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PRESIDENT’S REPORT

| am pleased to present my report for 2023/24, another busy year for ARQRV. § T S Al TS

This year has seen many changes for our association, for our broader society >
and for the retirement village industry. After talking about it for many years,

government and industry are having to face the dramatic growth of our older
population. The baby boomers have arrived at the stage in their lives when

they are requiring and demanding more services to meet their health and

)
@

ageing needs, and sadly these services are not always available. The lack of ! 2 R\
JUDY MAYFIELD

appropriate services has resulted in changes to retirement village communities
and we find people, often with significant health issues, moving into a village and impacting the sense of
community and the very active participation that in the past saw high levels of engagement in activities

from all residents.

This has been an area of some concern to many of our members but is the reality of our times.
Government wants us to age in place and village operators are also having to adapt their business models

to cater for the broader range of needs of their residents.

ARQRYV too has had to think about the implications of these changing times as we consider the ongoing
operations, viability and sustainability of our association. The committee has taken a very strategic step
and employed an Executive Director, Jodie Gorrel. Jodie comes from a background of working with people
in the disability sector as well as managing a large number of staff. Jodie’s role will be to manage the
business operations of ARQRV and to make recommendations to the committee on forward and strategic
planning as we move into this “new age” of retirement living. With having a paid employee to drive
ARQRV going forward we take away the need of finding volunteers to take on the very significant and
time-consuming roles that are currently undertaken by the present committee. In future, whilst the
committee will continue with the work we do with residents and committees, Jodie will take care of all

our business dealings. We are excited by this stage of our development and look forward to being an even

stronger voice for residents.

This year we received a small grant from the Government to reach out to people considering a move to a
retirement village. With the on-going, sometimes confusing contract options, the reality of life in a village
and the community myths surrounding villages, our brief was to provide information to prospective
residents and to encourage them to seek proper legal and financial advice prior to signing any contract.
You may have seen our advertisement in The Senior newspaper or
heard our ad on 4BH. It has been pleasing to receive calls from
people who want to find out more about retirement village living,
and, in a first for us, we have done a couple of presentations at
Men’s Sheds making sure that the guys understand something about

the contracts they may sign. Not surprising they had a lot of miscon-

ceptions about villages, so it was good to bust some of the myths.

Continued over page...
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President’s Report continued from previous page...

Our video-conferencing forums have really taken off this year and
our Residents Committee zoom meetings are well-received by all who
attend. Our thanks to officers from the Regulatory Services Unit, of the

Department of Housing, Local Government, Public Works & Planning

who attend regularly to update participants on legislative matters.
Our zoom meetings for our Membership Support Officers (MSOs) are also popular and the MSOs like to

hear about what is happening in villages across the State.

We continue to work with members on a range of issues and it is pleasing to see that there are much
fewer issues with village operators than in the past. Because of my work with industry representatives
sometimes all it takes is a quick phone call to a village manager or regional manager and matters are easily
resolved to the benefit of all parties. | appreciate the willingness of the majority of operators to resolve
matters for the residents in a timely manner. The industry peak bodies, the Retirement Living Council and
the Aged and Community Care Providers Association have both been generous in sharing information with

us.

This year we renewed our association with COTAQ (Council on the Ageing Queensland) and are working
with them on an Energy4Seniors project. A huge learning curve trying to understand what is happening in
the electricity industry in terms of costings and what assistance and concessions are available. Over the

next year we will be sharing our learnings with you. ARQRV has a particular focus on embedded networks.

Thanks to staff from the Regulatory Services Unit. They are always prepared to listen to what we have to

say and I've enjoyed the way we are able to work collaboratively on a range of issues.

Thanks to Mark Richards, Solicitor, who is always willing to provide a legal perspective on matters brought
to our attention and Danielle Lim, Solicitor, who willingly discusses with me, a broad range of topics

connected to the retirement industry.

A big thank you to Angela Jordan, editor and designer of our newsletters, flyers, brochures and all other
publications. Angela is not on the committee but puts in hours of work producing these resources. Her

work has certainly given ARQRV a very professionalised look to everything we produce.

