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DMS PROPERTY
MANAGEMENT LTD.
Measured Growth. Calculated Success.

Since its foundation in 1997, DMS Property
Management Ltd. has relied on the talent of its
team and KPIs (key performance indicators) to
measure, meet, and exceed expectations set by
the company and its clients.

For co-founders Rob Watt and Paul Smith, achieving growth
through analytics is simply part of their DNA. As engineers
by trade, the pair parlayed their careers in government
outsourcing of real estate operations to build DMS Property
Management from the ground up using industry data and
proven tracking strategies to become one of the largest thirdparty property management companies in Canada.
“That’s what happens when you have two engineers tackle a
business,” says Smith, Chief Administrative Officer, recalling,
“From the beginning with DMS, our goal was to take a measured
approach to this industry – to analyze it, quantify it, and figure
it out. That’s where this whole KPI notion comes from; our
desire to take a quantitative approach to property management
and affect the metrics that we believe matter most.”
“Over the years, that strategy has proven effective for both
our clients and our business,” he adds.
DMS has enjoyed considerable growth since opening
the doors to its Dufferin Street headquarters in Toronto,
Ontario. Beginning with a focus on government contracts,
the company has expanded its services to multi-residential,
student residence, commercial, and institutional portfolios.
Today, the company shares its offices with DEL Management
Solutions and DELCOM Management Services under The
DMS Group banner, and manages in excess of $2 billion in
assets across the province.
“The reason we’ve been able to grow and expand at the
speed we have is because we’ve been able to keep our fingers
on what’s going on at a granular level by using KPIs to keep
a pulse check on the most important things for us and our
clients,” reflects Watt, Chief Operating Officer.
Special Supplement to Canadian Apartment Magazine
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DMS BY THE
NUMBERS
FOUNDED
1997
HEAD OFFICE
4810 Dufferin St., Toronto, ON
NUMBER OF STAFF
350
NUMBER OF
PROPERTIES MANAGED
220
NUMBER OF RENTAL UNITS
17,000
VALUE OF MANAGED ASSETS
$2 Billion
REGIONS OF OPERATION
Toronto, Mississauga, Burlington,
Oakville, Hamilton, St.
Catharines, Niagara, Kitchener,
London, Windsor, Cobourg,
Ottawa, Gatineau, Brampton,
Orangeville, Barrie, Orillia

SETTING THE STANDARDS
Tracking and eclipsing KPIs has been key to
DMS’s strategy since its inception. The team’s
experience with managing client KPIs, for
example, began with one of the company’s
first and longest-running contracts with a
government client.
“Back when we first started, our client
was outsourcing the management of their
real estate. We were assigned a contract to
manage a diverse portfolio of commercial
and residential properties across the
province and our client brought a number of
KPIs along with that job,” recalls Liz Rogers,
DMS General Manager, who has been with
DMS since 1999.
Looking back on those early days, she
adds, “That was really the first contract we
were exposed to that had KPIs built into it,
and the fact we’re on the third generation of
that contract now is a good sign we’ve been
able to meet those goals and grow right along
with the client.”
From that job forward, DMS has worked
alongside clients to identify and establish
KPIs for virtually all of its contracts.

Once agreed upon, these are then used by
DMS’s entire team to manage everything
from arrears to operational budgets, and
maintenance and repair responses to
property vacancies.
“Occupancy is always an important
measure,” says Watt, explaining, “In this
business, it’s very important that our clients’
properties are fully leased, so we’re always
measuring how many vacancies we have and
what we are doing to fill those units, while also
making sure we’re on top of rent collection.”
“At the end of the day, we need to know
how we’re doing in all these areas and be
able to break down that data by individual
property, by building, or by the entire
portfolio,” he notes.
No doubt, the ability to track and report
on these client-set milestones is integral
to DMS’s success. As such, the company
employs
state-of-the
art
databases,
benchmarking software, and seasoned
property management professionals to
ensure all industry metrics are being
accounted for. Moreover, staff are trained to
deliver up-to-the-moment data, and work
with clients to use it to their benefit.

