
 
ECHO is a California-based organization 
offering a variety of educational seminars and 
online resources. ECHO is planning their first 
ever virtual conference and expo on Friday 
and Saturday, September 25th and 26th. This 
event was previously held at the Santa Clara 
Convention Center, but due to Covid-19 
restrictions prohibiting large gatherings, the 
event has been moved to a virtual setting. 
Registration link can be found on the ECHO 

webpage: https://www.echo-ca.org/ 
 

https://www.echo-ca.org/


Diane, tell us about the upcoming ECHO 
event. How will the virtual conference 
work?  
 
The event on Friday will be for Managers. 
The event on Saturday will be for Board 
members and residents of homeowner 
associations. Attendees will enter the 
conference center lobby virtually on their 
home or office computer.  Multiple 
educational tracks and presentations will be 
available in real time.  These sessions will also 
be recorded and available for viewing, or re-
viewing, at the attendee’s convenience for 28 
days after the conference ends. The trade 
show will also be virtual.  Attendees will visit a 
sponsor’s booth, ask questions and request 
information. A Manager’s Lounge will be new 
this year, allowing board members to talk to a 
Management company representative online.  
 
If someone is “on the fence” about 
attending the ECHO Virtual Conference, 
what is the one thing you’d say to 
encourage them to attend?  
 
Every Board member that has ever attended 
the Annual Expo in Santa Clara has reported 
it was informative and well worth their time. 
Many members living in Santa Cruz and 
Monterey Counties have been reluctant to 
“drive the hill” and have not attended before.  
The virtual format will allow board members 
as well as association residents to attend in 
their PJs and slippers in the comfort of their 
own home!  Also, with the sessions being 
recorded, you can go back later and watch 
sessions you missed, or watch them again at a 
time convenient for YOU.  
 
You’ve been a long time Director on the 
ECHO Board. How long have you served 
on the Board and what role do you play?  
 
I was elected about 18 years ago for an initial 
3-year term and have been reelected and 
served continuously since then. I served on 
the Executive Board for the first 15 years as 
the organization’s Treasurer.  I attend board 
meetings about 6 times per year, work with 
the Executive Director on educational 
programming for Santa Cruz and Monterey 
counties and have been a presenter at local 

educational events and the Annual Expo and 
University previously held at the Santa Clara 
Convention Center. There are about 1400 
associations who are members, mostly in 
Northern California. The highest percentage 
of members are small associations (less than 
30 units) and are self-managed. Santa Cruz 
County has the second highest number of 
small associations in the state (average size 27 
units). The City of San Francisco has the 
highest number. Many of these Associations 
do not have the advantage of professional 
management and ECHO is their lifeline. 
 
What are some of the major changes 
you’ve seen over the years in the CID 
industry?  
 
When I started in 1982, there was little 
regulation of the industry and not a lot of 
formal education opportunities. Beginning in 
1987, the California legislature enacted 
multiple laws, known as the Davis-Stirling 
Act, and has added new laws and amended 
others every year.  The Condominium Blue 
Book in 1986 looked like my passport.  Today 
it is more of a paperback novel. Training and 
credentialing of Managers started in California 

with the CCAM designation.  I attended the 
first class given by the California Association 
of Community Managers (CACM) and I hold 
the CAMEx® designation.  I serve on their 
Faculty, teaching classes to Managers seeking 
credentialing.  
 
I am also a 20+ year member of The 
Community Association Institute (CAI).   
This national community association 
organization is based in Virginia and has 60 
chapters and over 40,000 members. I earned 
the PCAM® designation, their highest 
certification and Shoreline has been awarded 
their “Accredited Association Management 
Company (AAMC®) designation. Shoreline is 
the only accredited firm in Santa Cruz 
County. There are only 25 accredited firms in 
California with only 4 of those in Northern 
California! 
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What do you see are some of the future 
challenges facing Associations?   
 
The majority of new construction of housing 
in California is in a common interest 
development.  Many of these communities are 
built in urban areas as “in-fill”.  These 
communities are typically under 25 units and 
most are self-managed.  The volunteer board 
members don’t know what they don’t know 
and many appear on the Secretary of State 
website as Suspended Corporations. These 
associations are not following the laws in 
Davis-Stirling and many are not following 
their own governing documents.  The 
volunteer board (if they have one) has not 
developed a proper budget, has not 
completed a reserve study, does not send out 
annual disclosures to their members, is 
unaware of the legal requirement to have their 
balconies inspected, don’t know what to do 
when a member stops paying their 
assessments and believe their reserve account 
is a savings account.  Some board members 
are paying themselves, unaware that receiving 
compensation will void their Director’s and 
Officer’s liability coverage (assuming they 
bought it).  With Covid-19, delinquencies and 
bank foreclosures are anticipated and many 
associations do not have the financial 
resources to weather the storm. Deferral of 
maintenance of the common area is a real 
concern. With the “burst of the housing 
bubble” in 2008, it took many associations 5 
years or more to recover.  
 
How has COVID impacted your 
business?  
 
We closed our offices early.  On March 11th I 
made the decision to close the office to the 
public the following Monday, March 16th. On 
the 16th I made the decision to close the 
offices and move staff to 100% remote. Many 
of the managers already had remote access, 
including me. I purchased an internet-based 
telephone system in 2019 and this allowed me 
to send each staff member home with their 
phone.  I had to make a significant financial 
investment in computer equipment for home 
offices for many of the staff as well as incur 
additional IT support costs and staff overtime 
to make it happen. We have purchased several 

Zoom licenses and all board and member 
meetings have been moved to a virtual setting. 
I believe many of our clients will continue to 
conduct many, if not most, of their board 
meetings virtually.                                                         
 

 
 

 

 

Did you know?  
All Shoreline clients have access to Pilera as 

part of their management fee. Pilera is an 

online website that houses Association 

documents for your community, including 

the governing documents, budget, reserve 

study and insurance for your community. 

You can use the event calendar to post 

upcoming scheduled maintenance, Board 

meetings and community events.  

 

Using the website portal, you can log in and 

check your account balance, make a 

payment, print payment history statements 

for a lender refinances, submit work orders 

and access an owner directory.  

 

Many of our clients produce and mail an 

owner directory. This can be a lengthy and 

costly process, as it requires mailing a form 

to obtain owner information and printing 

and mailing of the directory. Now 

Associations can use the directory function 

on Pilera at no cost! Owners can include as 

much contact information as they would like 

  Diane’s Home Office  



to share by going to ‘Your Information’ on 

Pilera, selecting the Profile tab and adjusting 

the Directory Settings. Shoreline encourages 

Association members to explore the many 

options for use in Pilera. We believe it will 

make your customer service interaction 

smoother. If, however, you have a question 

or concern that cannot be answered on 

Pilera, please feel free to contact our office 

for assistance! Staff members have their 

telephones on their home office desk and 

access to email.  

 

Please continue to stay well and we look 

forward to seeing you again in the near 

future.  

 

Your Shoreline family! 

 
 

 

                                                                 


