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1. PURPOSE 

To Control access to Birch Bay Village Community Club (BBVCC) while maintaining a 
high level of customer service.  All contracted Gate Access Personnel (GAP) assigned are to 
adhere to all rules, policies, and regulations as set forth by the BBVCFC Board of Directors 
contained in these Standard Operating Procedures (SOP’s). 

2. INTRODUCTION 

The principal responsibility of the Gate Access Personnel (GAP) is to monitor and control 
access to the Birch Bay Village Community Club (BBVCC).  Primarily the Gate Access 
Personnel will be positioned at the Birch Bay Village Community Club Gatehouse also 
referred to as the Front Gate House. The Birch Bay Village Community Club General 
Manager (herein known as “the Manager”) should be advised of any threat to the safety and 
security of the community. 
The Birch Bay Village Community Club Association will internally review this document on 
an annual basis and modify it as necessary.  This document will be used as a discussion point 
with the Gate Services contractor as part of any contract renewal negotiations. 

3. GENERAL 
3.1 Gate Access Personnel (GAP) responsibilities are to provide for the protection and 

safety of the community at large and the community facilities by controlling access into 
BBVCC.  This is achieved primarily through control of entry and exit at the Main 
(upper) Gate.  In special situations such as emergencies or inclement weather, Gate 
Access Personnel may be directed to leave the main gate, move to the northeast 
emergency (lower) gate and control entry and exit there.  Details of special situations 
are covered under Emergencies and Special Situations  

3.2 Gate Access Personnel are expected to be courteous and helpful to all people at all 
times.  Conversely, if a resident or visitor behaves in a manner that interferes with Gate 
Access Personnel duties or is harassing or abusive in any manner towards Gate Access 
Personnel, the Incident shall be reported to the Manager and the GAP Supervisor.  
Additionally, bad behavior by a resident or visitor needs to be documented in an 
Incident Report per section 3.12.  Any questions regarding policies or community 
business should be referred to the Manager. 

3.3 Additional GAP responsibilities include observing the Front Gate House and gate 
operations and reporting to the Manager any events or circumstances which may affect 
the safety of persons or property in BBV. 

3.4 BBV is a private community and is not open to the general public.  Unauthorized 
visitors are not allowed entry.   

3.5 Outside solicitation is prohibited within Birch Bay Village.  Sales representatives will 
not be allowed entry.  
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3.6 No personal information about residents may be given out to anyone other than to law 
enforcement officials on official business. 

3.7 Gate Access Personnel shall not carry or possess weapons on their person or in the 
Gatehouse. 

3.8 No smoking or vaping is allowed in the Front Gate House. 
3.9 No packages, messages, keys, money or other items may be accepted by Gate Access 

Personnel for or from members. 
3.10 Under normal work conditions, no persons are to be permitted entry into the Front Gate 

House other than Gate Access Personnel, BBVCC staff members, BBVCC Safety and 
Security Committee members and BBVCC Compliance Officers. 
3.10.1 In an emergency situation, it is solely at the discretion of the Gate Access 

Personnel on duty to allow a person in the Front Gate House.  This emergency 
state is short-term until outside emergency services take control of the injured 
or incapacitated person, or until relatives/guardians arrive and take control of 
the person. 

3.10.2 Some discretionary emergency situations which might allow entry of non-
Gate Access Personnel into the Front Gate House or Patrol Vehicle would 
include, but not be limited to: 
 The person is incapacitated, and deemed to not be a threat to themselves or 

to Gate Access Personnel 
 A person is injured or unable to take care of their self. 
 Extreme weather (cold, wet, etc.)  

3.10.3 Under no circumstances shall a person be allowed in the Front Gate House if 
the person: 
 Displays any signs of a threat, either verbal or physical to Gate Access 

Personnel, property or themselves  
 Is under the influence of drugs or alcohol 
 Requires any type of restraint 

3.11 Use of the Front Gate House telephone for long distance calls is not permitted unless 
permission is given by BBVCC staff, or unless such use is necessary in the 
performance of the GAP duties.  The time, the date and the purpose of the call is to be 
entered in the Gatehouse Log.  

