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Executive Summary: Emotional Intelligence as a Strategic Imperative for 
Community Association Management 
 
On December 10, 2025, community association management professionals from ten 
countries convened in Dubai for the seventh G10 Global Conversation, focused on The 
Importance of Emotional Intelligence (EQ) in Today’s World of Community Management. 
This dialogue brought together senior executives, practitioners, educators, and industry 
leaders to explore how emotional intelligence has evolved from a perceived “soft skill” into 
a foundational professional competency. 
 
Across cultures, markets, and management models, participants reached a shared 
conclusion: the future success of community association management depends as much 
on emotional intelligence as on technical expertise. In an era marked by rising resident 
expectations, workforce burnout, increasing complexity, and the rapid adoption of artificial 
intelligence, EQ has emerged as the defining differentiator, one that strengthens trust, 
stabilizes organizations, improves retention, and builds resilient communities. 
This report documents the attendees' presentations, frames the global dialogue, 
synthesizes key themes and trends, and offers guidance for community association 
management companies seeking to embed emotional intelligence into leadership, 
operations, culture, and client service. 
 
Community association management has matured significantly over the past two decades. 
Rapid growth of the community association housing model and maturation of the 
community management profession have led an evolution of governance frameworks, 
financial controls, maintenance standards, and regulatory requirements, resulting in an 
industry that has become increasingly sophisticated. Yet the challenges facing the 
profession today are not primarily technical. 
 
Participants agreed that most community conflicts are relational rather than operational, 
that workforce burnout threatens the sustainability of the profession, that resident 
expectations have intensified alongside social polarization, and that community managers 
are increasingly faced with a heavier workload — not only the typical tasks of the 
community management profession but also creating a customer service experience and 
building community.  
 
These pressures are global in nature, transcending legal systems and cultural boundaries. 
As a result, the profession is experiencing a pivotal shift from managing assets and 
processes to leading people, emotions, and relationships at scale. 
  
The G10 Global Conversation concluded with a shared understanding: emotional 
intelligence is the defining differentiator for community association management in the 
decade ahead. 
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Organizations that intentionally embed EQ into leadership, culture, and service delivery will 
be best positioned to succeed and have a greater impact on the lives of people living in the 
communities they serve.  
 

Framing the Conversation 
Opening the dialogue, G10 organizers, Pepe Guiterrez (Spain) and Jeevan D’Mello (United 
Arab Emirates) framed a pivotal industry inflection point: community association 
management has largely mastered its technical fundamentals; governance, finance, 
maintenance, risk management, meetings and events, and contracting, and compliance, 
but it now faces a far greater challenge: managing human complexity. 
 

Overarching  Themes & Key Insights 
The intersection of EQ and artificial intelligence (AI) was a central theme. While AI will 
continue to transform administrative and analytical tasks, participants agreed that 
empathy, judgment, and human connection remain irreplaceable. 
 
The future of the profession lies in combining technological efficiency with emotionally 
intelligent leadership, ensuring that innovation enhances, rather than erodes, trust and 
humanity. 
 

1. Emotional Intelligence Is No Longer Optional 
Across all G10 discussions, emotional intelligence was redefined as a core professional 
capability. All participants agreed that EQ, while a soft skill, has become a core 
competency. Participants emphasized that EQ directly impacts: 
• Trust between managers, boards, and residents 
• Employee retention and engagement 
• Conflict resolution and escalation management 
• Brand reputation and long-term profitability 
 

Across all regions, EQ was described not as a personal trait but as a professional 
requirement. 
 
Key insights included: 

• Strong emotional intelligence directly correlates with trust, loyalty, and 
profitability. 

• Organizations that fail to prioritize EQ experience higher turnover, client 
dissatisfaction, and reputational risk. 
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In multicultural environments, EQ was described as a human operating system — a 
universal language that enables connection across cultures, beliefs, and 
expectations. 

 
 

2. Burnout, Mental Health, and the Sustainability of the Profession 
Several of the speakers highlighted the global burnout crisis, particularly acute in the 
United States but echoed worldwide; including courageous and deeply personal stories 
about mental health crises that demonstrated the need for creating environments 
which are safe spaces for conversations about mental health.  

 
The conversation highlighted a growing consensus: the profession cannot thrive if its 
people are depleted. Burnout, mental health strain, and emotional exhaustion are 
driving skilled professionals out of the industry. 
 
Key insights included: 
• The cost of replacing experienced managers is significant and avoidable. 
• Leadership behavior is the single greatest factor in employee retention. 
• Organizations that prioritize wellbeing outperform those that rely on endurance. 
• Emotional intelligence was positioned not only as a leadership skill, but as a 

protective factor allowing professionals to regulate stress, set boundaries, and 
remain effective in high conflict environments. 

• Emotional exhaustion is driving experienced managers out of the profession. 
• Workplace stress increasingly spills into communities, intensifying conflict. 
• Replacing a skilled employee can cost 50–200% of their annual salary. 

 
 
Participants agreed that organizations must move from endurance-based cultures 
to sustainable ones, where well-being is treated as a business imperative, not a 
personal responsibility. 
 
Practical strategies include: 

• Teaching self-regulation techniques (e.g., breathing, tapping, journaling) 
• Normalizing mental health conversations 
• Designing workloads and expectations realistically 
• Training leaders to act as “happiness managers,” not just supervisors 

 
3. From Customer Service to Hospitality 

A recurring theme was the need to shift from transactional customer service to 
hospitality-focused community management. 
 