Finally, my thanks to the staff and my fellow committee members who have supported me in my role as
president. Laurie and Pauline do a terrific job in the office and are always ready to assist our members with
their queries. Each of my colleagues on the committee plays a valuable role in making our organisation as
vibrant and effective as it is today. We only function as efficiently as we do because of their contribution to
the work of ARQRV. Thanks to Roger Savage, a member of our committee for the past two years, who will

not be nominating again this year. I've appreciated the time he put into being on the committee.

To all our members, we appreciate your continued support, together we are The Voice of Residents in

Queensland Retirement Villages.
-y 2
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TREASURER’S REPORT

The accounts for Financial Year 2023-24 show a nett profit of $67,952 which was a
far better result than the predicted budgeted loss of $76,562.

The positive result was largely due to the $130,000 Building Consumer Confidence
(BCC) Funding Grant received in February and the third tranche of the four-year
BCC Grant amounting to $28,556. We cannot understate our appreciation of the
grants provided by the Department of Housing to the Association, without these NE Rk
we would be forced to curtail many of the services we offer. LES AMBOR

The Grants will underwrite the reworking of several of our manuals and the Association's planned
education programs for our current residents and potential new residents.

Our subscription income totalled $71,899, although the budgeted income was higher at $92,800, due to
an over-budgeting in our New Life Subscriptions of almost $18,000. This was partly compensated by the
interest of $14,189 gained from our deposits.

The product sales and support desk contributed $9,006, which included support desk subscriptions of
$4,791 and manual sales of $4,215.

The Association received donations of $5,892, including a donation of $5,000 from the estate of a member
grateful for the work of the ARQRV.

. Our operating expenditure was $14,114 under budget at
T*vk 2 : ~ $192,600. Our staff costs were $6,964 over budget at $93,756,
> . mainly due to the costs incurred in the new COTA/ARQRV project
* < . . which started in May, with no offsetting income received until
& July.

! The other major expenditures were in IT ($15,747), newsletter
= 28 production and postage ($9,890) and office lease (518,218).

= Travel costs of $4,385 were expended by three members of the
committee, who, between them, visited thirty-one villages during
the year to provide information and assistance to residents committees.

At the end of June, our balance sheet showed that our nett assets were $399,556, which included three
term deposits totalling $305,382.

The 2024/25 budget predicts a loss of $140,909, after allowing for the fourth tranche of the B.C.C. Grant.

$34,000 of the loss relates to our participation in the COTA/ARQRV and the potential long term
employment of our Executive Director. It is an unfortunate truism that we all age and it is essential that
we establish a succession plan which will carry forward the ARQRV and expand its role.

We are anticipating that our subscriptions will hold steady this year, but it is a fact of life that we rely
heavily on other sources of support.

As | have said in previous reports, the ARQRV is an
essential ingredient in our industry. It is the one body
that speaks and works on behalf of our residents, but
also takes a balanced approach as to how we relate to
operators and legislators.

Les Ambor / Treasurer
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MEDIATION and DISPUTES (MaD) REPORT

In the past 12 months, we have seen a steady decline in the number of disputes
between residents and village management. There are several reasons for this:-

=  Village Management and operators have a better understanding of the
Retirement Villages Act 1999 and regulations

=  Village management is more prepared to engage with residents and resolve
matters

Residents are generally more informed

MARK RICHARDS

=  The Department of Housing and Local Government which oversees the
Retirement Sector is providing clearer directions

But a lot of this in my view has to do with the time and work put in by your Association. The committee
members are continually approaching the Department, village operators, and resident committees. Many
village managers will seek out assistance from the ARQRV. Village residents will seek our assistance and
advice before confronting the village manager.

A large portion of disputes arise due to misunderstanding by the resident, the village manager or both.
Village management and operators have come to accept that we are not adversarial but wish to work with
them to help improve the experience for residents living in retirement villages. However, this does not
mean that your Association will back down from pursuing the rights of residents living in retirement
villages. As Benjamin Franklin is alleged to have said “You get more flies with honey than with vinegar”.

In the past 18 months or so there have been 29 matters
referred to me all of which have been resolved to the
satisfaction of the resident members.

In last year’s report, | referred to a matter concerning the
apportionment of the insurance cost among several villages
with one owner under a Global Policy. Because of the
importance of having the issue determined, the ARQRV
agreed to support the application made to QCAT. As to the
inherited matter, the operator manages several villages.

