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ARQRYV is the Association of Residents
of Queensland Retirement Villages.

We work to ensure your voice is heard
and your rights protected as a resident,
whether you are a pensioner or an
independent retiree.

The voice of residents in

Queensland Retirement

Villages
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2018 ANNUAL GENERAL MEETING AGENDA
Opening and Welcome
Attendance and Apologies
Minutes of the previous meeting—as circulated
Business arising from minutes
Reports:
e  President
e Treasurer
e  Mediation and Advocacy
Special resolution motion—as circulated
General business
Election of incoming committee
Special Guest Speakers:
e Dept. Housing and Public Works: Presentation and Questions
e Launch of website or report on Right Where You Live project

Closure of meeting

Mix and Mingle plus gathering of Liaison Officers
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President’s Report

| am pleased to present my annual report for 2018.

This has been a busy and productive year for ARQRV and for the retire-
ment village sector in Queensland. In late 2017 the Channel 7 Four
Corners Report presented a damming expose on the retirement village
industry which sent a ripple of change through the sector.

Many of the State Governments were already in the process of review-
ing their respective Retirement Village Acts, legislating how villages op-
erate and the Property Council, representing the developers and indus-
try heads, was quick to respond.

In Queensland the government moved rapidly to roll out their amended
Retirement Village Act 1999, after a 5 year process of review, promising
Simillion dollars to ensure that people living in a retirement
village, or considering such a move, were aware of the stronger protec-
tions that were being legislated.

The Property Council responded to all the criticism by drafting an Eight
Point Plan and a Code of Conduct to which operators could choose to
voluntarily endorse.

ARQRV and other State resident’s associations were invited to partici-
pate in these discussions and while we supported the concept of a Code
of Conduct we do not believe that what has been developed
articulates clearly enough the principles of fairness, transparency and
the rights of residents. Given the fact that it is a voluntary code, it is un-
likely to bring about any far-reaching changes in the industry.

Continued on page 4

JUDY MAYFIELD

Judy is the President of the
association. It is her vision
to transform the ARQRV
into a robust and open
organisation, actively
supporting, educating and
empowering its members.
Her focus is on advocacy
and representation of the
community in the political
process. Before retirement
Judy was the CEO of a
disability support organisa-
tion

Under the Right Where You Live program, ARQRV have
addressed over 780 retirement village residents about the

recent changes to the Retirement Village Act 1999.

If you would like ARQRYV to visit your village and host a

session on the changes to the Act, please contact ARQRV.
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Continued from page 3...

However, as a result of what was occurring in the sector, ARQRV along with 4 other organisations (COTA,
National Seniors, Associated Residential Parks Qld and Tenants Qld) shared S1million dollars as part of
the government initiative to keep residents informed of their rights and the legislated changes to the
Acts governing the operation of their living arrangements.

ARQRV has been very active in developing resources, building membership, and providing information to
members about the amendments to the Retirement Village Act 1999. Government has been supportive
of ARQRV becoming a strong voice for residents in retirement villages and continuing to act in a support
and advocacy role to ensure that residents are heard, and their concerns dealt with. We are aware that
the funding we have received will not continue past the 18-month life of the project and membership
fees will once again become our only source of income. Hence, we are very keen to grow our member-
ship and we invite all our current members to think about recruiting one new member in their village to
help us to grow.

Through our newsletters, we have kept all members informed about the project and elsewhere in this
report you will hear more directly about what we have been doing.

| would like to take this opportunity to thank all our members for their support of the work we do, thank
you to those who have so generously sent us a donation and thanks to those who have invited us to visit
their village. To those members who have come to us looking for information or assistance, | do hope we
have resolved your issues. | know we don’t always achieve the outcome you would have wished for but
we do our very best to get things sorted.

To my fellow committee members, thank you for your support and hard work during the year. We are a
strong team who work together well, accepting our differences and sharing some laughs along the way.
To our office administrator, thanks for the support you have provided to our members and to the
committee. Thanks also to the project team for their creative work in producing such amazing and
professional resources to benefit members. We will ensure members will be easily able to access every-
thing that has been produced.