3.12 Reporting Procedures:  
3.12.1 Incident Reports shall be completed for all situations where a detailed 

explanation of events or actions is required.  As a general rule, if you find 
yourself trying to explain something on your Gatehouse Log, it needs to have 
an Incident Report.  

 Please NOTE:  Anything considered to be a threat to the safety or security of 
the community should also be reported to the BBVCC General Manager, 
BBVCC Safety/Security Committee Chairperson and the GAP Supervisor.   
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Process: 
3.12.2 At the Front Gate House PC, open a BBVCC Incident Report form.  The 

Incident Report form is located at:  
 Submit a Village Incident Report – Birch Bay Village Community Club 

(myftpupload.com) 
3.12.3 A form similar to that which appears in Appendix C of this document should 

appear.  Make entries in the areas listed below and when you are satisfied that 
you have entered enough detail, press the ‘Submit’ button. 
The Gate Access Personnel shall enter the following data: 
a) Today’s date – date you are submitting the Incident Report. 
b) Date and Time of Incident – even if the same data, please enter the date 

and time the Incident occurred.  
c) Name – your name and please indicate behind your name that you are 

Gate Access Personnel.  
d) Address – please enter BBVCC Front Gate House. 
e) Describe the Incident you witnessed; date, time and what you saw – self-

explanatory. 
f) Who did you call/email/notify? - self-explanatory. 
g) Was the Incident resolved by whomever you contacted? - Use the pull-

down arrow at the right of the row and select either Yes, No, or Don’t 
Know, whichever is applicable. 

h) Do you have pictures of the Incident? - Use the pull-down arrow at the 
right of the row and select either Yes or No, whichever is applicable.  

i) Please provide any other information you feel may be pertinent to the 
Incident – self-explanatory. 

3.12.4 If the BBVCC Incident Reporting website does not respond, make a note in 
the Gatehouse Log with similar details as asked for in 3.12.3.  Then report the 
Incident to the BBVCC Office during normal working hours.  Please inform 
the Office that the Incident Reporting website did not respond.   

 It is much better to show by our actions that all complaints are taken seriously 
than to have complainants leaving feeling dissatisfied with our performance.  
There are times when current procedures and policies should be reviewed and 
possibly changed.  Reporting "gray area" Incidents can help us make our 
policies simpler and more satisfactory for everyone. 

3.13 GAP Dress Code 
3.13.1 Gate Access Personnel are required to wear the following attire while on duty: 

 A shirt and hat that represents their employer and that they are Gate 
Access Personnel 
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4. CONTROLLING ENTRY TO THE VILLAGE 
 All Gate Access Personnel are to ensure that entrance requirements are strictly enforced.  

Inquiries, complaints, or comments arising from these requirements should be referred to the 
BBVCC General Manager. 
There are two entrance lanes at the Main Gate.  The farthest entry lane from the Front Gate 
House is called the member lane/gate and is used by BBVCC members, their authorized (by 
barcode) permanent guests, and approved renters.  The nearest entry lane to the Front Gate 
House is called the visitor lane/gate and is used by authorized BBVCC visitors (guests of 
BBVCC members), vendors, delivery services, process servers serving legal papers, 
tradesmen and/or contractors, real estate agents and their clients, and real estate appraisers.   
Suggestions regarding the operation of the Main gate are always welcome and should be 
given to the BBVCC General Manager and the GAP supervisor. 
4.1 Procedures for Entry of Members in Good Standing   

