
Association 
management hiring 
& retention report

2022 Edition

What drives job satisfaction in association management?



The labor market has dramatically shifted over the past few years. Industry-
wide disruptions have led to a massive shift in employee mindset and led 
many to reconsider their priorities in life and work. As a result, employers are 
finding it more challenging to attract and retain talent across all industries. 



In community association management, this challenge has been compounded
by a hiring shortage and a surplus of open positions. According to a report 
from the , 97% of 
association management executives and hiring staff believe there is a 
shortage of community managers.* 



Finding and hiring great talent isn’t the only issue facing association 
management companies today; it’s equally difficult to retain employees. 
When team members leave for another company or leave the industry all 
together, it ends up costing the business. In fact, according to 

, each resignation can cost a company up to a 
third of the worker’s annual salary, not to mention all the extra time and 
resources it takes to find and train a new hire.



To find out what drives job satisfaction for community association 
management teams and what employers can do to attract and retain top-tier 
talent, AppFolio surveyed over 400 community association management 
employees. In order to participate, they had to be working at an association 
management company in a frontline role. The findings from our survey reveal 
opportunities to rethink your hiring and retention strategy to keep up with the 
changing needs of the industry.

Foundation for Community Association Research

Society for 
Human Resource Management

*Foundation for Community Association Research:  

“Attracting Talent to the Community Association Management Industry”

Introduction

https://foundation.caionline.org/wp-content/uploads/2021/07/AttractingTalentReportWEB.pdf
https://www.shrm.org/hr-today/news/all-things-work/pages/to-have-and-to-hold.aspx
https://www.shrm.org/hr-today/news/all-things-work/pages/to-have-and-to-hold.aspx
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Survey demographics
Out of the survey respondents, the majority (80%), were 25 to 40 years old. 
Additionally, 59% of employees had been with their association management 
company for one to five years, with an average tenure of 3.4 years. More than 
half (51%) had at least a Bachelor’s degree from a college or university. 

In terms of roles, most of the respondents worked as operations managers (33%) 
or an association manager (26%), with 86% of all respondents having direct 
reports. When asked how far they traveled in a typical week to visit the 
associations their company manages, 36% reported traveling 21 to 30 miles, 
followed by 11 to 20 miles (32%). The majority of respondents (67%) stated they 
typically worked from the office, while 44% reported working in the field, and 
42% said they usually worked from home. 

Lastly, 35% of respondents reported that their management company managed 
51 to 99 associations, and 30% stated they managed 26 to 50 associations, with 
an overall average of 70 associations under management.

Age of respondents

4% 18-24

16% 41+

80% 25-40

Time at current company

3% < 6 mo

59% 1-5 yrs

19% 6 mo-1 yr

15% 5-10 yrs

4% > 10 yrs
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Office/Operations manager


Association manager


Maintenance technician


Other manager or director


IT manager or IT support


Accountant


Other

33%


26%


14%


11%


11%


4%


1%

Respondent role

Work location

0% 20% 60%40% 80%

67%
44%

42%

From the office

From the field

From home

0%

25%

0-10 miles


11-20 miles


21-30 miles


31-40 miles


41-50 miles


51-100 miles


Not applicable

12%


32%


36%


12%


5%


1%


2%

Weekly travel time to properties



Association management 
employee job satisfaction
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Despite the labor shortage and changing 
employee expectations, 68% of the 
association management professionals 
surveyed said they were satisfied with 
their current role.

While it is promising to see that the majority are content with their jobs, there’s 
still room for improvement. Diving deeper into the data, we found that employees 
over 40 years old reported much lower satisfaction levels (47%) than employees 
aged 40 and under (71%). 



4

Overall job satisfaction

When we asked respondents what aspects of their role they were most satisfied 
with, “recognition from my manager” (66%) and “knowing what needs to be 
done” (64%) were among the top responses. By contrast, when asked what 
aspects of their role they were most dissatisfied about, “visibility into strategic 
decisions and goals” (59%) and “opportunities for career growth” (60%) were 
most commonly reported. While it’s good to know employees feel recognized for 
their hard work, the fact that they don’t feel like they have opportunities for 
career advancement signals a larger issue.

How satisfied are you with the following aspects of your role?

0% 20% 60%40% 80%

66%

64%

63%

60%

63%

59%

Recognition from my manager

Knowing what needs to be done

Work–life balance

Opportunities for career growth

Interactions with board members 
and homeowners

Visibility into strategic decisions 
and goals

Very satisfied



Satisfied



Neutral



Dissatisfied



Very dissatisfied

19%



49%



15%



11%



6%
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Meanwhile, when asked how satisfied they were with specific aspects of their 
role, the biggest gaps between at-risk (those who are dissatisfied) and not at-risk 
employees (those who are satisfied) were work–life balance,  
interactions with board members and homeowners, and visibility into strategic 
decisions and goals. The fact that work–life balance and interactions with board 
members and homeowners had the widest gaps could indicate that dissatisfied 
employees may be feeling more stressed or burned out from their jobs or not 
have time to devote to customer service, which likely is contributing to their level 
of overall dissatisfaction.