“We always try to identify those people within our
organization that have the skills, have the drive, and
desire to move beyond their current role. If we have
someone we can move up, then that’s our best choice
– it’s our first course of action.”
Paul Smith, Chief Administrative Officer

WEBSITE
www.dmsproperty.com

Willow Glen Apartments
Martha Eaton Way, Toronto
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The DMS Group

“Our clients have an expectation that
we’re monitoring what we say we are. That
means that at any time we have to be able
to demonstrate that we’re keeping that
promise,” insists Nadine Jones, General
Manager. “This isn’t just lip-service for the
client. When we say we’ll measure these
KPIs, we do it. In return, our clients can rest
assured that when we say we’re inspecting
the properties, handling repairs and
maintenance, or monitoring arrears that we
can back that up with consistent reports and
ongoing data analysis.”
This approach is also critical to DMS’s
project management philosophy. As a
senior project manager with the company,
Imraan Lachporia notes that establishing
milestones and goals upfront with clients
is key to ensuring critical targets are being
hit in regards to scheduling, budgeting, and
quality-control.
“For my line of work, KPIs serve as a
barometer for how we’re servicing our
clients. They don’t always see the fruits of our
labour, so with KPIs we can use these metrics
to present them with something measurable
and quantifiable so they can see exactly what

176 Cowan Avenue, Toronto

Retsas Plaster & Tile
Congratulations to
The DMS Group on your
continued success!
Our services are installation of:
Porcelain • Ceramic • Vinyl
Natural Stones • Laminate
Tub Surrounds • Drywall & Plaster
Proudly Serving The Industry Since 1976

416-561-9579

retsasplasterandtile@hotmail.com

RetsasPlaster_DMS_CAM_Supplement_2015.indd 1
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value they are getting for their expenditure,”
he explains.
Nevertheless, each contract is unique.
Understanding this, DMS collaborates with
each client from the beginning to pinpoint
the performance indicators that fit their
specific needs and circumstances. Only then
can DMS’s team steer its focus accordingly.
“Our KPIs are based on each individual
contract and negotiated with our clients so
that we’re able to gauge our performance
as best as possible,” says Rogers. “And
these aren’t set in stone either; our clients’
requirements change from time-to-time, so
we have to make sure we’re always aligned
with what’s important to them and that we’re
updating our systems and strategies to meet
those evolving goals.”

TRACKING INTERNAL GROWTH

Observatory Towers
Marshall Street,
Richmond Hill
Gregs_DMS_CAM_Supplement_2015_FINAL.pdf
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Managing client KPIs is central to DMS’s
operations. So too, however, is tracking
and overseeing the growth of the company
and its staff. This in mind, DMS is equally
committed to setting expectations and
performance targets for employees across

the board, while also providing training,
support, and senior management mentorship
to help them reach their maximum potential.
“We have individual KPIs in place for
everyone in the company from on-site staff
to accountants, administrators to property
managers, and all the way up to senior
management,” says Jones, explaining,
“Those performance indicators may differ
slightly by position, but everyone is held to
an expectation that they will meet or exceed
the ones related to their specific role.”
Those goals can also be a moving target,
she adds. “In many cases, when staff meet
or exceed them, I’ll change them. That’s
important to do, because in this business
you have to always be pushing to reach that
next level.”
To assist staff in reaching those goals,
DMS generates KPI reports on a weekly basis
and holds group meetings to gauge its staff’s
progress and strategize how the company
can further support their development. In
some cases, this can take the form of oneon-one mentoring with senior staff, paid
industry training, and financial support for
career designations.

Forest Manor
Humberline Drive, Toronto

Celebrating
25 Years

Complete
Building Services

Services
• In-suite Renovations
• Landscaping
• Snow Plowing
• Paving
• Sweeping Underground Garages

• Catch Basin Cleaning
• Janitorial Services
• Carpet Cleaning
• 24 hrs on call services

Congratulations DMS on your continuing success
Servicing Toronto, London, Kitchener, Calgary, Saskatoon,
Regina, Edmonton, PEI, Halifax and Vancouver

ZegasGroup_DMS_CAM_Supplement_2015.indd 1

tel: 905.201.1900

web: www.zegasgroup.com
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St. Johns Place
20 Emerald Street, Hamilton