The issue involves the apportionment of the insurance cost
amongst several villages under a Global Policy compared to if
the operator had individual policies for each village. QCAT heard the matter on 25th January 2024 with the
Member handing down his decision on 8th August.

The Member determined that:-
. The village operator was compliant with the Retirement Villages Act in purchasing bulk insurance.

° The village operator must identify and separate any insurance costs which are directly related to the
corporate costs of the operator, which form part of the bulk insurance cover, in formulating the
insurance component of the General Services Charge for the Village.

. The operator is to implement a logical process that fairly apportions the insurance costs directly
related to the village for the purposes of establishing the General Services Charge payable by the
residents of that village.

° The operator is to establish a means of disclosing to the residents the basis of the insurance costs
that are being attributed to the village in its General Services Charge, whilst still maintaining the
commercial confidence of the operator as to its overall activities

Continued over page...
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continued from previous page...

Was this a win for the resident? The Order that was applied for was not granted. However, the outcome
is that operators must now implement a process that fairly apportions insurance costs where operators
have a global insurance policy that covers multiple villages that may have different insurance risks and
profiles.

The ARQRV helps and educates its members as well as having ongoing dialogue and collaboration with the
Department and the industry bodies that represent operators and operators directly. It is therefore
important for village residents that they continue to support their Association.

Mark Richards / Mediation and Disputes (MaD)

SECRETARY’S REPORT

The yearly grant from the Queensland Department of Housing, which was awarded to
ARQRV in 2022 for the Building Consumer Confidence project, has continued with the
sum of $28,556 being received in August 2023. ARQRYV are expecting the fourth and
final grant payment to be deposited into our bank account in August 2024.

ARQRV were excited to receive an additional grant in February 2024 totaling $130,000.
Still under the Building Consumer Confidence project, the money is for a particular
project that ARQRV is to deliver to reach out to people considering the move into a
retirement village. Our role is to provide information and education so that people can

make informed choices about life in a retirement village and to strongly advise them to
seek legal assistance prior to signing any contract. This grant program will continue until June 2025.

As the secretary, | produce and email a detailed quarterly report in spreadsheet format listing the activities
of the ARQRV committee members and staff during the previous three-month period. Reporting to the
Department of Housing, the information provided details of all the activities that ARQRV delivers under the
Building Consumer Confidence funding. Activities include newsletters and notices posted/emailed to our
members, online meetings with interested parties for example Residents Committees and Membership
Support Officers and of course the Department, the total number of village residents attending
promotional visits by ARQRV committee members and the increasing activity on the ARQRV website.

For the financial year 2023/2024, ARQRV committee members visited 28 villages in Brisbane, Sunshine
Coast, Gold Coast and regional areas speaking to some 976 residents, both members and non-members.
The committee members promote ARQRV and the work which is undertaken, including lobbying of the
relevant government department, the benefits of : - i
membership, and the assistance ARQRV can provide
to residents committees. Judy Mayfield, President,
also presented to peak industry bodies, and delivered
sessions, giving a resident’s perspective, at some of

the training courses provided to village managers.

Jan Sullivan / ARQRV Secretary
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RESIDENTS COMMITTEE SUPPORT DESK,

PROJECTS AND PROMOTIONS

Residents Committee Support Desk

Villages who subscribe to the Support Desk are entitled to receive authoritative
information and advice from specialist advisors about the specific business of
residents committees.

The Residents Committee Manual has been significantly revised to further assist
committees understand their important role in the village. The Manual now includes
& additional or expanded topics, but especially about non-committee residents

RAY JORDAN participating in the business of residents. A printed version will be sent, without
cost, to every registered holder of the Manual.

The Guide to working with residents committees for managers is also being fully revised to better
compliment the Manual by also assisting managers to relate to other business of residents in their village,
not just committees.

There has been a focus on encouraging residents of villages to use the Residents Constitution Development
Package to revise residents constitutions, where deficient, to better align with concepts and principles
exhibited in the improved version of the Model Residents Constitution produced by the Support Desk.

In addition to the above projects, Support Desk advisors have attended to many hundreds of hours of
telephone enquiries and hundreds of email enquiries.

Projects

This last year has seen our association receive a Queensland Government grant to undertake various
projects to assist residents living in retirement villages to further understand their rights and obligations
under the Retirement Villages Act 1999, and to build capacity to represent their interests to village
operators. Some of the Support Desk work is included in project outputs so their costs are fully met by the
funding. The funding continues to the end of June 2025 with further outcomes relating to the Retirement
Villages (Financial Documents) Amendment Requlation 2024, planned.

