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The first thing you need to do is get to 
the bottom of the dispute. What is the 
true cause of it?

Look very closely at your own 
performance. Are you really doing all that 
is required of you under your agreement? 
Review your duties carefully. Don’t just 
assume that you are doing everything. 

One of the biggest problems we see 
is the huge gap in expectations of 
the manager and the unit owners. 
Contrary to some industry myths, you 
cannot play golf three days a week, it 
is not a “lifestyle” you have bought, the 
business is not risk free and you do have 
to perform in order to maintain your 
business. You cannot blame owners for 
expecting you to do a fair amount of 
work for the money they pay you. They 
will have expectations that you earn 
your salary. In bigger complexes, a body 
corporate has the right to expect that the 
remuneration it pays you should cover 
all your staff and at least one on-site 
manager working in the caretaking  
side of things.  

Compare how your complex looks to 
others. Get someone independent to 
look at how you are looking after the 
complex. Be prepared to do some  
self analysis.

If you decide that perhaps your 
performance is the cause of the problem, 
you are in the best position to do 
something about it. Some of the things I 
will talk about might assist you in dealing 
with your committee in relation to areas 
where you decide you have not been 
performing.

If you are certain that the real issue is not 
your performance, you need to work out 
if the hostility towards you is one person, 
or a small minority, or the committee or 
unit owners generally. So assess properly 
the extent of unit owners’ ill feelings.  
 It may be that there is just the one 
person who is the dominant cause of the 
problems? It is amazing how often one 
individual can poison the attitude of a 
committee or even unit owners generally. 
What is the true feeling of owners  
in the complex?

Is it a personality conflict? Could you 

be the cause of that conflict? What if 
anything can you do to resolve / avoid 
that conflict? 

Determine if the person or persons 
with whom there is conflict are likely to 
want to resolve the conflict or if their 
position/ideas are so entrenched, and 
their attitude towards you so hostile and 
bloody minded that there is little or no 
point in trying to reason with them. There 
will be situations where you know either 
from past dealings with the individual/s 
in question or because the nature of the 
individual/s is so obvious, that their ego 
or power craze is so strong that there 
is no chance at all of succeeding with 
any of the different strategies I will run 
through. If that is the case then another 
strategy is called for. 

In case you know you have the support 
of your owners, either work with them 
to put in place at the next AGM a 
committee supporting rather than 
opposing you. If the AGM is too far 
away, consider requisitioning an EGM 
to sack the committee and put in place 
a replacement committee. The ability to 
succeed in this exercise will depend on 
unit owners’ support – whether you have 
that will depend on the extent to which 
you have kept them on side using the 
tactics outlined earlier. 

Assuming you conclude that the conflict 
is one that can be resolved, turn your 
mind to what is the principal aim of 
resolving the conflict.

Is the number one priority the 
preservation and/or extension of 
Agreements and maintenance of the 
value of the business so that you can 
sell. If so you will focus on solving any 
dramatic conflict without escalation 
– and maybe be prepared to be very 
compromising, so that you can sell  
and move on.

If the priority is to improve the working 
and living environment, you will be 
focussed on resolving the conflict in a 
sustainable way where you and the  
body corporate have a good ongoing 
working relationship. 

Once you have the priority decided, 
work out how you are going to deal with 

it. These are the typical ways in which 
conflict is dealt with.

1. Avoidance

This involves just ignoring or walking 
away from the conflict. This is the most 
frequently used strategy along with the 
next I will mention. 

It is not a good way of dealing with 
conflict the majority of the time as it tends 
not to help. It is worth being considered 
as a strategy in situations where the 
conflict is just not worth the effort of 
being addressed. It is probably OK if you 
intend to sell and move on very quickly.

2.  Accommodation

Here you take the conflict and submit. 
This strategy is very frequently used 
especially where there is low confidence 
and self-esteem. It is again not a very 
successful method of dealing with 
conflict, but it will do if you know that 
there is a solution coming soon, such as 
a sale.

