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Research is Only as good as what you do with it
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CHU actions from last year’s research

Rebranded and
repositioned our
insurance
businesses

- NCHU -

Developed tools
and resources to
support owner
knowledge gaps

Kicked off our
strategy for
committee
education

Added a new
owner resource
hub to our
website
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We spoke to people

ooooo o
s i | oo ooooo 31% 26% 28%
® //SchittsCreek PN o|oo|o 88888 15%
v oooo ojoo|o ooooo
Omfm o|lml|o M -
2-5 lots 6-20 lots 21+ lots <$500K $500,000 - $750,000 - S1IM +
44% 33% 23% $749,999 $999,999

63% 84%
37% . 6%
- |
Strata managed Self managed Owner occupied Investment property
{
1\
é‘ ' Broker/Direct
A [9)
| DON% KNOW THESE PEOPLE 46% 4%
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Direct Insurance purchase Insurance Broker
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Three different mindsets

Active Pragmatist
39% 42%

“l want detail as | want to “l want to make the
make the best decisions” right decision”

Who would
they be in...

Schitts

>

Disengaged
19%

“l want to know ['ve

got what | need”




Which is the
happiest customer? k

N CHU




Highest strata
manager
satisfaction

Most satisfied
living in strata

-Highest trust in

. Highest trust in
. their strata 5

their broker

manager
AL , ' -/ \. e J
(" Highestwitha | o | A
regular | nghgsi property
maintenance e c
rating

action plan




i\ They know a lot,
) which is why they trust you

* | have a strong level of knowledge around the requirements of strata
insurance

* | would prefer investing more in property maintenance if it reduced
insurance costs

* | am aware of the level of cover we have in place for our property

Disengaged

* |'d appreciate getting advice from our strata insurer on maintenance
and managing risk

* | am confident in the sum we have our property insured for

* Having strata insurance gives me peace of mind Pragmatist

* | am confident our building is maintained satisfactorily to not
compromise any future insurance claim

* | am aware that strata insurance is a mandatory requirement

I \ CH U 'Q16. Please indicate your level of agreement with each statement about your strata insurance.




The pattern is clear

Knowledge Satisfied

-+

Owners
Control

N CHU




Are Active owners making all the decisions?

| am an active member of the strata committee / | actively participate in all body
corporate meetings and play a key role in decision making

Active Pragmatist Disengaged

CHU
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Creating more Active owners



Engaging the Disengaged

CHU

Who’s Who in Strata

780 TheSmata Committes
A smoll graup of vobuntuss cwnars .,l

alocted o make day-to-day decaans
anbehof of the bady carparate

The Body Corparate The board of directors e

{Erwners Corparation — awnars who put their hand up fo The Building Mamager
Tha lagal entiy that ko things running. Loaks after the physcel
ncludas avary lat upkeap of the building

awner in tha building
It's responsible for

— cloaning, repairs,
wradespecple, and shored
fachtes. Not every
buikding has cre:

k of 1 as: The hands-
an persan who keeps the
building in good shope.

abligotians

nk of it as: Tha
company that runs your
building — and every

awner 5 a shorsholdar.

il
The Insurance Provider
(Insurer { Underwriter)
The company that issues
the policy, assesses your
building's risk, ond pays
outif samathing goes
wrang.

1!
The Strata Manager
Aprofessicnal hired
10 handa the cdmin
~ maatings, finances, -
recards, insuranca, and
comgliance. Thay'ra
the central paint of
contact for the cwnars
corparation.

B
=i

Think of it as: The
company that carries the

[ Feanal sk cnd cavrs
s whan it counts.

The Insurance Broker
Aspacalist adviser wha halps masch your bulding's
insurance neads with cavar and supports you thraugh
daims.

The professionc
adminstrator who
keaps the business
side of your building
running.