Other projects under the funding include promoting, to prospective residents of retirement villages, the
importance of pre-contractual advice in relation to their planned living arrangements. This has been
achieved by tailored radio and newspaper advertisements, and additional information on our website.

Promotions

There has been an increase in village visits due to the slowdown of the pandemic.

Some villages have even fielded groups as large as 70 residents. Unfortunately, it

is still difficult for visits to occur at villages in regional areas. It is hoped that more

villages will trial audio visual technologies so that our presenters may more readily
conduct visits over greater distances.

H' '\A

The number of residents or prospective residents addressed total well over 1000.
Media and Publications

Achievements this last year by Angela Jordan, one of our hard-working volunteers, include a revised
brochure (same look but content now better reflects our business) and new look Residents Committee
Manual, Annual Report, and our ARQRV Connect newsletter.

Angela also designed ARQRV advertisements for inclusion in 7 editions of The Senior newspaper.

Ray Jordan / Project Officer
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BUDGET ASSISTANCE REPORT

The most important development in the world of budgets has
been the publication of the new Regulations.

El/_\ e~ ﬂﬂll“"" daditaliilil
. o ﬁ\—/« : !OI'“ & \ﬁ
In October last year, the second draft of the proposed Regulations i -

was released and the ARQRYV provided a detailed response at that " = S U D G ET
time and met with members of the Department for further ol «f

@

o

discussions.

Three months ago, the Department of Housing released the new
Regulations and that was followed by the corresponding Guidance
Materials. Last month, the ARQRV provided a comprehensive submission to the Department on the
interpretation of the Guidance Materials.

The prime objective of the Regulations is to provide more information to residents and committees, and
that has certainly been achieved. We congratulate the Department on the extent and clarity of both the
Regulations and the Guidances and the type of information that will now accompany budgets and financial
statements in 2025/26. The additional detail that will form part of those documents will provide
committees and residents with a much clearer understanding of the accounts and budgets. It will also
provide a better basis for discussions with Management.

and we anticipate that budget presentations may still be limited
to a review, rather than a full presentation of all of the
. information. In that respect, it will be important for committees
 and management to ensure that residents receive all of the
: ‘ documentation well before a budget presentation.

l ! > The detail may become information overload for some residents,
' \F

xﬁ This will also apply to AGMs, where the operator's statements
~* form part of the audited reports.

An important aspect of the Regulations is the stipulation that the MRF and CRF expenditures shall be those
recommended by the Quantity Surveyors. In the MRF, this also applies to the resident contributions. It is
therefore imperative that Management provides accurate input when meeting with the Quantity Surveyor.
Committees should take this on board and liaise with Management accordingly.

Apart from responding to a multitude of inquiries that originated over the phone or via email, members of
our committee also visited (28) villages in 23/24.

A part of my role is to assist resident committees with their understanding of budgets and financial reports.
In that regard, | liaised with (20) villages in the past year.

The subjects dealt with included...

° Detailed analysis of GSF and MRF budgets for a number of villages, including providing questions to
be raised with Management.

° Information accompanying budgets — several operators have already provided detailed information
with their GSF budgets in 24/25 that follows the stipulations in the new Regulations. This applied
particularly to the breakdown of corporate charges to the village.

° The allocation of wages in s107 and s106. Many operators are now correctly allocating salary
increases to s106 that are not allowed in s107.

° Application of surpluses and treatment of deficits in the GSF.
° Application of scheme operator contributions.

° Sharing employee costs between villages.

Continued over page...
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continued from previous page...

. MRF income and expenditure incorrectly included in the GSF.
. Incorrect inclusion of personal service charges in GSF budgets.

) The banking trails within the village across the GSF, MRF and
PSFs including intercompany transactions.

° The relationship between MRF contributions, current MRF
surplus and the ten year income and expenditure expectations
outlined by the Quantity Surveyor.

° When is a repair cost borne by the CRF, rather than the MRF.
. Audit reports — particularly loans between entities.

. The effects on body corporate of the operator purchasing freeholds and converting to leaseholds.