3.  Compete

This one means that you play your 
opponent at their own game and work 
hard to get your own way in the conflict.

This can be very useful when the conflict 
is mild and you are passionate about 
your stance, but can lead to a vicious 
circle as the conflict escalates. Be very 
sure you want to use this strategy as 
lowering yourself to someone else’s level 
rarely shows you in the best light. It is 
certainly not a good strategy where you 
are dealing with an egotistical opponent 
especially one that has the support of the 
owners. It is one I would only use if I was 
certain that my opponent was wrong, 
that my opponent would not change 
his or her or their mind but that I had or 
would get the support of most of the 
owners if it comes to a full on dispute. 

4. Compromise

This is a much more useful tactic to use: 
here you do not give in to the conflict, but 
work out a solution somewhere between 
the two sides.

It can lead to the obvious downfall of the 
actual solution leaving none of the sides 
happy. This is best to use when the 

Continued over page

Resolving Conflict
By John Mahoney, Mahoney Lawyers

In the previous newsletter article I discussed tactics for avoiding conflict. I will now focus on strategies 
for resolving conflict.
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To ensure a viable and sustainable 
tourism industry that will continue 
to compete with and surpass other 
states, the Bligh government has 
decided to develop new tourism 
products and attractions that will 
showcase Queensland’s unique 
natural assets. 

As part of the Tourism in Protected 
Areas project, the state government 
will offer nature based private and 
public investment opportunities for 
ecotourism in or near national parks. 

The opportunities will be geared 
toward semi-permanent and low-
impact development, for example, 
safari-style tent accommodation 
already available in other states. 

The Minister for Climate Change and 
Sustainability Kate Jones said that 
commercial operators will contribute 
over and above any additional 

management costs that may arise 
from the increased use of these parks. 

Operators will have to pass strict 
biodiversity and environmental tests 
before they proceed to demonstrate 
their ecotourism credentials. 

International tourists from Europe 
are keen ecotourism travellers and 
are generally willing to stay longer in 
Australia the Minister said. 

They have a considerable interest 
in visiting remote places and 
staying in this type of low-impact 
accommodation that is on or adjacent 
to protected areas. 

New nature-based tourism 
products will enhance Queensland’s 
attractiveness to both international 
and domestic visitors, and therefore 
support local economies and jobs. 

Government Announces Ecotourism Initiative

Continued from previous page

goal is to get past the issue and move 
on - with the issue having relatively little 
significance. Of course you have to be 
careful that you do not set a precedent 
which lets your opponents think that they 
can walk all over you on anything.  But it 
may be an answer if you have decided to 
sell and move on.

5. Collaborate

This is the most useful tactic, particularly 
with extremes of conflict. The aim here 
is to focus on working together to arrive 
at a solution, where both sides have 
ownership of and commitment to the 
solution.

Exactly which of the above strategies 
you adopt will depend largely on what 
you have determined is the cause of the 
conflict. But assuming that the conflict 
is genuine, then you should as early 
as possible go about trying to resolve 
it.  Arrange a meeting with the relevant 
people – use a committee meeting if you 
have to. 

Try and have reasonably minded 
committee members at that meeting – 
not just you and your opponents. Most  
of the time, collaboration will be  
the best tack.

To collaborate successfully on an  
issue such you need to follow a few  
basic guidelines.

•	 You must recognise that part of 
the problem is your own fault: you 
allowed it to happen and did not 
try to address it to begin with. You 
can use this aloud and actively 
take part of the responsibility, as 
this will put the onus onto the other 
person to take the other part of the 
responsibility. You will be amazed at 
what impact an admission of error 
on your part, or the acceptance of 
part of your opponent’s argument, 
will have on your opponent. The 
tactic of finding something in an 
opponent’s argument that you can 
agree with and then telling them that 
disarms then and often removes 
a lot of anger and hostility from 
the debate. Statements like “I can 
accept what you are saying about 
that and think you have a good 
point. But in relation to the other 
points….” are really helpful.