0% 20% 60%40% 80%

75%

74%

73%

73%

69%

69%

53%

51%

49%

49%

45%

45%

Satisfied employees

Not satisfied employees

Recognition from my manager

Knowing what needs to be 
done

Work–life balance

Visibility into strategic 
decisions and goals

Opportunities for career 
growth

Interactions with board 
members and homeowners

Employee satisfaction with different aspects of their role: satisfied 
vs. not satisfied employees



Perception of leadership and 
company culture
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Beyond job satisfaction, we also took a 
look at how association management 
employees viewed their company from a 
leadership and culture standpoint.

Based on the survey findings, most employees had positive views of their 
leadership and company culture. In fact, 66% agreed with the statement, 
“My manager trusts me” and 62% agreed with the statement, “I enjoy my 
company culture.” 
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0% 20% 40%

29%

25%

27%

24%

37%

38%

35%

36%

20%

23%

27%

27%

9%

11%

7%

9%

5%

3%

4%

4%

Strongly agree

Agree

Neither agree nor disagree

Disagree

Strongly disagree

My manager trusts me

The leaders at my 
company care about me

I enjoy my company culture

Work is shared evenly 
across my team

How much do you agree or disagree with the following?

However, at-risk employees (those who are dissatisfied) were also less likely to 
have positive views of their leadership and company culture. For instance, only 
40% of respondents in the dissatisfied group said they agreed with the 
statement, “The leaders at my company care about me” (compared to 73% of 
the satisfied group), and only 45% of respondents in the dissatisfied group 
agreed with the statement, “Work is shared evenly across teams” (compared to 
68% of the satisfied group). Similar to the gaps mentioned earlier in satisfaction 
with their roles, dissatisfied employees may feel they are stretched too thin, 
which could be contributing to an unhappiness domino effect seen across all 
areas of the workplace, including leadership and company culture.
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0% 20% 60%40% 80%

76%

73%

71%

68%

44%

40%

44%

45%

Satisfied employees

Not satisfied employees

My manager trusts me

The leaders at my company 
care about me

Work is shared evenly across 
my team

I enjoy my company’s culture

Employees in agreement with the following statements: satisfied 
vs. not satisfied employees



Drivers and inhibitors of job 
satisfaction
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So, what’s driving or preventing job 
satisfaction for association management staff ? 

According to the data, higher compensation and 
better hours seem to play a large role when it 
comes to whether or not an employee leaves or 
decides to stay with a company. On top of that, 
an astounding 43% (almost half) of respondents 
stated they were thinking about leaving their 
company and/or industry in the next 12 months. 
When we separated those who were considering 
leaving and those who weren’t, a desire for better 
bonuses, higher salaries, more flexible working 
hours, and more fulfilling roles were the top 
reasons why respondents wanted to leave their 
company or the industry.

43%

Employees who are 
thinking about leaving their 
company and/or industry
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When respondents were asked “What, if any, changes has your employer made in 
the last 12 months that have improved your overall job satisfaction?” the top 
changes reported were adopting new technology (32%) and improving benefits 
(32%). Improved processes and workflows, more paid time off, and more 
scheduling flexibility were also in the top five changes that improved employee 
satisfaction. Meanwhile, at-risk employees (those who are dissatisfied) were less 
likely to report changes made around adopting new technology and improved 
processes and workflows.

0%

25%

Adopted technology to make  
my job easier


Improved benefits


Improved processes and workflows


More paid time off


More flexibility with my schedule


Expanded our team


Offered clearer paths for career advancement


Allowed remote work

32% 


32%


31%


31%


30%


30%


30%


28%

Changes made that improved job 
satisfaction

Better 
bonuses

48% 38% 38%38%

Higher 
salary

More flexible 
working hours

More  
fulfilling role

0%

25%

50%

Top reasons employees are thinking about leaving their company
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So, what can management companies do in the future to make their employees 
happier? Association management professionals have some ideas. Overall, 
improving benefits (38%), increasing compensation (35%), and offering more 
paid time off (34%) are the top changes respondents said their employers could 
make to improve their overall job satisfaction.

0%

25%

Improve benefits


Increase compensation


More paid time off


Expand our team


Be more responsive to  
employee feedback


More flexibility with my schedule


Show more appreciation for my work


Make work from home an option

38%


35%


34%


33%


32% 


31%


31%


30%

Changes employers could make
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Technology in the workplace

Another aspect we wanted to explore more 
within the association management employee 
experience was what they are spending their 
time on and how they are using technology in 
their role. 