Members should have a current barcode applied to their vehicle which permits entry 
through the member’s gate.  Anyone approaching the members’ lane without a current 
barcode should be processed as a visitor.  
The computer software which monitors the member’s gate/lane (B.A.I. barcode reader) 
in the Front Gate House is called “Feenics Keep”.  The readout on the “Feenics Keep” 
terminal should list the status (approved or denied entry) of the vehicle being processed 
at the barcode reader.  
ALL boats and boat trailers must enter through the visitor lane and display the proper 
decals for entry and/or parking within the village. Entry will be denied for those not 
having proper, up to date BBVCC decals.  If there is any push-back from the boat 
owner, politely tell them to work out the details with the BBVCC office. 
If someone pulls a boat trailer through the Member’s Gate/Lane, please note the 
barcode information captured on the “Feenics Keep” terminal and fill out an Incident 
Report (see paragraph 3.12).  
4.1.1 If the gate fails to open for a member for whatever reason, check to ensure 

that the barcode is activated, and then open the gate when it is safe to do so. 
4.1.2 Do not make or allow members to back up if the gate does not open.  
4.1.3 Scratched, dirty, or sun reflections affect bar codes.  Check the barcode for 

defects when in doubt.  Keep a record of gate failure and contact the main 
office with the member information to allow an inspection of a possible 
barcode failure. 

4.1.4  Status will show on the “Feenics Keep” software terminal if a Member’s 
barcode has been denied or deactivated. DO NOT ALLOW ENTRANCE if 
the barcode shows deactivation.  Gate Access Personnel should have such 
vehicles circle the Front Gate House and exit the village.  Alternatively, they 
can park outside of the village and phone the BBV office to determine a 
resolution. 
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4.2 Procedures for Entry of Renters  

Authorized renters should have a current barcode applied to their vehicle that permits 
them to enter through the Members Gate.  All new renters must be approved through 
the BBV office prior to their arrival at the Front Gate House.  Any renter having 
concerns about this procedure should be directed to contact the BBV office.  Details 
listed in section 4.1 apply to authorized renters. 

4.3 Procedures for Entry of Guests (Visitors of Village Members)  
No one will be allowed to enter BBV as a guest without permission of a BBVCC 
member, renter or BBVCC staff member.  Currently “GateKey” software is utilized at 
the Front Gate House to monitor and record visitor information.  Please see Appendix 
D for information regarding the Gate Access Personnel GateKey terminal view. 
Members are required to enter any guests arriving at BBVCC into the Gatekey System 
and are not allowed to “phone in” members names to the Gate Access Personnel.  
Conversely, Gate Access Personnel are not allowed to phone members to request 
access for one of their guests. 
Guest arriving without approved access shall be placed in a “holding pattern” until the 
member/homeowner enter their information into GateKey, and it can be reviewed by 
the Gate Access Personnel. 
Whenever Gate Access Personnel prepare to open the barrier arm of either gate, they 
should check to make sure that the gate area is clear of obstruction before pressing the 
gate open switch.  Likewise check for obstruction before closing the barrier arm.  
4.3.1 Visitors or guests of members must approach the Visitor's Gate and check in 

with the Gate Access Personnel.  If the visitor presents a printed barcode pass, 
Gate Access Personnel shall click on the “Barcode Scanner” icon in the upper 
right-hand corner of the GateKey terminal screen. 

 This should open a scan pass screen; Gate Access Personnel can then use a 
hand scanner to scan the printed pass.  After scanning, the printed pass should 
cause GateKey to highlight the current visitor and their intended destination 
and resident.  GateKey will prompt Gate Access Personnel if any details need 
to be addressed.  For this type of visitor, proceed to step 4.3.2.F. 