Finally, | am pleased to welcome GPS Investments as a sponsor of our organisation, we are delighted to
have them on board.

Coming soon...

A brand new, fully comphrehensive

‘RESIDENTS COMMITTEE MANUAL’
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Mediation & Advocacy Report

Without question the most important event in the past year as far as re-
tirement village residents are concerned was the passing into law of the
amendments of the Retirement Villages Act 1999.

Two of the amendments came into effect on 10" November 2017. The
compulsory buy back clause (S63 (1) (c)), which is retrospective - mean-
ing that current residents will benefit from this provision - requires
scheme operators to repurchase a unit which has remained unsold for
18 months, is now in effect. Any units that were on the market on the
day of proclamation started their 18 months on that day. Several scheme
operators are taking steps to get unsold units sold, or otherwise
disposed of, not wanting to face a huge bill come 11" May 2019.

However, before we all start getting excited, and the kids start booking
their overseas trips from their anticipated inheritance, all should be
aware of section (S171A (1)) tucked away later in the revised Act. This
clause allows an operator to appeal to a Tribunal to extend the 18
months for reasons set out in S171 (2).

To further complicate matters S225 (Review of operation of s 63(1)(c))
has been added to the Act which is to “determine the impact of the pro-
vision ... by a panel of not more than four appropriately qualified persons
appointed by the Minister ... to start no later than 2 years after com-
mencement”.

Continued on page 6

Reminder !!

Zi

MIKE FAIRBAIRN

Mike is a Vice President for
ARQRV. Mike was formerly a
manufacturing director of an
international company re-
sponsible for 600 employees
in three locations. He is ac-
customed to dealing with
issues relating to industrial
and commercial law and reg-
ulations. A good grounding
for ARQRV advocacy work.

Your $30 Annual Membership Renewal is due

by 31st December 2018

(Life Members do not need to renew)
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Continued from page 5...

The second new provision covers the rights and obligations of scheme operators, residents and others
(S134 to S136). Of interest is the requirement that a scheme operator is now required (S135 (2) (f)) to
“within 21 days after receiving relevant correspondence ... give ... a complete response to the relevant
correspondence”. Since coming into effect (and our having drawn attention to the new requirement)
scheme operator’s responses to ARQRV correspondence has become much sharper. These sections in
general cover the conduct of the scheme operator (including village managers), the residents and others
within villages regarding their interpersonal exchanges with each other. Most specifically, these sections
have been designed to eliminate cases of bullying by both the operators and residents alike. It remains to
be seen whether they achieve the desired effect!

The remaining changes or additions to the Act are scheduled to come into effect progressively up to early
2020.

We continue to receive calls from residents asking questions the answers to which they could find for
themselves by reading their PID. Can | please ask members to check their documents before calling us? All
PIDs are different, even within the same village, making it impossible for us to give answers to some
questions without sighting the member’s PID.

In the past year, we have had some major financial successes for our members. Nearly all of these
successes were subject to the member (and our) having signed a confidentiality agreement (or a “gagging
order” as one member called it) which prevents our use of a successful outcome as a precedent for subse-
guent disputes ... and our being able to let our wider membership know of these successes!

In closing, can | say thank you to those members that have had the good grace to say thanks when we have
achieved a successful outcome on their behalf and most especially to those that chose to make a donation
from their windfall to the association?

THERE ARE 319
REGISTERED

ARQRV HAS A TOTAL OF 6805 MEMBERSHIPS RETIREMENT

(THIS INCLUDES PARTNERS AND SPOUSES) VILLAGES IN
QUEENSLAND




STEPHEN IRVING

Now retired after two careers as a
high school teacher and a TAFE
librarian, | enjoy writing articles
promoting my interests. They in-
clude ARQRV, Table Tennis and the
Entertainers’ groups at the Been-
leigh & Districts Senior Citizens
Centre. Travel (particularly cruising)
and singing (including karaoke) also
give me great joy.

