
Vol 33, No. 3 | Mar. 5, 2020 | www.ResortTrades.comVol 33, No. 3 | Mar. 5, 2020 | www.ResortTrades.com

New Decade – New VisionsNew Decade – New Visions

Every Resort; Every MonthEvery Resort; Every Month
ResortResort  TradesTrades

• • Conducting Employee  Conducting Employee  
Background ChecksBackground Checks

• • Avoiding Bedbug LitigationAvoiding Bedbug Litigation

• • Going to the DogsGoing to the Dogs

• • Luis Forty, Resort Manager Luis Forty, Resort Manager 
Cibola Vista Resort & Spa Cibola Vista Resort & Spa 
Peoria, ArizonaPeoria, Arizona

• • The 10 Biggest Mistakes  The 10 Biggest Mistakes  
Made by HOA'sMade by HOA's



8 | The Resort Professionals’ monthly News Journal since 1987  

Many insightful responses to our recent 
Resort Trades’ Survey provided a com-
pelling insider view of reader preferenc-
es. One of the results of hearing directly 
from our readers created the impetus 
for a series of articles that would study 
the direction of the resort industry. We 
believe that if we connect with industry 
leaders during the months to come, we 
ZLOO�OHDUQ��±�¿UVWKDQG��±�KRZ�FRPSDQLHV�
are overcoming industry-wide challenges 
and what they anticipate in the future. 
In this inaugural 'State-of-the-Industry' 
article launching the series, Capital Va-
cations and Welk Resorts allowed us a 
sneak peek into their own crystal balls. 

Kelley Ellert is a 9-year industry veteran. 
She is a Marketing and Creative Services 
Strategist for South Carolina-based Capi-
tal Vacations. The resort development, 
sales and management company serves 

more than 200,000 owners at 70+ loca-
tions throughout the U.S. and Caribbean. 
We asked Kelley to describe how resales 
are handled within her company and how 
they encourage social media participa-
tion from owners. 

Resales. “Because we found that resales 
are a huge challenge for most legacy re-
sorts, we developed sales programs that 

DUH�VSHFL¿FDOO\�GHVLJQHG�WR�KHOS�WKHVH�
types of properties. Typical resale pro-
grams – with one on-site agent – do not 
sell enough volume to make a large dent 
in the overall budget of a resort. We’ve 
also noticed that these onsite sales reps 
are more capable of selling high-season, 
high-demand weeks, leaving shoulder 
DQG�Rႇ�VHDVRQ�ZHHNV�WR�EHFRPH�PRUH�
and more delinquent over time. Our sales 
programs have increased HOA annual 
budgets by 6-12%, adding hundreds of 
thousands to the revenue of those prop-
erties.” 

“Our Club program pays the mainte-
nance fees on HOA-owned inventory and 
puts our Club owners into that inventory. 
Because legacy weeks have the same 
maintenance fee for every week, whether 
high season or low season, most HOA’s 
KDYH�DQ�LQÀX[�RI�ORZ�VHDVRQ�ZHHNV�

STATE OF THE INDUSTRY

New Decade – New Visions 
Leading companies share how they plan to overcome 
Future industry-wide challenges
By Marge Lennon

Barefoot Suites,  
Kissimmee, FL

Kelley Ellert,  
Capital Vacations
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continue on page 10

"Airbnb has 
opened 

people up to ac-
commodations 
GL௺HUHQW�IURP�WKH�
VWDQGDUG�LGHD�RI�
a traditional hotel 
room. It has helped 
to normalize the 
sharing community 
and that’s a ben-
H¿W�IRU�WKH�WLPH-
share industry as a 
whole.” 

Barefoot Suites,  
Kissimmee, FL



10 | The Resort Professionals’ monthly News Journal since 1987  

Continuation of State of the Industry

we are seeing 
the average 

length of stays 
continue to de-
cline. We are also 
seeing booking 
windows reduc-
ing. Today’s con-
sumers appear to 
be making travel/
vacation decisions 
much later than in 
the past and stay-
ing only 2-3 nights. 

The Ranahan by Welk Resorts, 
in Breckenridge, CO
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because maintenance fees can be higher 
than the rental costs in these weeks. The 
Club structure allows timeshare owners 
WR�KDYH�ÀH[LELOLW\�RQ�ZKHUH��ZKHQ�DQG�IRU�
KRZ�ORQJ�WKH\�WUDYHO�DQG�WKH�+2$¶V�DUH�
JXDUDQWHHG�PDLQWHQDQFH�IHHV��,W¶V�D�ZLQ�
ZLQ�IRU�WKH�FRQVXPHU�DQG�WKH�UHVRUW�´