•	 Do not believe that the best defence 
is a good offence - that is part of the 
competing strategy. 

•	 Manage yourself during the resolution 
attempt - learn calming strategies if 
you are hot-tempered, or confidence 
boosters if you are shy. 

•	 Work the issue, not the person: this 
means addressing the behaviour 
rather than the entire existence of 
that person. Never lay blame, as 
this will only fan the fires. Question 
your opponent’s views, not your 
opponent’s character.

•	 If you are not getting anywhere, 
ask for further information from the 
other person about the reasons 
for their behaviour, but do not ask 
the questions with ‘why’ at the 
beginning - if you do this will actively 
put the other person under the 
spotlight and they will get defensive. 
Try and get to the real reason/s 
for the conflict. Often it will be a 
misunderstanding.

This is an interesting quote from a 
resource on conflict management: 
Remember above all that people who 
enjoy creating conflict are ultimately 
power-seekers who enjoy controlling 
others. Frequently this is because either 
they have suffered in a similar way 
before or feel that they have very little 
control over their own lives and does 
anything they can to feel in control. A 
little understanding will take you a long 
way both in resolving the situation and in 
putting it behind you when it is resolved.

Queensland’s natural tourism assets draw millions of 
domestic and international tourists and billions of dollars in 
tourism expenditure to our state every year. 
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*Source: ARAMA Qld Member Survey conducted in July 2009

Over the past decade several Councils and Commissions have been 
founded to facilitate the exchange of information and experience as 
to energy consumption of buildings. 

In 2003 the Directive on the Energy Performance of Buildings  
(EPBD) was created by the European Parliament and Council to 
oblige member states to define minimum energy performance 
standards and apply those for all new buildings and existing ones 
when being renovated. 

Different member states have taken different approaches to 
implementing the legislation through national and EU level programs 
to assess and classify buildings as green. In the European context, 
green buildings denote those buildings where energy consumption 
is within the stipulated permissible limits specified by the European 
Commission. Germany is one of the leading countries in implementing 
the EPBD in Europe.

Examples of sustainable communities/buildings in Germany:

•	 The largest geothermal home heat project in Germany was 
launched in Cologne in 2006. The whole quarter with 383 
apartments is heated only with geothermal power. 

•	 The Solarsiedlung (Solar Settlement) in Freiburg Germany 
features PlusEnergy houses - the PlusEnergy house® is based 
on a multiple modular design system. 

•	 The Sonnenschiff (Sun Ship) in Freiburg is also built according 
to German solar architect Rolf Disch PlusEnergy standards. 

•	 The Vauban quarter in Freiburg where all houses are built to a 
low energy consumption standard, with 100 units designed to 
the Passivhaus ultra-low energy building standard. 

•	 Houses designed by Baufritz incorporate passive solar design, 
heavily insulated walls, triple-glaze doors and windows, non-
toxic paints and finishes, summer shading, heat recovery 
ventilation and greywater treatment systems. 

•	 Solvis zero-emission factory in Braunschweig – the entire 
primary energy requirement is covered by a combination of 
solar and biomass energy sources. 

•	 The head office of Unilever in Germany won the ‘World’s Best 
Office Building Award 2009’ 

A Look Overseas –  

Green Building in 
Germany
The European Union is the most experienced market 
in relation to best practices on the development of 
sustainable buildings and their neighbourhoods. 

Industry News 
Pool Safety Legislation Passed
In 2008/9 the Queensland Government conducted a 
comprehensive review of its swimming pool safety 
laws prior to adopting its two staged swimming pool 
safety improvement strategy. Integral to the review 
process was the establishment of a swimming 
pool safety review Committee which  made 23 
recommendations aimed at improving the safety for 
children using pools.

As of 1 December 2009 these new standards are in 
place across Queensland to regulate the compliance and 
maintenance of pool safety for  
all newly installed swimming pools and spas. 