JAN SULLIVAN

Prior to joining ARQRV in late Octo-
ber 2017, Jan had a long career in
Credit Management within the Build-
ing Industry where she was highly
regarded for building good relation-
ships with customers.

As part of the ARQRV membership
team, she is responsible for the
upkeep and entry of membership
details into Zoho and payments into
Xero, ARQRV'’s two databases.

Jan loves her grandchildren to bits
and enjoys spending time with them.
Jan also loves travelling overseas, in
particular to Bali where she can read
a book, sunbake or swim and sip on
a cocktail, all at the same time.
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Treasurer’s Report

The 2017-2018 year has again seen a decrease in both Life and Annual Membership fees,
and an increase in expenses. This year, the ARQRV office relocated to a larger office with-
in the same building which can accommodate the monthly ARQRV committee meetings.

The state government grant has allowed additional staff to be employed and trained to
publicise and promote the amendments to the Retirement Villages Act 1999. This grant
will help to reduce some of the office expenses.

The advertising, public and retirement village meetings to outline the new amendments
will hopefully also result in additional members.

Again this year, the costs for disputes has decreased though the travel expenses incurred
have increased slightly.

New promotional materials have been produced with additional fact sheets to be written
in the next financial year.

Additional members will be required for the advocacy role of the ARQRV to be expanded
to cope with the variety of new contracts now available from scheme operators. More
disputes may arise as scheme operators implement the new amendments. However, the
ARQRYV still has adequate assets for the next few years. | would recommend the same
audit company for the next financial year. Whitehouse Audit Pty Ltd (part of the Viden
group of companies) Level 1, 195 Hume Street TOOWOOMBA.

Membership/Administration

My focus since my commencement with ARQRV has been to improve the office manage-
ment, procedures, systems and of course the database. | have also endeavored to
improve and/or streamline procedures and design new forms.

You may be interested to know that our current membership subscription is 4253 (which
equates to 6805 individual residents). This is made up of 1544 annual members subscrip-
tions (102 down from 1646 this time last year) and 2697 Life members subscriptions (180
down from 2877 this time last year). A total of 338 members subscriptions were not
renewed. This is made up of 224 annual membership subscriptions who chose not to
renew for 2018 and 114 annual subscription who for one reason or another no longer
reside in a retirement village.

As you can see, | am all about the numbers. After all, that is what keeps the Association
running. Having a credit management background, it is important to me to accurately
monitor the Association’s bank account. And | do like to make sure that every dollar is
accounted for. Unfortunately, | did inherit some anomalies with the bank deposits and
membership subscription which | have yet to sort out. This is why, it is so important to
put meaningful references on your bank deposits ie surname, unit number, village name.

| do enjoy communicating with members and our Liaison Officers via phone and email and
| am always available to assist in any issue that may arise. In my view, our Liaison Officers
play a huge part in managing membership applications and renewals and | congratulate
them on the ongoing work they do for ARQRV.
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Mediation & Advocacy

Amongst many varied issues there have been two main issues for residents

in the past year:

1.  One of the larger scheme operators, featured in a television
programme last year, has caused a lot of angst amongst many
residents in various villages by re-selling freehold residences as
leasehold. One of the main concerns of the residents is that when

BARBARA IRVING the operator has purchased over 50% of the freehold residences,
then at a Body Corporate meeting, the operator would have the
Barbara is a Vice President for majority of votes, leaving the residents with no power to vote

ARQRV on this her second
time around on the Com-
mittee. Her main focus is on

against the operator's wishes. It may be necessary for residents to
remind the operator that under the Body Corporate & Community

advocacy for the Residents in Management Act (Standard Module), all Lot Owners (Residents) are
Retirement Villages south of entitled to a vote. This means that if a couple are both named on
the Brisbane river. Her past the Contract as owners (joint tenants), they will have one vote EACH,

careers have included secre-
tarial and reception work.
After retiring she took up
voluntary work in counselling
and palliative care. 2. The other major issue was volunteer insurance. Many residents take

it for granted that if they volunteer to do a task in the village e.g. roll
the bowling green, barbecue a breakfast for the residents, cook in
the kitchen, move furniture, etc., they will be covered by the scheme
operator's insurance if they should have an accident and all expenses
will be covered. Not so.

unlike the Retirement Villages Act that states one vote per UNIT
(unless changed at a special resolution meeting).