Some villages don't have quarterly reports and most villages have to ask for them as stated in the Act.
Ideally, the process should be automatic in that the reports should be provided to committees without
being asked. That is one aspect of communication between Managers and committees that can create a
better working relationship.

In this regard, committees need to work constructively with Management. Unfortunately, some
committees seem to forget that it is Management that are responsible for the daily operation of the
village and thus tend to be somewhat protagonistic in some of their communication.

Personally, | am finding Operators to be much more communicative and open in their relationships with
committees, than perhaps was the case a few years ago.

The next twelve months will be both challenging and interesting for managements and residents. Part of
the ARQRV's function will be to provide education and information to our industry around the intent of
the Regulations.

We look forward to what should be positive outcomes for all.

Les Ambor / Treasurer

ACKNOWLEDGEMENT OF LONG-STANDING MEMBERS

ARQRYV was formed in 1992 and during this time has continued to provide advocacy and support to
members. Many things have changed since then, but we felt it appropriate to acknowledge our long-
standing members who have continued to support us over many years. It has been quite a task to locate
them as accurate records of when members joined did not commence until 2014. We have probably not
been able to contact all these early members, and we apologise if your name is not recorded here. Thank
you to all members who responded, and especially to those who also shared some of their memories of life
in their village when they first moved in. Perhaps | should ask the Department of Housing to fund us to
write about these first villages and chart the changes over the years.

In the meantime, we acknowledge and celebrate:-

Rhona Jones Joined 1992

Barbara Bolt Joined 1996 %}2 é

Ted Decker Joined 1996 0

Alan Carter Joined 1998 (_‘y Z(F;“:-
Marj Lawrence Joined 1999

Thank you all so much for your ongoing membership and support.
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EXECUTIVE DIRECTOR’S REPORT

The Executive Director role commenced in late May 2024 and although the
introduction to ARQRV has been limited, | have certainly hit the ground running
with support from Judy Mayfield, the committee members and Laurie and Pauline,
who have warmly welcomed me as part of the team.

P Y/ | In collaboration with the Council on \LI\}_,
A NS : J-’ = the Ageing Queensland (COTA Qld), E\l\‘\
JODIE GORREL 61 injtial focus has been on the C OTA ?:-i.’-__.
Energy4Seniors program, funded by the Queensland '9’{“
Government, as part of the Enable Grants Program. This ~ For older Australians

project aims to enhance energy literacy and efficiency among older Queenslanders living in their own

homes, Retirement Villages, Caravan Parks, and Manufactured Homes. ARQRYV has been tasked with
identifying embedded networks and engaging with residents in these communities to improve their
understanding of energy concessions, rebates, supports, and efficiencies. | will continue to dedicate two
days per week to this program from September 2024 to December 2025.

ARQRYV is thrilled to announce a sponsorship with Mike Jeffrey,
CEO of Pluss Communities. Pluss Communities specialises in
creating custom, fully branded apps for membership-based
organisations to enhance communication with their members.
The ARQRV-branded app will be a standalone, responsive
mobile and tablet application, featuring a back-end manager
administration system for content creation. Key features will
include communication tools, operational functions, and

potential transaction capabilities in the future. This app will
allow ARQRV staff to create and distribute news, upload documents, organise and manage events, and
handle support requests. Members will be able to read and comment on news posts, book events, request
village visits, and chat with other members.

In June 2024, | had the privilege of attending the Retirement Living Summit alongside Judy Mayfield. This
event provided valuable insights into the retirement living sector. Notably, the anticipated growth of the

over-75 population highlights the pressing need for innovative retirement living solutions. The industry is
increasingly moving towards comprehensive care models, allowing residents to age in place with suitable
care packages.

I look forward to continuing to drive these initiatives forward and making a meaningful impact on the lives
of older Queenslanders. The support from the ARQRV community has been invaluable, and | am excited
about the opportunities ahead. Together, we will enhance energy literacy, improve communication through
our new app, and contribute to the evolving landscape of retirement living. Thank you for your ongoing
support and commitment to our shared goals.

Jodie Gorrel / Executive Director
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MEMBERSHIP AND ADMINISTRATION REPORT

This year has seen us continue to interact and work with our membership, organising the
many visits to retirement villages across the State, meeting with a growing number of our
members through our residents’ committee and Membership Support Officer (MSO)
zoom forums and of course answering the large number of phone calls that we receive in
the office.