The new standards deal with pool fencing, climbable 
objects, signage, safety compliance certificates and 
regular inspections. Refer to www.dip.gld.gov.au for 
compliance requirements if you have a new pool.

For all existing pools and spas the following measures will 
affect ARAMA members from 1 December 2010:

•	 Install swimming pool barriers to all existing indoor 
swimming pools, pools and spas associated with 
residential dwellings, hotels, motels, caretaker 
residences, including indoor swimming pools and 
caravan parks. 

•	 The 5 year phase out of child resistant doors used as 
a barrier to existing swimming pools, unless sold or 
leased 

•	 A mandatory point of sale and lease inspection 
system

•	 A new licensed class of swimming pool inspectors

•	 A swimming pool register whereby pool owners will 
be compelled to register their pools within 6 months 
from the laws taking effect

If a substantial portion of a pool fence is demolished 
or removed, it must be replaced with a new fence. The 
new fence must comply with the current pool fencing 
standards, not the standard that applied at the time the 
original fence was built. Different regulations apply to pool 
fences depending on when the pool was built.

The Department of Infrastructure and Planning (DIP)  
is still determining how these standards are to be 
implemented in the field for existing complexes that 
share a common swimming pool or spa. ARAMA Chief 
Operating Officer Trevor Rawnsley has been invited by DIP 
to discuss the practical implications of these legislative 
changes in the field. 

RTA News

In early March the Residential Tenancies Authority has 
moved to Level 23, 179 Turbot Street, Brisbane. General 
Manager, Fergus Smith, said that in order to continue 
providing the high level of client service the RTA is 
renowned for, it was decided to look for a new location 
that could not only house current RTA activities but also 
meet future demand. Clients can continue to contact the 
RTA on 1300 366 311 phone number.  The postal address 
remains unchanged.

ARAMA Branch Events
Brisbane Report
By Gayle Jensen, President

This is the Chinese “Year of the Tiger” and the Brisbane committee 
takes this on board as a year of action and change. It has been 
exciting to be part of the TA Fastrack review for Queensland branches 
and we wait with anticipation for the results of this review to further 
direct our new committee forward for what we expect  to be an 
exciting 2010. 

We have two main goals for 2010:

1. To increase membership thereby increasing influence with industry 
stakeholders and 

2. Improve the mix of regional and combined meetings with 

Continued over page
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State
Executive Officer
John Anderson
Phone: 1300 367 202
Email: johnanderson@arama.com.au

Chief Operating Officer
Trevor Rawnsley
Phone: 1300 ARAMAQ (1300 27 26 27) 
Email: trevor@arama.com.au

Secretariat and Newsletter Editor: 
Katrin Schmidt
PO Box 2477
Fortitude Valley BC QLD 4006
Phone: 07 3257 3927
Fax: 07 3257 3932
Email: state@arama.com.au

Branches
Gold Coast
PO Box 7902
Gold Coast MC QLD 9726
Phone: 07 5576 3844
Fax: 07 5576 3929
Email: goldcoast@arama.com.au

Sunshine Coast
PO Box 684
Coolum Beach QLD 4573
Phone: 07 5455 7900
Fax: 07 5455 7999
Email: sunshinecoast@arama.com.au

Port Douglas
PO Box 217
Port Douglas QLD 4877
Phone: 07 4099 9100
Fax: 07 4099 5440
Email: portdouglas@arama.com.au

Cairns
81-87 Guide Street
Clifton Beach QLD 4879
Phone: 07 4055 3355
Fax: 07 4059 1413
Email: cairns@arama.com.au

Whitsunday
10 Golden Orchid Drive
Airlie Beach QLD 4802
Phone: 07 4946 4455
Fax: 07 4946 4721
Email: whitsunday@arama.com.au

Brisbane
Unit 19, 150-166 Rosehill Drive
Burpengary QLD 4505
Phone: 07 3888 9280
Fax: 07 3888 9280
Email: brisbane@arama.com.au

Industry News

As a member of ARAMA you receive the benefit of update emails that inform you about important issues and 
developments of the industry. If your contact details change please email the state office at  

state@arama.com.au or phone (07) 3257 3927.

experienced speakers who can provide 
relevant support to Managers.    