“It is very important to DMS to ensure our employees meet or
exceed the targets. We do this through our monthly managers
meetings, sending communications on industry standards, coming
up with new initiatives, and always welcoming input from those in
the field on what works and what doesn’t,” says Jones.
Staff also have access to internal and external development
opportunities. These include the company’s Property Administration
(PA) training, a semi-annual off-site program run by DMS staff and
industry experts; and the company’s corporate benefits program
which earmarks funds for individual employees every year, with the
ability to apply for more funding on a case-by-case basis.
All told, staff are not alone in working towards internal KPIs.
Moreover, these performance milestones help DMS’s talent gauge
their strengths and areas of improvement within the company,
while keeping them connected to the larger picture.
“KPIs are a great tool because they allow me to see what targets I
need to hit and identify areas for improvement,” agrees Lachporia.
“Our KPI meetings are usually eye-opening for me because they
can expose me to aspects of the company I may not regularly deal
with. From that perspective, it’s interesting to look at different
performance measurements that I might not think about on a day-
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Congratulations to DMS on their
continued industry leading success.
Greentario is proud to be a service provider for the DMS team.

Full Grounds Maintenance Services.
Summer, Winter and everything in between.
Landscape Design • Construction • Professional Grounds
Maintenance • Commercial Maintenance • Snow Removal
and Ice Control
Servicing: Hamilton, Burlington, Oakville, Cambridge, Brantford, Niagara Falls

www.greentario.com

905-388-5251
ROMA_DMS_CAM_Supplement_2015_FINAL.pdf
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A PROUD SUPPLIER TO THE DMS GROUP

Alto Restoration Inc.
SERVICES:

As a proud service provider for The DMS Group,
we extend our congratulations to your success.

• Concrete Restoration
• Balcony
Rehabilitation

• Garage Rehabilitation
• Waterprooﬁng
• Brick, EIFS, Stone

Jack Leitao - President
416-742-1944

info@altorestoration.com
www.altorestoration.com
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to-day basis, but are the underlying factor
of why we do what you do and how we get
better at what we do.”
Overall, says Watt, internal KPIs are
essential to improving DMS’s services and
value to clients, noting, “At the end of the
day, it’s a great feedback mechanism and
it’s a good resource for our staff when they
are dealing with their client counterparts
because it helps them speak the same
language. Moreover, the KPIs we measure
our staff against are the same ones we
measure the company against, so it keeps
everyone aligned and everything cohesive.”
After all, adds Jones: “It’s our team that
makes us the best at what we do, not just a
single effort.”

ALWAYS EVOLVING
A lot can change in 18 years. And as the
industry has adapted and grown to meet
market demands and challenges, so too has
DMS. This is evident in its approach to KPIs,
which has evolved throughout the years to
include new areas of analysis, more efficient
systems, and other fine-tunings.

Coral Apartments
Worseley Street, Barrie

Rainbow Mechanical would like to congratulate
The DMS Group. We wish you continued success!

Rainbow Mechanical Services Ltd.
established in 1973 has serviced all of
Southern Ontario from Sarnia to Ottawa as
a total Mechanical Contractor for new and
retrofit mechanical projects, gaining a very
good reputation from Owner’s, Property
Management and Mechanical Engineers.

Building Maintenance
and Renovations
Drywall, plaster and painting, kitchen
cabinets, counter-tops, floors, bathtubs and
electrical repairs.
Congratulations to The DMS Group on your
continued success
647-996-0742
10
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blutaj@rogers.com

Diversity combined with first class
workmanship and “customer First”
attitude, remain the backbone of Rainbow
Mechanical’s reputation.
•
•
•
•

HVAC
Plumbing
Fire Protection
Site Servicing

• Preventative
Maintenance
• 24hr Service

357 Edgeley Blvd. Units 1 & 2, Concord ON L4K 4Z5
T: 905.761.9101 F. 905.761.9140
www.rainbowmechanical.com
info@rainbowmechanical.com

THE DMS HISTORY

“When we first started doing the internal
KPIs, we went at it with the same approach
across all of the different business types we
had, which typically included a report every
week from each property manager,” recalls
Smith. “What we discovered, however, is that
as our business evolved over the last 17 to 18
years, so did our clients’ expectations. Now,
while there are still clients who require that
same weekly reporting frequency because of
their risk portfolio, there are other clients
who are fine with monthly reports because
there aren’t enough changes or risk elements
to it.”
Years in the industry have also
afforded DMS insight as to which internal
performance indicators are more influential
to the company’s growth, as well as which
deserve more focus.
“You don’t want to measure everything
because it then becomes meaningless.
Finding the key things to focus in on is
something that takes experience, and for us
it has been very beneficial,” says Smith.
Part of that process has been identifying
areas of importance for DMS and its clients,
while keeping pace with industry trends