³,Q�WHUPV�RI�WKH�HPHUJHQFH�RI�$LUEQE�
DQG�RWKHU�VKRUW�WHUP�UHQWDO�FRPSDQLHV�´�
.HOOH\�DGGV��,�WKLQN�$LUEQE�KDV�RSHQHG�
SHRSOH�XS�WR�DFFRPPRGDWLRQV�GLႇHUHQW�
IURP�WKH�VWDQGDUG�LGHD�RI�D�WUDGLWLRQDO�KR�
WHO�URRP��,W�KDV�KHOSHG�WR�QRUPDOL]H�WKH�
VKDULQJ�FRPPXQLW\�DQG�WKDW¶V�D�EHQH¿W�
IRU�WKH�WLPHVKDUH�LQGXVWU\�DV�D�ZKROH�´�

Social Media. “To encourage owners/
JXHVWV�WR�SRVW�UHYLHZV��ZH¶YH�VWDUWHG�WR�
XVH�,QWXLWLRQ�VRIWZDUH�WR�VHQG�FKHFN�RXW�
HPDLOV�WKDW�SURPSW�SHRSOH�WR�OHDYH�D�UH�
YLHZ�´�VKDUHV�.HOOH\��³:H¶YH�DOVR�ZRUNHG�
WR�LQFUHDVH�RXU�SUHVHQFH�RQ�VRFLDO�PHGLD�
VR�LW¶V�PRUH�RI�D�EDFN�DQG�IRUWK�FRQYHU�
VDWLRQ�ZLWK�WKH�EUDQG�ZKLFK�SURPRWHV�LQ�
FUHDVHG�HQJDJHPHQW��:H�GRQ¶W�IHHO�WKDW�
MXVW�UHVSRQGLQJ�WR�D�UHYLHZ�LV�HQRXJK��
ZH�DOVR�ZRUN�WR�HQVXUH�DQ\�RQOLQH�FRP�
PHQWV�DUH�DOVR�EHLQJ�ORRNHG�DW�LQWHUQDOO\�
WR�UHVROYH�DQ\�LVVXHV�WKDW�WKRVH�UHYLHZV�
FRXOG�SRWHQWLDOO\�UDLVH�´�

Sean Coogan�LV�9LFH�3UHVLGHQW�RI�5H�
VRUW�2SHUDWLRQV�IRU�:HON�5HVRUWV�DQG�D�

���\HDU�LQGXV�
WU\�YHWHUDQ��
:HON�5HVRUWV�
RSHUDWHV�HLJKW�
VSHFWDFXODU�
vacation own�
HUVKLS�SURSHU�
WLHV�DQG����
([SHULHQFHV�
Collections 
resorts in San 

'LHJR��3DOP�

6SULQJV�DQG�/DNH�7DKRH�LQ�&DOLIRUQLD��
&DER�6DQ�/XFDV�DW�WKH�VRXWKHUQ�WLS�RI�
%DMD��0H[LFR��LQ�%UDQVRQ��02��SOXV�WKHLU�
QHZHVW�SURSHUW\��:HON�5HVRUWV�%UHFN�
HQULGJH���WKH�5DQDKDQ��7KH\�KDYH�DOVR�
DFTXLUHG�WKH�PDQDJHPHQW�FRQWUDFW�IRU�
7KH�5HVLGHQFH�&OXE�DW�(O�&RUD]RQ�GH�
6DQWD�)H�LQ�6DQWD�)H��1HZ�0H[LFR��IURP�
)DLUPRQW�+RWHOV�	�5HVRUWV��7KH�FRPSDQ\�
VHUYHV�RYHU��������RZQHUV�

5HJDUGLQJ�WRS�FKDOOHQJHV�RYHU�WKH�SDVW�
\HDU��6HDQ�VD\V��³:LWK�ORZ�XQHPSOR\�
PHQW��PDLQWDLQLQJ�VWDႈQJ�OHYHOV�KDV�
EHHQ�D�VLJQL¿FDQW�FKDOOHQJH��$W�:HON�
5HVRUWV��ZH�DUH�EOHVVHG�WR�KDYH�VWURQJ�
UHWHQWLRQ��EXW�LQ�VRPH�IURQW�OLQH�DUHDV�¤±�
VXFK�DV�KRXVHNHHSLQJ�±�ZH�ZLOO�QHHG�WR�
be more aggressive in our strategies to 
DWWUDFW�PRUH�QHZ�KLUHV�´��

Social Media.�³5DWKHU�WKDQ�D�FKDOOHQJH��
ZH�VHH�WKH�QH[W�GHFDGH�DV�SURYLGLQJ�D�
JUHDWHU�RSSRUWXQLW\�WR�XVH�WKH�LQWHUQHW�
DQG�JURZLQJ�VRFLDO�SODWIRUPV�IRU�DOO�DUHDV�
«�LQFOXGLQJ�VDOHV��PDUNHWLQJ�DQG�RSHUD�
WLRQV��,W�LV�FOHDU�WKDW�WRGD\¶V�FRQVXPHU�
ZDQWV�WKLQJV�IDVW�DQG�LPPHGLDWHO\�DYDLO�
DEOH�WR�WKHP��ZKLFK�WKH�LQWHUQHW�SURYLGHV��
,W�ZLOO�EH�LPSRUWDQW�IRU�XV�WR�UHPDLQ�GLOL�
gent in ensuring that we are being inno�
YDWLYH�DQG�WKLQNLQJ�DKHDG��

³)RUWXQDWHO\��KLJK�GHOLQTXHQFLHV�DUH�
QRW�D�FKDOOHQJH�IRU�XV��DOWKRXJK�ZH�GR�
KDYH�OHJDF\�UHVRUWV�LQ�RXU�SRUWIROLR���7KLV�
PHDQV�WKDW�LW�LV�LPSRUWDQW�IRU�XV�WR�OLVWHQ�
WR�RXU�RZQHUV�DQG�DVVLVW�LQ�DQ\�ZD\�SRV�
VLEOH��ZKHWKHU�WKH\�DUH�D�GHHGHG�RZQHU�
RI����\HDUV�RU�D�EUDQG�QHZ�3ODWLQXP�
3ULRULW\�3RLQWV�2ZQHU��:H�UHPDLQ�IR�
FXVHG�RQ�HQVXULQJ�WKDW�RXU�RZQHUV�HQMR\�
XVLQJ�WKHLU�WLPHVKDUH�SXUFKDVH�ZKLOH�DOVR�
KHDULQJ�DERXW�WKHLU�YDFDWLRQ�H[SHULHQFHV�
:H�NQRZ�WKDW�IUHTXHQW�XVDJH�HTXDWHV�WR�
D�KDSS\�RZQHU�VR�ZH�FRQWLQXRXVO\�KHOS�

RZQHUV�XQGHUVWDQG�WKHLU�XVDJH�RSSRUWX�
QLWLHV´

,Q�WHUPV�RI�VKRUWHU�WHUP�YDFDWLRQV��6HDQ�
VD\V�³<HV��ZH�DUH�VHHLQJ�WKH�DYHUDJH�
OHQJWK�RI�VWD\V�FRQWLQXH�WR�GHFOLQH��:H�
DUH�DOVR�VHHLQJ�ERRNLQJ�ZLQGRZV�UHGXF�
LQJ��7RGD\¶V�FRQVXPHUV�DSSHDU�WR�EH�
PDNLQJ�WUDYHO�YDFDWLRQ�GHFLVLRQV�PXFK�
ODWHU�WKDQ�LQ�WKH�SDVW�DQG�VWD\LQJ�RQO\�
����QLJKWV��2XU�SRLQWV�SURJUDP�DOORZV�
IRU�WKLV�ÀH[LELOLW\��ZKLFK�LV�D�JUHDW�IRU�RXU�
RZQHUV���2XU�JUHDWHVW�µVXFFHVV�VWRU\¶�LQ�
UHFHQW�PRQWKV�KDV�EHHQ�WKH�RSHQLQJ�RU�
RXU�EHDXWLIXO�QHZ����XQLW�UHVRUW�%UHFNHQ�
ULGJH��&RORUDGR�´

:KHQ�DVNHG�DERXW�KLV�IDYRULWH�DUWLFOHV�
LQ�5HVRUW�7UDGHV��6HDQ�VD\V�KH�PRVW�
HQMR\V�UHVRUW�VSRWOLJKWV�DQG�OHDUQLQJ�KRZ�
EHVW�SUDFWLFHV�DUH�DSSOLHG�DW�RWKHU�SURS�
HUWLHV��.HOOH\�(OOHUW�DGGV�

³,�DOZD\V�QDYLJDWH�WRZDUGV�WKH�SHRSOH�
VWRULHV�¿UVW��,W¶V�LQVSLUDWLRQDO�WR�UHDG�
WKHLU�VWRULHV�DQG�KRZ�WKH\¶YH�LQQRYDWHG�
RU�RYHUFRPH�FKDOOHQJHV��$W�WKH�FRUH�RI�
HYHU\WKLQJ��WLSV��SURSHUW\�LPSURYHPHQWV��
HWF��LV�SHRSOH�DQG�WKHLU�³

Readers who desire to to participate in 
this series are invited to contact Sharon 
at SharonINK@thetrades.com

Marge Lennon loves to 
tell other people’s stories. 
She has had a front-row 
seat to the growth of the 
timeshare industry since 
1978 and has written 
about its entrepreneur-
ial developers and their 
amazing people from the 
Adirondacks to Australia. 

Contact her at Marge@LennonCommuni-
cations.com 

The Ranahan by Welk Resorts, 
in Breckenridge, CO

Sean Coogan,  
Welk Resorts
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