Brisbane committee members are full  
of enthusiasm and passion for our 
branch.  We are in the process of doing 
our own member survey to see how 
to best meet the needs of Brisbane 
members.   We have changed the mix 
of monthly regional meetings and are 
still trialing different models in order to 
increase membership, improve services 
and deliver relevant information.  

As a new committee, we would 
like to recognise the hard work and 
achievements of previous committee 
members, and thank principally Brydon 
Halliday (Past President) and Jim 
Edwards (Past Treasurer) for all their  
years of service.  

Brisbane branch is very lucky to have 
the newly appointed Chief Operating 
Officer Trevor Rawnsley close at hand for 
guidance as we proceed. 

Late in 2009 Brisbane branch hosted a 
working lunch meeting with Gold Coast 
and Sunshine Coast Presidents. We feel 
it is important to work together, share 
ideas and open doors to a closer working 
relationship for the good of the South 
East Queensland region. 

Like most areas in Queensland, the rental 
market has been hit by the global financial 
recession in 2009.  While the market 
appears to be making some recovery, a 
lot of areas are still experiencing a slower 
start to 2010 than in the previous 12 
months.  The media report of expected 
higher percentage in rents is still not 
evident in a lot of suburban areas. This 
may be caused by the state government’s 
introduction to low housing schemes to 

help address the housing shortage, but 
only time will tell.  

Gold Coast Report
By Chris Ward, President

The Gold Coast branch is welcoming a 
strategic planning report which prepares 
us for a more professional association as 
we move into 2010. 

We look forward to help implement the 
new structures as we action  
the recommendations. 

Unlike 2009, holiday letting at the Gold 
Coast is experiencing some rough 
times as the Australian Dollar is strong 
and government support like last year’s 
stimulus package does not multiply 
bookings at our beautiful beaches as 
we’d like to see. But as we all add value 
or incentives to our accommodation 
packages to attract as many guests and 
tenants as we can, we see more people 
flocking to the coast. 

Despite the daily work load our members 
have, the Gold Coast monthly dinner 
meetings are still a huge success. 
Our March Dinner where Ian World 
impressed with his presentation about 
risk management, debt elimination and 
partnership buy outs was again attended 
by more than 120 members. In April we 
are planning for a different theme with a 
comedian entertaining our members.

On the education side we have been 
able to organise speakers for most topic 
requests in the past and look forward 
to continue servicing our members 
and educate them on various topics of 
interest such as criminal awareness, 
business improvement, governance, 

legislation, industry developments and 
guest handling. Our Education Night in 
May will be discussing the bulk electricity 
scheme which resident managers should 
be well aware of and if not considered 
as an option yet should attend to seek 
some advice on it. We would be glad to 
welcome other branch members.

Whitsunday Report
By Jo Mathews, President

As we are such a small community in 
Airlie, our members broadcast within 
our group any information or concerns 
warranting discussion and those who 
have anything to say jump in with their 
responses. So, because we solve most  
of the world’s problems on a regular  
basis we only need to meet every two or 
three months.

We had a lovely Christmas breakup with 
a local operator offering us a heavily 
discounted evening cruise for the sole 
use of our ARAMA meeting.  An informal 
agenda and left the evening open to 
general discussions and enjoying the 
balmy summer evening on the water - it 
also proves to be a good way to ensure 
that meetings do not run over time.   

While we know that the Whitsundays is 
the best region in the state), our issues 
such as slow tourism periods are no 
different to any other region.   Luckily, 
we are fortunate in having an extremely 
proactive local tourism board which 
encourages interaction and feedback 
from our ARAMA members.  

But once the rain stops and the  
AUD$ falls the tourists may even  
come back and that is the last of the 
problems solved.
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