 If the scan of the visitor barcode fails, see reason for denied access.  If the 
homeowner has disallowed visitor privilege, inform the visitor they must 
leave the facility by making a U-turn around the Front Gate House.   
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 NOTE:  For any occurrence where a visitor is denied entry, follow the process 

immediately below: 
 Confirm that the denied visitor indeed made a U-turn and has exited the 

Front Gate House area. 
If the denied visitor did not make a U-turn and proceeded to enter the 
community: 
 If during normal work hours, contact the BBVCC office and let them 

know the situation. 
 If after normal work hours, notify the BBVCC General Manager and 

the GAP supervisor. 
 Fill out and submit an Incident Report (section 3.12) with all pertinent 

details. 
4.3.2 For visitors without a printed barcode pass, the Gate Access Personnel shall:   

A. Ask for the resident's name. 
B. Ask for the address of the resident being visited.  
C. Ask for the visitor’s name and confirm with ID. ID’s checked: When no 

Pass, Pass expired, and realtors. 
D. Verify with the GateKey software that the resident being visited at the 

address given has a valid GateKey account.  Do this by typing in the 
resident’s last name in the “Residents” panel search tab of the left-hand 
side of the GateKey terminal.  Note:  You only have to type a few letters 
of the last name before population of choices appear. 
If there are a lot of residents with the same last name, enter a space after 
the last name search and start typing the first name of the resident.  That 
should narrow the number of possible residents.  Once you have found the 
correct resident’s name, click on their name and their address should 
populate the top horizontal bar of the GateKey terminal.  Confirm that the 
resident’s address agrees with the visitor’s reported destination.  

E. A list of visitors (permanent, temporary or denied) should show up in the 
“Visitors” panel of the GateKey terminal.  Find the name of the current 
visitor.  If there are a lot of visitors listed, you can use the “Visitors Filter” 
text box to enter the visitor's name.   You can also use the “Previous” or 
“Next” buttons to look at a different page of listed visitors. 
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F. If the visitor’s name is found in the resident’s visitor list, select the row of 

the visitor’s name on the GateKey screen.  This should highlight 
information regarding the visitor.   
 If the two “Admit” buttons (one with a printer icon) in the two far right 

columns of the GateKey screen are green in color for the selected 
visitor, they are allowed entry.   

 Contract Gate Access Control Personnel “SHALL NOT” offer these 
visitors a printed pass without member/homeowner approval.  The 
member/homeowner has the ability to print a paper pass from their 
own Gatekey system. 

 Take a picture of the vehicle with license plate visible by pressing the 
camera button at the upper right of the GateKey screen. 

 When safe to do so, raise the Visitor Lane barrier arm and then close it 
after the visitor’s vehicle has safely cleared the barrier arm area. 

 If the two “Admit” buttons (one with a printer icon) in the two far right 
columns of the GateKey screen are orange in color for the selected 
visitor, they are appearing at the gate outside of the day and time 
restrictions set by the resident or administrator. Confirm the stipulated 
start and end date and time as listed for the selected visitor. 

G If the current date and/or time is outside the stipulated date/time frame: 
 Inform the visitor that they have been denied entry because they have 

arrived at the gate outside the authorized window of time.  Inform the 
visitor that they should contact the member themselves to work out the 
issue but at this time they must leave BBVCC by making a U-turn 
around the Front Gate House. 

 Press the “Denied” button on the “Visitors” menu bar of the GateKey 
terminal. 

 Enter reason for denied entry when prompted by GateKey.  
 When clear to do so, raise the visitor lane barrier arm and allow the 

visitor’s vehicle to clear and exit the Front Gate House.  Then close the 
barrier arm. 

H If the two “Admit” buttons (one with a printer icon) in the two far right 
columns of the GateKey screen are red in color for the selected visitor, 
they are denied entry:  
 Inform the visitor that they have been denied access to the resident’s 

address and that they must make a U-turn and exit BBVCC. 
 Take a picture of the vehicle with license plate visible by pressing the 

camera button at the upper right of the GateKey screen. 
 Press the “Deny” button in the next to last column associated with the 

current visitor. 
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 When safe to do so, raise the Visitor Lane barrier arm and allow the 

visitor’s vehicle to pass through for a U-turn.   
 Close the barrier arm after the visitor’s vehicle has safely cleared the 

gate. 
I If the visitor’s name is not in the resident’s visitor list: 

 Inform the visitor that they have been denied access to the resident’s 
address and that they must make a U-turn and exit BBVCC.  If they 
complain or challenge your denial, tell them they have to take it up 
with the resident via their own phone call. 