You may end up with large 'out of pocket' medical expenses. It is essential that you check with the village
manager as to their policy before volunteering for any tasks within the village. The residents
committee should take out a 'volunteers' policy to cover any resident that may volunteer to do any work if
the scheme operator's insurance policy doesn't fully cover residents —and most won't!

The budget also comes up at this time of the year and many queries have been made regarding voting for
General Service Charges well over the CPI. If you do not agree with the increases, you do not have to vote
'ves'; you are entitled to vote against the line item and perhaps ask if there is a more cost effective alter-
native service.

It would be remiss of me not to thank our 'experts in the field', but not on the actual committee and they
are;- Bruce Evans, John Scouller, Ernie Hatton and Hilton Conroy. Thank you for all your expert help
during the past year. Also, many thanks to Mike who does a sterling job in the north of Brisbane river and
seems to work twice as hard as | do!

Check out the new ARQRV website at...

WWW.ARQRV.ORG.AU
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Committee Members

lan is a Committee Member for ARQRV and was formally CEO for the
Australian operations of an international company in the property and
construction industry. lan has experience in contractual claim dispute
resolutions and assists Mike in mediation and advocacy work. Since
retirement, lan has enjoyed extensive volunteering experience in the
local community.

IAN WALLBANK

Prior to retirement, Brian, along with his wife Diane,
successfully owned and operated, a trucking business, coach
company, four hotels, a 200 bed resort and a very large ship
brokering business. Most of this was conducted in south
east Queensland. Having a large chequered and success- .
ful history, in many varied businesses, Brian recently took a A 4;:4;”

position on the committee, as well as assisting many new / / \

residents to fully understand the benefits of ARQRV in his
Retirement Resort. BRIAN MCKAY

role as liaison officer  for Beachmere  Sands

Thea is the Secretary for ARQRV. In the past, Thea has
undertaken roles in the area of management development and
corporate creative writing. Thea holds a few degrees, one being
management (Oxford) and others are in the science area related to
history and philosophy. Thea is also a past chairperson of her
current retirement village.

THEA BIESHEUVEL

Before retiring, Peter had a long career in the telecom-
munication industry. He is responsible for dragging the
committee, sometimes kicking and screaming, into the
21st century of Information Technology. Peter is also
part of the membership team and assists in the ARQRV
office. He has a love of music and travel.

[ —

PETER SMYTH




RAY JORDAN

Ray has a passion for gardening
and grass mowing (a bit unusual for
a resident of a retirement village)
and he also enjoys helping others.
He is a Community Educator with
COTA as part of the Queensland
Government  funded Building
Consumer Confidence Initiative and
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Building Consumer Confidence Project

ARQRYV is one of five peak organisations funded by the Queensland Government under the
Building Consumer Confidence Initiative to improve the understanding by seniors of their
rights relating to their living arrangements.

The initiative provides an opportunity for ARQRV to undertake some practical operational
improvements that go hand in hand with overall aims. These practical improvements will
enable better service to ARQRV members with new information technology both at the
coal face in the office and externally by delivering a new look web site with refreshed top-
ics, links to services and organisations that provide further information and assistance,
and an online membership and payment option. The initiative also provides an opening to
raise the profile of ARQRV by government-endorsed direct contact with scheme opera-
tors, and village managers and industry groups.

A comprehensive Residents Committee Manual is being produced for distribution to all
interested villages, to assist committees better understand their role and operation. It
also provides valuable information for residents establishing a residents committee in

he will be visiting retirement villag-
es and community groups in south-
east Queensland. Ray is currently
employed by ARQRV under the
initiative and has been busy beaver-
ing away on their new website and
a new residents committee manual.

their village for the first time.