Pauline and | have continued to assist the committee, undertaking several campaigns and
initiatives to help support all our members, residents’ committees
and MSOs, while also seeking to encourage new members.

LAURIE SUMMERVILLE
Our database has continued to be managed by Sacko, the IT

company that has supported us for many years, developing, adapting and expanding our g
database to support our growing membership and organisation needs. The office has
continued to seek the support of members, and residents committees, to provide current
information and feedback which has allowed us to ensure that all our stored data is as
accurate as possible.

We continue to use video conferencing via Zoom to hold quarterly meetings with MSOs ~ PAULINE BROWNLIE
and Residents Committees. Over the past 12 months these meetings have continued to

grow with each forum. We would like to thank all those who participated and look forward to the continued
growth of these forums. We would also like to thank our guest speakers from the Department of Housing, DSL
Law, ACCPA, and the Insurance Industry for their presentations and involvement. These meetings continue to
receive positive feedback and play an important role in our association.

Some interesting figures —

RECONCILIATION OF MEMBERS
At the end of June 2024, we had :
5350 individual current financial Member Type Main Member ey Total
members. This is down from the LIFE 2704 1286 3990
full membership from last year’s ANNUAL 1024 329 1353
AGM. This drop in numbers can ASSOCIATE 6 1 7
be attributed to the on-going 3734 1616 5350

work we have done to make sure that our database is kept up to date.

During the year ARQRYV supplied eight free copies of the Residents Committee Manual in addition to the
twenty-two which were purchased. Nineteen of the ARQRV Village Manager Packs were purchased by various
village managers and/or group operators during the same period. Four Resident Committee Constitution Packs
were emailed.

By the end of June 2024, a total of 83 villages are currently subscribed to the ARQRV Residents Committee
“Support Desk”. This service provides specialist assistance and advice solely to resident committees about
matters relevant to their role in their village. Product sales have been on par with 2022/23, while support desk
subscriptions have increased from last year.

During the year, we have continued to see the expansion of the office, | would like to thank the committee

and members for their ongoing support. | would also like to thank Pauline for her assistance, ideas, dedication,
and continued contribution to ensuring that the office always remains relevant to meet the needs of the
organisation. With Jodie Gorrel, Executive Director, joining ARQRV at the end of May, | am sure that we will
continue to grow, exploring new ideas and avenues. Pauline and | would both like to welcome Jodie and look
forward to working with her into the future.

Laurie Summerville / Office Manager
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1 . .
/ I Residents Committee Support Desk Number of accommodation units | Annual Fee

|
: ARQB\( offers a low-cost serw;e Up to 50 $30
; broviding support and education

~

1 to subscribing residents committees 51 to 100 $50
1 . . . .
; about their legislative function and 101 to 200 $70
Sl LS I operation. Subscribing committees
PO Box 5057 : may also request the review of draft 200 to 300 $90
ox

:village budgets and expenditure by Over 300 $110
1 @ specialist advisor.

BRENDALE QLD

I
www.arqrv.org.au | | More information and subscription details are available on the ARQRV website or by
: contacting the office.

Membership enquiries:

0429 098 417 Have you considered volunteering for the ARQRV Committee?
membership@argrv.org.au

As the number of retirement village residents in Queensland is increasing rapidly, so do the

(el IS number of ARQRV members. The services we offer to members is also

0437 906 074
enquiries@arqrv.org.au increasing. We need your skills to further develop the services to our members and
to ensure their lifestyle is enhanced and their rights and financial investment is
ABN protected. You do not need to live in Brisbane as you can attend the monthly
40 263 620 100

committee meetings via teleconference.

The Association of Residents of
Queensland Retirement Villages Inc

2

OURVISION OUR MISSION

To be Queensland’s leading advocacy To provide representation, information
organisation for residents living in a and support to members that allows them
retirement village to live a life of quiet enjoyment in the

retirement village of their choice

OUR GOALS OUR FOUNDATION

 To ensure legislation protects the rights of all _ A competent committee
= =

retirement village residents  FEffective and efficient practices
=

2 To advocate and support members y’ Commitment to growth and on-going
 To inform members of retirement living issues - development of the Association
Y To increase awareness of residents' rights in a
village
 To offer information and training to residents’

committees

To educate and empower members

N