 When safe to do so, raise the Visitor Lane barrier arm and then close it 
after the visitor’s vehicle has safely cleared the barrier arm area. 

 Close the barrier arm after the visitor’s vehicle has safely cleared the 
gate. 

J If the visitor phones the member/resident, and if the resident answers and 
allows access of the visitor at this time: 
 Select the resident’s name and address and then click the Green “Add 

A Visitor” icon to the right of the resident’s name. 
 Select the Visitor Type (permanent, temporary, or one-time entry).  If 

the resident specifies only a certain date/time range, enter those 
restrictions in the appropriate fields. 

 Now process the visitor in the same manner as in 4.3.2.F. 
4.3.3 ALL visitors, including contractors, will be logged in the GateKey system at 

each entry even if they entered earlier that day.  Please take a picture of the 
vehicle for each entry.   

4.3.4 Special Occasions List – One-day entry only:   
4.3.4.1 If the event is a BBVCC event, BBVCC office staff may submit a 

Special Occasions list for one day events such as golf tournaments for 
example.  If a guest shows up for one of these events, select the 
BBVCC office as the resident in GateKey. 

4.3.4.2 If the event is a special one-day event for a resident, they may have 
presented a list of visitors they are expecting, or the visitor might 
announce that they are attending a special occasion at a certain 
resident.  In this case, select the resident’s name and address in 
GateKey. 
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4.3.4.3 For either case of Special Occasions list (BBVCC office or BBVCC 

resident), add the guest as “one-time entry” only.  Stipulate the 
start/end date and start/end time of the event as the time frame for this 
one-time entry.  Once the “Admit” button turns green please take a 
picture of the vehicle and then press the “Admit” button. 
If the visitor lane barrier arm area is clear, raise the barrier arm and 
allow the guest vehicle to pass through.  Once the vehicle has cleared 
the gate, lower the barrier arm.   

4.4 Procedures for Entry of Law Enforcement Agencies, Emergency Service Vehicles or 
Utility Services 
All Law Enforcement Personnel, Emergency Service Personnel and Utility Services 
with flashing lights are to be allowed immediate entry without stopping.  
4.4.1 Open the gate upon approach of vehicles with flashing emergency lights.  A 

lane should be cleared for rapid entry by opening the gate and allowing 
vehicles blocking the entrance to go through so that the emergency vehicles 
can enter unimpeded.  

4.4.2 Make note in the Gatehouse log of the date, time, type of service vehicle 
entering the Village.  

4.5 Procedures for Entry of Process or Legal Services 
Representatives of legal (non-governmental), or financial services request entry to the 
Village in order to serve a resident with legal papers.  The following are the procedures 
for handling such a request.  
4.5.1 The representative or server must have cleared entry through the BBVCC office. 

The allowed clearance is given for a specified time (usually, three days from the 
date of office approval).  The representative has three days to complete the 
service.  Service is allowed only between 7:00 a.m. and 7:00 p.m. 

4.5.2 When the representative (or server) arrives at the Front Gate House, Gate Access 
Personnel on duty will conduct standard entry procedures utilizing the BBVCC 
office address in GateKey.   

4.5.3. Gate Access Personnel will keep process server information confidential. 
  



 

Page 12 of 20 
 

 
4.6 Procedures for Entry of Tradesmen and/or Contractors 

These individuals might be repairmen, building contractors, tradesmen, gardening 
services, etc.   
4.6.1 Tradesman, or contractors, must approach in the visitor's lane.  These visitors 

must be validated utilizing the “Procedures for Entry of Guests” process, section 
4.3.  Note that some Tradesmen/Contractor have barcode passes that may be used 
as described in section 4.3.1.  If a Tradesmen/Contractor shows an interest in 
having a printed pass, inform them to contact the BBVCC office to initiate the 
process. 