DMS Property Management was formed in 1997 by Rob Watt and Paul Smith
with the vision of providing data-rich property management services for public
and private sector property owners across Ontario.
Initially tasked with managing property for government clients, DMS partnered
with Tridel, a leading Canadian real estate developer, to expand into the thirdparty property management sector and merged with Tridel’s multi-residential
rental management and commercial management businesses, taking the
first step towards becoming one of the country’s leading third-party property
management companies.
In the years that followed, DMS further expanded its reach through aggressive
organic growth and by acquiring Fengate Residential Property Management in
Hamilton. It now manages properties at all levels, including multi-residential
portfolios, student housing, and a wide variety of retail and industrial properties.
Operating companies under The DMS Group today include DEL Management
Solutions Inc., DMS Property Management Ltd., and DELCOM Management
Services Inc., which serve clients across Ontario. Its 350-plus employees work in
100 staffed offices across the province, managing over $2 billion in assets.

Your high rise specialist in
troubleshooting and preventing problems
with domestic hot water systems.

Commercial. Residential.
Condominium.
Boilers, Pumps, Steam Heating, Glycol Heating, City
Backflows, Sprinkler Systems, Drain Video Cleaning
& Locating, Catch Basin Cleaning

FLOORING

Servicing the GTA for over 20 years!
All service technicians are uniformed,
radio dispatched and carry company photo IDs

We’ve been in business since 1983, servicing
Toronto and surrounding areas.

"U" PLACE

Your Flooring Center

Proud supplier of
the DMS Group for
over 20 years

G reater
T oronto
A partment
A ssociation

Congratulations to The DMS Group
NEW WATER PLUMBING INC.
Plumbing and mechanical service

365 • 36

5

• 365 • 3

3
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905-738-3896
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96 Bowes Road, Unit #1
Concord, ON L4K 1J7

1.866.575.2355
905.731.2066
www.newwaterplumbing.ca
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www.UplaceSupplies.com

5 • 3 65 •

Wall to wall carpeting, laminate, rugs, hardwood
flooring, vinyl flooring, ceramic, marble and more.

36

We sell and install...
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BUILDING STAFF
At DMS Property Management, building an industry-leading team is a top priority.
Over and above conducting regular KPI meetings and yearly performance
evaluations, senior management takes an active hand in developing its staff’s
skills and ensuring successes and achievements are acknowledged at all levels.
“Getting the right staff is key, and in this industry it can be a challenge,” admits
David Russell, Contract Lead.
This in mind, DMS Property Management provides paid training for employees
looking to take their skills to the next level, and supports those working towards
industry designations in their field. Staff are also recognized and rewarded for
meeting and exceeding KPIs and going above and beyond in their positions.
“Long gone are the days where people tend to demonstrate loyalty, so it’s critical
for me as a general manager to show my staff that their work is appreciated
and that their achievements make a difference,” says Nadine Jones. “If you
are lucky enough to be with an organization that recognizes or fosters internal
development, then you will continue to grow as a professional. I believe we do
that, and I think it’s worked out very well for our staff.”
Talent achievement is also rewarded by opportunities within the company itself.
Specifically, DMS is a firm believer in fostering talent from within and moving staff
into key positions when they’ve proven themselves ready.
“We’re constantly trying to find people inside the organization that are
development candidates,” says Paul Smith, DMS Co-Founder and Chief
Administrative Officer. “We look for people that want to advance their career,
whether that means they’re working on designation with hopes for a promotion
when it’s completed, or demonstrating that they are ready to take on additional
responsibility. Every day, we’re surveying our staff to see who the candidates are
internally, because our first course is to try and promote from within.”
One need only look to DMS’s senior management team to see proof this
philosophy in action. Of the 20-person senior team, each has been promoted at
least one time, a majority have risen through the ranks.
“Internal promotions are key for us and I think our staff are aware of that. We
want to make sure our employees understand that if they develop their skills and
do well there is a high chance they’ll be recognized for that and move up in the
company,” says Russell.
Speaking to his own rise through DMS ranks from property manager in 1999 to
senior property manager and then to contract manger, he reflects, “I genuinely
felt my promotions were based on merit and hard work. There is no way I would
have been promoted to my positions without putting in that work, and it was nice
to know that senior management recognized that and acted on it.”
No doubt, attracting and retaining talent in the property management industry is a
challenge shared by all. However, with a knack for measuring achievement, tracking
growth, and rewarding success, DMS has found a talent strategy that works.
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Green Meadow Apartments
Unity Road, Toronto