Building Consumer Confidence Project

Since joining ARQRYV, | have focused my attention on building membership and
recruiting new Liaison Officers (LOs) in villages where we have not previously had a LO
presence. | have contacted all retirement villages in Queensland where we currently
have no ARQRV membership and offered to send promotional material to create aware-
ness of the work that ARQRV does and how it can help members. | created a new
ARQRV poster that is sent out to any village that requests advertising material.
Additionally, | have produced a comprehensive LO Handbook to assist LOs with their
duties. This handbook was well received by all LOs. At the time of writing, | have begun
to arrange LO workshops which will be held in in the coming months. At these work-
shops, we will discuss issues that are important to all LOs and it will also be a chance for
LOs to meet one another. Another initiative that | have commenced is the bimonthly
‘LO News’ newsletter. This electronic newsletter will be sent to all LOs every two
months and will contain important news and information for all LOs. It will also feature
a different LO each month with a short introduction and a photo of the LO.

With the rebranding of the ‘Building Consumer Confidence Initiative’ to ‘Right Where
You Live; Better Rights for Retirement Living’, | have produced a number of fact sheets
highlighting some of the amendments to the Retirement Villages Act 1999 that have
commenced. These fact sheets are available on the Right Where You Live website at

www.rightwhereyoulive.org.au

My role is all about growing membership and recruiting LOs to help build and maintain
a strong membership base for ARQRV. Being a Life Member myself, | feel the role that
ARQRYV plays in helping residents of Queensland retirement villages is vital. We all want
to feel happy and secure in our choice of retirement village lifestyle and having ARQRV
there to help if the need ever arises, gives members a certain peace of mind.

ANGELA JORDAN

Employed as part of the 18
month Building Consumer Con-
fidence Initiative funded by the
Queensland Government De-
partment of Housing and Public
Works, her role is to actively
build ARQRV membership and
grow our Liaison Officer pres-
ence in Queensland retirement
villages.  Before commencing
part time work with ARQRV
Angela was enjoying full time
retirement from the Queens-
land Public Service. She also
spent a considerable number of
years in the banking industry.
She enjoys golf, cooking (or at
least watching cooking shows)
and has travelled to England,
Europe and Russia.
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Z The Association of Residents of Queensland
A RQ RV Retirement Villages Inc
OUR VISION OUR MISSION

To be Queensland’s leading advocacy To provide representation, information

and support to members that allows

them to live a life of quiet enjoyment in

organisation for residents living in a
retirement village

the retirement village of their choice
OUR GOALS
To ensure legislation protects the rights of all OUR FOUNDATION
=~ retirement village residents
2 To advocate and support members # A competent committee
2 To inform members of retirement living issues _ Effective and efficient practices
y) Iicrl;r;(;rease awareness of residents' rights in a y Commitment to growth and on-going

development of the Association
To offer information and training to residents'

~ committees

2 To educate and empower members

ARQRYV is proudly sponsored by:

LI
ﬁ»:r;? ( ‘i PS Investment
y Fund Limited

L. [ -

If you would like to know more about GPS Investment Fund Limited,
visit the website at www.gpsinvest.com.au or call 1800 999 109.
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Our strength and effectiveness relies on a strong membership base. We encourage
residents to join us to form a strong and active voice for residents in retirement
villages. Annual and Lifetime memberships are available.

Please contact us if you would like to know more.

General enquiries: Membership enquiries:
Email: enquiries@arqgrv.org.au Email: membership@argrv.org.au

Phone: 0437 906 074 Phone: 0429 098 417

Postal Address: Web: www.argrv.org.au
PO Box 5057 ABN 138 466 73994
BRENDALE QLD 4500 A 11602

Office hours may vary, if there is no answer, please leave a clear voice
message and your call will be returned at the earliest convenience.

Have you considered volunteering for the ARQRV Committee?
As the number of retirement village residents in Queensland
is increasing rapidly, so do the number of ARQRV members.
The services we offer to members is also 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
protected. You do not need to live in Brisbane as you can attend the monthly
committee meetings via teleconference.