4.6.2 Quiet Hours:  Contractors and/or tradesman are to be informed that no loud 
equipment or machinery may be used, nor any work performed that creates any 
disturbance between the hours of 7:00 PM. and 7:00 AM. 

4.7 Procedures for Entry of Delivery Services 
Delivery services are defined as any professional service delivering items to a member, 
a resident or the BBVCC Office. 
4.7.1  ALL delivery services such as Amazon, FedEx, UPS, USPS, etc. are allowed 

entry and must be logged in under “Deliveries” in GateKey. 
NOTE:  If a delivery driver shows up in an unmarked vehicle such as a privately 
owned vehicle, Gate Access Personnel shall ask for business identification.  If 
they have no business identification, they must be validated utilizing the 
“Procedures for Entry of Guests” process, section 4.3. 

4.7.2  Delivery services such as pizza or food services, lumber, concrete, etc. must be 
validated utilizing the “Procedures for Entry of Guests” process, section 4.3. 

4.8 Procedures for Entry of Real Estate Agents and Appraisers    
4.8.1 Real Estate Agents and Appraisers must show a business license or other form of 

identification and inform the Gate Access Personnel of the primary property they 
plan to view. 

4.8.2 Complete the Visitor Entry Log with the name of the real estate agent, the 
company's name and the name of the BBV member, or resident, being visited and 
the location of the subject property.  
4.8.2.1 The agent may bring the client in while riding in the same vehicle or 

the client may follow the agent to the property driving their own 
vehicle.  The agent is responsible for escorting their client into and out 
of BBV. 
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4.8.3 Real estate agents who are members, or residents, of BBV may enter through the 

Members' Gate as would any member of the Village.  
4.8.4 Non-resident real estate agents with clients must enter through the Visitors' Gate 

and supply the appropriate identification and information. 
4.8.5 If the agent or the company with whom the agent is affiliated is NOT in good 

standing with the Village, the agent(s) may NOT be admitted for business 
purposes.   

4.8.6 A real estate agent must be present at the Entry Gate to escort clients to an Open 
House location.  No client is to be permitted entry unless a real estate agent acts 
as escort. 

4.9 Procedures for Entry of Pedestrians and Bicyclists 
Pedestrians, bicyclists, or any other non-motorized means of transportation are subject 
to the same entry rules outlined in Section 4.1 through 4.3. 

4.10 Procedures for Breakage of Gate Control Equipment 
Gate arms and gate control equipment are occasionally broken by accidental or 
intentional action. 
If that happens: 
4.10.1 Stop anyone observed breaking the gate arm or gate control equipment. 
4.10.2 Obtain the name and address of the person responsible and the license number 

of their vehicle.  
4.10.3 Prepare an Incident Report stating the time, date, name(s) of individuals and 

all other pertinent information per Reporting Procedures, section 3.12. 
4.10.4 If possible, please take a picture of the vehicle and damaged gate. 
4.10.5 Extra gate arms, tools, and instructions will be made available at the Front 

Gate House for damaged gate arm replacement by Gate Access Personnel 
when BBVCC Maintenance Personnel are not available. 

5 EMERGENCIES, SURVEILLANCE MONITORING, AND SPECIAL SITUATIONS 
5.1 Procedures for Medical Emergencies:  

5.1.1 Call 911 
5.1.2 Relay all known information to 911 services. 
5.1.3 Immediately provide adequate directions to allow the aid car to proceed to the 

site.   
5.1.4 If requested, provide a map with the location marked. 
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5.2 Procedure for all other Emergencies:   

5.2.1 Call 911 
5.2.2 Every attempt should be made to immediately obtain professional assistance from 

the appropriate agency or agencies: 
 Sheriff's Department 
 Fire Department 
 Emergency Medical Services 