Hospitality in this context means: 

• Anticipating needs, not just reacting to complaints 
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• Creating emotional safety and respect 
• Recognizing that frontline staff shape the daily resident experience 

 
Examples included training reception and security staff in simple but powerful 
behaviors, recognizing that they are the first touch point for residents and ensuring 
they are greeting residents warmly, a form that significantly improves satisfaction 
and reduces friction. 
 
Participants emphasized that residents may forgive disruptions, but they will not 
forgive indifference. 

 
Participants emphasized the need to move beyond transactional “customer service” 
models toward hospitality-driven community management. Hospitality, in this context, 
reflects intentional relationship building, empathy, and presence. 
 
This shift: 
• Improves resident satisfaction 
• Reduces conflict escalation 
• Reinforces the manager’s role as a trusted advisor 

Frontline staff were identified as critical ambassadors of this approach, reinforcing 
that emotional intelligence must extend across the entire organization, not only 
senior leadership. 

 
4. Conflict as a Tool for Connection, Not Division 

Rather than avoiding conflict, G10 participants reframed it as an opportunity for 
connection when approached with emotional intelligence. By addressing root 
causes rather than reacting to emotional intensity, community managers can repair 
trust and strengthen long-term relationships. 
 
This perspective is particularly important in an era where community disputes are 
amplified by digital communication and social media. 
 
A concept introduced during the discussion was “positive conflict.” Using the 
Japanese art of Kintsugi, repairing broken pottery with gold, one can address conflict 
thoughtfully to strengthen relationships, rather than damage them. 
 
Key principles included: 

• Conflict is often a symptom, not the root problem. 
• Emotional intelligence allows managers to investigate causes rather than 

react to effects. 
• Repairing trust intentionally can turn dissatisfied residents into loyal 

advocates. 
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This reframing resonated strongly across cultures where managers are routinely 
placed at the center of emotionally charged disputes. 

 
5.  Leadership, Trust, and Boundaries 

 
Several speakers addressed the misconception that emotional intelligence is 
synonymous with unlimited accommodation. 
 
On the contrary, participants emphasized: 

• EQ enables leaders to set clear, healthy boundaries. 
• Saying “no” is a critical leadership skill. 
• Toxic contracts and unreasonable demands erode morale and performance. 

 
The group noted that the strongest organizations are often those willing to walk away 
from misaligned relationships and that doing so frequently creates space for 
healthier, more sustainable clients. 

 
6.  Emotional Intelligence and Artificial Intelligence 

The intersection of EQ and AI was a central forward-looking theme. 
Consensus points included: 

• AI will increasingly handle transactional and analytical tasks. 
• Emotional intelligence is not replaceable by AI. 
• The greatest risk lies in pairing powerful AI tools with emotionally unskilled 

leadership. 
 
The group agreed that the future belongs to organizations that pair technological 
intelligence with human intelligence, using AI to reduce administrative burden while 
elevating empathy, judgment, and connection. 

 

Practical Guidance for Community Management Companies 
To remain competitive, sustainable, and trusted, community management companies 
should take the following steps immediately: 

1. Elevate Emotional Intelligence to a Strategic Priority 
a. Define EQ as a core leadership competency 
b. Integrate emotional intelligence into performance expectations and 

evaluations 
c. Model emotionally intelligent behavior at the executive and board level 

2.  Invest in Training That Builds Real-World Capability 
a. Provide ongoing training in communication, conflict resolution, and self 

regulation 
b. Equip managers with practical tools for high stress interactions 
c. Normalize continuous learning and reflection 
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3. Protect Workforce Sustainability 
a. Address burnout proactively through workload design and leadership 

behavior 
b. Encourage healthy boundaries with boards and residents 
c. Treat employee well-being as a business imperative, not a personal 

responsibility 
4. Re-design the Service Experience 

a. Shift from transactional customer service to hospitality-driven community 
management 

b. Empower frontline staff as ambassadors of trust and professionalism 
c. Focus on relationship continuity and experience, not just task completion 

5. Set Clear Boundaries with Clients 
a. Use emotionally intelligent leadership to say “no” when necessary 
b. Walk away from contracts that undermine culture and performance 
c. Align expectations through clear scopes of service and communication 

6. Pair Emotional Intelligence with Artificial Intelligence 
a. Use AI to reduce administrative burden and improve efficiency 
b. Preserve human judgment, empathy, and discretion as non-negotiable 
c. Ensure technology enhances connection, rather than replacing it 

7. Lead the Narrative of the Profession 
a. Proactively communicate value, impact, and success stories 
b. Educate residents and boards on the complexity of community management 
c. Advocate collectively for the profession’s role in building strong communities 
d. The future of community management belongs to organizations that lead 

with both intelligence and humanity. 

Conclusion: A Defining Moment for Community Association 
Management  
The seventh G10 Global Conversation made clear that emotional intelligence is no longer 
an emerging idea, rather it is a defining requirement for modern community management. 
 
As communities grow more complex and technology more powerful, the industry’s value 
will increasingly be measured not only by what managers do, but by how they connect, 
respond, and lead. 
 
By intentionally developing emotional intelligence at every level, community management 
companies can protect their people, strengthen their organizations, and create 
communities in which individuals truly feel supported now and in the future. 
 
For information, contact Dawn M.  Bauman, CAE, CEO, Community Associations Institute 
(CAI).  dbauman@caionline.org  
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