Based on the survey, nearly half (47%) of employees’ time is spent doing 
busywork. Additionally, an average of 19 hours are spent each week on tasks that 
could be optimized or streamlined through the use of technology. With so much 
time spent on manual, repetitive tasks instead of meaningful work, it’s clear 
something needs to change.

Meaningful 
work

53%

Busywork
47%

Time spent on busywork vs. meaningful work
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Luckily, there are many ways technology can fill the gaps and free teams to focus 
on what matters most, like customer service or business growth. Employees also 
highly value technology and prefer to use it in their jobs. In fact, 66% of 
respondents agreed with the statement, “I prefer to work for a company that 
adopts the latest technology” and 63% agreed with the statement, “Technology 
makes my job easier.” 

To find out what parts of their job could be automated or streamlined through 
technology, we asked respondents to rank key tasks. The majority fell into the 
reporting category, including creating work orders (34%), analyzing reports 
(34%), and tracking dues and assessment payments (33%). These duties are 
incredibly time-consuming and involve manual data entry, so it’s understandable 
that respondents would want to automate them above others.

0% 10% 30%20% 40%

34%

33%

33%

32%

34%

33%

32%

32%

Creating work orders

Processing accounts payable

Analyzing reports

Conducting inspections

Managing community projects

Sending documents to homeowners 
and board members

Tracking dues and assessment payments

Managing architectural reviews

Where technology can streamline or automate parts of their job
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The community association management industry has historically relied on doing 
back-office tasks by hand and is known for being wary of, or reluctant to use, the 
latest technology. This sentiment was matched by those we surveyed. Of the 
respondents, 26% said their company was skeptical of new technologies and 
adopts them only when they have to, and 17% said their company usually was 
one of the last businesses they knew to use new technologies. Due to this, teams 
may feel that their business is behind the times or not providing them with tools 
that could make their jobs easier and more meaningful — all of which could end 
up impacting employee satisfaction and retention. 

28% We usually use new 
technologies when most 
businesses I know do

26% We are skeptical of new 
technologies and adopt/use 
them only when we have to

20% We like new technologies and 
use them before most 
businesses I know

17% We are usually one of the last 
businesses I know to use new 
technologies

9% We love new technologies and 
we are among the first to 
experiment with and use them

Company’s tech adoption



Closing thoughts
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The majority of association management professionals are satisfied with their 
jobs and their company’s leadership and culture; however, that doesn’t mean they 
will stay — as nearly half (42%) of employees are thinking about leaving their 
company or the industry. 



When it comes down to it, employees will choose whether to join or stay with your 
company based on what you have to offer. To boost satisfaction and retain your 
employees, take our survey respondents’ advice — consider reevaluating your 
compensation packages and offering more benefits that can promote a positive 
work–life balance, such as flexible work schedules, remote work options, or more 
paid time off. You can also enrich your employees’ work experience by offering 
opportunities to grow their careers through training courses, workshops, and 
regular performance reviews. When your employees feel valued and recognized 
for their hard work, they will be more likely to stick with your company for the 
long term.



Additionally, ease the burdens on your teams by implementing technologies that 
take on much of the busywork and create space for more meaningful work. 
Working in association management can be demanding. By automating routine, 
manual tasks, you can prevent burnout and build a workplace culture that is 
empowering, motivating, and rewarding.
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Today's employees expect to have automated tools, have streamlined communication 
features, and be able to work from anywhere. When you have a single technology 
platform like AppFolio Property Manager, it’s easier to provide the kind of work 
experience they want and need to be satisfied and productive.



For instance, with AppFolio Property Manager, your team can complete business-
critical workflows, communicate with board members and homeowners, and keep 
track of vendors whether they’re in the office, in the field, or at home. 



AppFolio customer Rob Bishop of RCP Community Management has been able to 
provide his team with the flexibility to work remotely, and as a result, is able to create 
a better work–life balance.

Attract and retain top-tier talent 
with one powerful platform

“Our industry is stressful, so a few years ago we 
adopted a four-day work week. Our team also 
works from home one day each week. AppFolio 
allows our employees to basically have the office 
in their pocket. They can go into the system and 
do their job just as well as they can in the office. 
As a result, we’ve been able to overcome The 
Great Resignation we’re seeing today.”

Rob Bishop
Vice President

RCP Community Management, 15+ Associations



Intuitively designed and smartly automated, it’s association 
management software that gives you the clarity to focus on 
what matters most.  



To learn how AppFolio’s comprehensive association 
management platform can help you to attract and retain top-
tier talent visit .appfolio.com/associations

AppFolio Property Manager 
streamlines your association 
management business with 
one powerful platform

https://www.appfolio.com/who-we-serve/community-associations