5.3 Procedure for Property Emergencies: 
5.3.1 Call the BBV General Manager for the following emergencies involving Birch 

Bay Village Front Gate House:   
 Fires - (Call 911 FIRST) 
 Crimes of an emergency nature - Call 911 FIRST 
 Broken or leaking water pipes 
 Reported flooding of any BBVCC facility 
 Water over roadway 
 Fallen trees 
 Damage to road surface 

5.3.2 Telephone the Birch Bay Village Office during regular Office hours.  After hours 
emergencies are to be communicated via the after-hours emergency phone 
number(s) listed in Appendix B. 

5.4 Procedure for Reporting Emergencies: 
Besides acting in the manner documented in 5.1 through 5.3 (as applicable), an Incident 
Report must be filed for all emergencies.  See section 3.12 for filing Incident Reports. 

5.5 Procedure to Deal with Impaired Access at Main Security Gate or Special Situations 
Involving Opening the Northeast Emergency Gates: 
During inclement weather or certain other emergency situations, the BBVCC General 
Manager may decide to open the Northeast Emergency gates for Village ingress and 
egress.  When the Manager orders shutting down the Main Gates and opening the 
Northeast Emergency gates, The Gate Access Personnel shall: 
a) Raise and keep both the member and visitor lane semaphore gates open.  Place a 

sign in the Main Security Gate window indicating that there currently is an 
Emergency situation. 

b) Drive to the BBV Northeast Emergency gates. 
c) Unlock both Northeast Emergency gates and open them.  
d) Ensure both sections of the Northeast Emergency gate remain open to allow 

vehicles to both enter and exit the property efficiently.  
e) Allow immediate access to all vehicles possessing a BBVCC barcode.  
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f) Allow vehicles not in possession of BBVCC barcode (Guest Vehicles) to enter once 
the vehicle’s license plate and destination has been manually recorded on the Gate 
Access Personnel Visitor Entry Log. 

g) Remain at the Northeast Emergency gates until the Manager resumes normal 
operations.  At that time, close and lock the Northeast Emergency gates and return 
to the main security gate.  Resume normal Main Gate operations.   

5.6 Gate Access Personnel Monitoring / Use of the BHBVCC Surveillance Camera System 
Gate Access Personnel are required to monitor the BBVCC Surveillance Camera 
System while on duty using the following Process / Procedures”: 
5.6.1 TBD and added after installation of the system. 
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APPENDIX “A” 

 
Birch Bay Village Staff and Information 

 The General Manager: is responsible for the day-to-day administration of the assets and 
facilities of Birch Bay Village.  The General Manager is employed by the Board of Directors 
on behalf of the Community Club to implement and enforce policies established by the Board 
of Directors. 

 Office Support Personnel: are to assist owners and residents with Community Club 
business.  Support personnel provide clerical support to the General Manager and are 
responsible for complete record keeping functions concerning every individual property in 
the Village. 

 Safety/Compliance Officer: is the BBVCC employee(s) responsible for safety/compliance 
throughout BBVCC, including the Marina. 

 Maintenance Staff are responsible for the maintenance of all common areas and facilities in 
Birch Bay Village.  The Maintenance Staff reports to the General Manager through the 
Maintenance Supervisor. 

 Contractors hired by Birch Bay Village Board of Directors are supervised by the General 
Manager, or the Maintenance Supervisor as appropriate. 

 The Birch Bay Village Community Club Main Gate (Front Gate) House is located at the 
intersection of Birch Point Road and Sehome Road.  

 The Birch Bay Village Community Club northeast emergency gate is located at the 
intersection of Birch Point Road and Nootka Loop.   