and demands. To that end, Watt notes DMS
is continually monitoring the industry to
make sure nothing falls through the cracks.
“We’re always adding KPIs, and life safety
legislation is one area where we are always
adapting to change. Just recently, they
passed legislation regarding requirements
for carbon monoxide sensors, and there are
new human rights and accessibility issues
that we are dealing with. We use the same
KPI approach even if its just a one-time
deal. No matter what, though, when these
changes occur, we have to make sure we’re
measuring them immediately and that
we’re doing what it takes to make sure our
portfolios are compliant.”
Navigating changes and staying on top
of current KPI targets requires constant
communication between all departments.
This is where DMS’s regular meetings,
internal communications, and open-door
management philosophy all contribute to
a knowledgeable and collaborative team
environment.
“In this industry, success is entirely
dependent on communication. It has to be
daily, whether that’s keeping in constant
contact with management or meeting with
clients and other stakeholders,” insists
Lachporia. “For me, communication the
biggest part of my job because all parties
need to know where they’re at, where they’re
going, and how they’re going to get there.”

THE ROAD AHEAD
Driven by an industry-leading team, and
guided by internal and external goals, DMS is
poised to take advantages of the opportunities
on its horizon. Over the coming years,
these include continuing to play a trusted
consultancy role in Toronto’s burgeoning
multi-residential development market, while
helping to shape the commercial real estate
landscape across the province.
“Toronto’s condo development market is
shifting towards purpose-built rental, and

Palmer Place
Guelph Line, Burlington

Lifting your Elevator Service
above the rest!
Maintenance • Modernization • Repairs • Guarding

Congratulations
DMS Group!
Thank you for letting
us be part of your
success story.

Commercial and
Residential
F-72 Ditton Drive
Hamilton, Ontario
L8W 0A9
Tel: 905-538-0171

Congratulations on your tremendous
achievement DMS Group!

• Property Care
• Home Building Operations
• General Renovations
• Asbestos Containing
Materials Removal
• Building Speciality
Supplies

Oﬃ ce: 905-884-1666
Fax: 905-737 -4266
vectorcd@hotmail.com
con@vectorcd.com
604 Edward Ave, Unit 2,
Richmond Hill, ON L4C 9Y7
www.vectorcd.com

VECTOR began providing maintenance
and renovation services over
15 years ago to a wide range of
properties managed by DMS Group
and Housing York Inc., building an
excellent reputation for service and
dependability. Over this time, we have
continued to develop our general
contracting business, ﬁnding timely
solutions and mastering the ability
to deliver the bulk of construction
services, which allow for better cost
management and performance.

General Contracting
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CRITICAL KPIs

we’re excited to be involved in that as well as
be a part of a number of exciting projects,”
says Watt.
Looking ahead, DMS is also eager to foster
its leadership role in the commercial real
estate market. Says Jones, it is encouraged
to do so by its continued growth and history
date. “We got to where we are through hard
work and a proven track record. As for what
comes next, we’re always looking for new
opportunities and growing alongside our
clients.” ■

Measuring KPIs is not only critical to reaching client goals. In many cases, it’s
also essential for minimizing risk and protecting the safety of residents. During
the Toronto Ice Storm of 2013, for example, DMS staff implemented a number of
incident-specific KPIs to help provide timely, efficient, and reliable service to those
affected by the severe storm conditions.
“The ice storm was prime example of an instance where we suddenly had to
contend with a short-term flurry of KPIs over a very small time-frame,” recalls Paul
Smith, Co-Founder and Chief Administrative Officer. “Those few days required
us all to take a team approach in making sure everything was being tracked
and taken care of, including the availability of power generators, fuel delivery,
maintenance of emergency equipment, site coverage, and tree damage. All those
things required monitoring.”