 The Birch Bay Village Community Club office is located at:  
8055 Cowichan Road 
Telephone: (360) 371-7744 

 The Birch Bay Village Community Club golf course is located at: 
8169 Cowichan Road 
Telephone: (360) 371-2026 

 
 

Phone Contact List Personnel Phone # 
Emergency (1) General Manager   
Emergency (2) Safety/Security Officer  
After hours/Weekends David Franklin (S/B after hours service)  
Maintenance Issues Bob Hoffer  
IT NW Technology (Green Team)  
   
Security Cameras TBD  
Supplies TBD  
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APPENDIX B 
BBVCC “On-Line” Incident Reporting Form 

(Gate Computer Form) 
Village Incident Reporting 
Report Incidents during business 
Hours (M-F 9 AM – 4:00 PM) by 
Calling 360-371-7744 
Report Incident to Gate Access 
Personnel anytime by calling 
360-371-7744 Option 2 
Today’s Date 
 
 
Date/Time of Incident: 
 
 
Your Name: 
 
 
Email Address: 
 
NOTE: Please leave your email address so BBVCC may contact you regarding your Incident Report. 
 
Your Address: 
 
 
Describe the Incident you witnessed; Date, Time, Place and what you saw. 
 
 
  
Who did you call, / email, / notify? 
 
 
Was the Incident resolved by whomever you contacted? 
 
 
Do you have pictures?  
 
 
Please provide any other information you feel may be pertinent to the Incident. 
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APPENDIX C 
GateKey Operations for Gate Access Personnel 

The figure below indicates the GateKey display that Gate Access Personnel see on their GateKey 
terminal. 

 
 
The figure below indicates the filter for searching for visitor names for a given resident and 
address.  This is a valuable search option when a resident has a lot of entries in their visitor’s list. 

 
The figure below indicates how Gate Access Personnel could contact a resident and add a visitor 
in GateKey for a resident if they so choose.  Press the highlighted contact box to phone a 
selected resident.  Be sure to avoid any calling restrictions for the resident such as day and/or 
time prior to placing the call.  

 
Below is the URL address for a summary of guard operations gathered from a GateKey manual: 
https://www.gatekey.com/uploads/1/0/8/7/10871054/gate_key_plus_guard_manual_7.2.pdf 
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APPENDIX D 

GateKey Operations for BBVCC Members 

In order for a Birch Bay Village Community Club (BBVCC) member to access GateKey 
software to monitor and control visitors, they first need knowledge of their GateKey username 
and password.  This can be obtained from the BBVCC office.  The BBVCC office setup 
GateKey accounts for each property’s residence.  Once the member has their username and 
password, they can login via GateKey and begin updating their GateKey account.  A member 
may utilize either a mobile device such as a smart phone or internet browser software on their 
personal computer to interface with the GateKey software. 

Immediately below is the URL address for a summary document of resident operations utilizing 
a mobile device such as a smart phone: 
https://www.gatekey.com/uploads/1/0/8/7/10871054/gate_key_plus_app_resident_manual.pdf 

Immediately below is the URL address for a summary document of resident operations utilizing 
an internet browser on a personal computer:   
http://www.gatekey.com/files/theme/docs/resident.pdf 

Video tutorials are also available via the internet.  Please note that the version displayed in the 
tutorials may not necessarily match the version you have loaded on your smart phone or PC. 
Immediately below is a link to a mobile device tutorial: 
https://www.gatekey.com/resident-tutorial.html#/ 

Immediately below is a link to a tutorial on utilizing GateKey software on a PC: 
https://www.youtube.com/watch?v=-OizX2jf3NU 
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APPENDIX E 
 

BBVCC Gate Standard Operating Procedures (SOP’s) Revision History 
Change # Date Page Replace/Change Add Delete 

1 01-08-24 All Total revision All New All Old 
2 3-29-25 ALL Total revision All New All Old 
3      
4      
5      
6      
7      
8      
9      
10      
11      
12      
13      
14      
15      
16      
17      
18      
19      
20      
21      
22      
23      
24      
25      

 
 
 
 
 
 
 
 
 
 
 
 
 
 

 