905-475-5351 | allprofessionaltrades.com

Meeting All Your in Suite
and Common Area Needs.

Monitoring life-saving equipment is also an ongoing priority, adds Rob Watt, CoFounder and Chief Operating Officer. “Measuring life safety systems is mission
critical for us. The potential for injury and loss of life in the event of an apartment
fire or weather emergency is huge, so each property’s systems have to work every
time to avoid any catastrophes and protect the interests of everyone living there.”

KEEP
CALM
AND
CALL
APT

Congratulations
on your continued
success

Furthermore, making life-safety systems a critical KPI goes a long way towards
protecting clients. “There are very real liabilities associated with life safety in this
business, so as a property management company we have to be abreast of all
these things and any legislative changes that might arise,” says Watt.

Congratulations to The DMS Group on your continued success!
AllProfessionalTrades_DMS_CAM_Supplement_2015.indd 1
2015-06-16 1:19 PM

41 PEELAR ROAD, CONCORD, ONTARIO L4K 1A3

WSP CONGRATULATES
THE DMS GROUP ON THEIR
CONTINUED SUCCESS.
24 HOUR SERVICE 905 - 669 -1771
✔
✔
✔
✔
✔

Roof Assessment Reports
Roof Maintenance
Roof Replacements
Parking Garage Restorations
Traffic Topping & Coatings

Roof Replacement and Waterproofing
Specialists Since 1987
Industrial – Commercial – Institutional
sales@kingkoating.com

www.kingkoating.com

EXPERTS IN THE BUILT
AND NATURAL ENVIRONMENT
Buildings Municipal Infrastructure Environment
Industrial & Energy Transportation
n

n

n

Greater Toronto Area
Aurora
Barrie
Cambridge
Hamilton
Kingston

905-475-7270
905-750-3080
705-735-9771
226-765-0800
289-239-0100
613-634-7373

wspgroup.ca
14

The DMS Group

Ottawa
Peterborough
St. Catharines
Sudbury
Thunder Bay
Windsor

613-829-2800
705-743-6850
905-687-1771
705-674-0119
807-625-6700
519-974-5887
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Congratulations on your continued success!

Congratulations on
your continued success.

Landscaping • Snowplowing
Property Maintenance
Unit Turnovers • and more
416-910-1853
manunitedcontracting@live.ca
www.manunitedcontracting.com

ManUnited_DMS_CAM_Supplement_2015.indd 1

DIVERSIFIED
CONSTRUCTION
ASPHALT PAVING / BUILDING RESTORATION /
CONCRETE / INTERLOCKING STONE
LANDSCAPE CONSTRUCTION / SITE SERVICING
WINTER SNOW SERVICES /
24-HOUR EMERGENCY SERVICE
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Property Maintenance • General
Contracting • Facilities Maintenance

www.marbro.ca

Congratulations to The DMS Group
on AcePainting_DMS_CAM_Supplement_2015_FINAL.pdf
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success!
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www.forestcontractors.com
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TRUE CANADIAN ELEVATOR
MAINTENANCE AND MODERNIZATION

SALES@TRUECANADIANELEVATOR.CA

416-819-1867
Over 35 Years, Serving the GTA

1-800-417-7309

CONGRATULATIONS TO DMS
ON THEIR SUCCESS IN THE
Residential Lawn Care Programs
APARTMENT INDUSTRY
Industrial Vegetation Management
MagicalPest_DMS_CAM_Supplement_2015_FINAL.pdf
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PM ACE
FROM
ALL OF 1:10
US AT
Commercial Property Services

www.leuschners.com

Cheers to another
successful year. Wishing
you many more to come

905.475.0707
1.877.33 SOLID

info@solidgc.ca
www.solidgc.ca

www.truecanadianelevator.ca

I B R Inc.
Tel: 416-678-3663

Fax: 1-905-433-8784

Services Provided
• Full unit renovations
• Supply and install new kitchens,
bathroom vanities, counter top
• Full/Partial Bathroom Renovations
• Vinyl tiles
• Drywall & plaster repair
• Stucco repair or apply
• Underground Painting and Repairs
• Parquet Floors Install, Refinish
• Painting of Units and All Common Areas
• and more...
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Rogers is a Proud Sponsor
of The DMS Group