T Your bullding's insuranca axpart — they find
the -\o:t_,-ond hove your back f somathing goas wrang

chu.com.au

CHU

Resldentlal Strata

Your building is covered

Building Sum Insured is $x0000¢
This was last updated MM DD YYYY
The insurance cover for your building includes

v v
v v
v

$300k (minimum)

m Glass Breakage
Fidelity Guarantee

$250k (mlmmum)

v [EJ Office Bearers Liability '
Powar Surge V
% $5M (minimum) We can help
v

with that

Optional chu.com.au
$10k or $20k (per lof)

g Lot Owners Contents

chv.com.au

Placement of
co-brand logo

Maintenance Checklist

Property maintenancs doesn't have a one siza fits alllit, hers you can find an example of the tasks to check off, and
when 10 do them. You should always consider the needs of your building and adjust your maintenance accordingly.

Always engage licenced and f when undertaking work: d your roof, electricity and plumbing
Every Month Evety's Months Every 12 Months
Visual inspection of comman Phimid losmact viaEl Fullfire safety certification:
property ot hazards (kghing: o ey S hot e Engage licencad fire
trip risks, laaks). oyl services provider for annual

Generol cleaning of foyers, bulges, o discolouration. v -

stairwalls, lifts, and car parks. Raoh Check mambranes, ties, lnwmlmolmwlw‘ ;Zheck :
heck rubbish areas flashing for leaks or wear. A (CHVER SIVR ) SONIEROIS, SN
Corchiiphsub Sy oremaonape | oodngcondbon
compliance. inspection before summer HVAC systems: Sei
storm season, and one ducted air conditioning or
:hen’lo c:'cr;(n;w 1::":9; shared ventilation.
ular checks for blocke )
Every 3 Months o ootk oo e Elevator load festing:
e wear prevent premature Annual certification by lft
Trim hedges, clear garden replacement of membranes or service provider.
debris, check for overhanging tilos. Extends the life of one of Plumbing: Internal fixtures,
branches. the most expensive common flexi-hoses, hot water

. property assets, Always
Common area cleaning: engage a professional to
Daep clean foyers, carpats, Wiec Your 6ok
stairwells, and windows.

system, visible pipes &
valves, gutters, drainage
and water pressure.

Electrical: Full electrical

Electrical: Push button test

Pest control: Inspact for RCDs (safety switches), system inspection (wiring,
signs of rodents, termites, or inspect common wiring and load testing, thermal
cockroaches. switchboards. A 6-month imaging for larger schemes).
Guttets b cycle helps catch problems

I works plan update:

before summer storms (when
Review/update 10-year

rains: Claar
blockages befor |
R e e lightning and surges are more

rain. Check our gutter guide

for more information. common) and before winter Maintenance Action Plan.
(higher heating loads). Commmign s
Car parks & driveways: inspection: Walkthrough of
Inspect surfaces for cracks, basements, gardens, pools,
potholes, drainage issues. gyms
systems: Check Safety audit: Slips,
operability of intercoms, trips, handrails, lighting,
cameras, door entry systems. accessibility checks.
l;eeP asimple calendard shared Pt & kb Sk chc W Pgerae
etween committee and sirata bl ol i A S
g lek off activities, record il g s pla
who completed them, and file arrangements.

reports/invoices for insurance and
audit purposes

chu.comau 1




Activating Pragmatists

Placemaent of
<o-brand loga

N CHu

@] Case Study
Lot Owmers
Homes

Whatisa

Maintenance Action Plan (MAP)?

A Maintenance Action Plan (MAP) is a readmap for laoking after a strata building. It sets out what needs 1o be
checked, xor), or upgradad — and when — o fhe building siays safe, oficiant, and valual
Without a MAP, committess and managers can fall into reactive mode: waiting for things to break and then scrombling
1o repair them. A MAP shifts the approach fa proactive management — identilying risks early, spreading costs over

Lot Owners Contents Insurance

Just after the middle of winter, residents of a strata building in Victoria reported
significant floeding in the common area of the property, which caused extensive damage
1o nine residential units.

What a MAP
includes

Asset list - the
major systems and
foatures in your
building (raofs, ifts,
plumbing, fire safety,
gordons, car parks).

Condition check -
current state and last
inspection.

Risk rating - low,
modium, of high
likolihood of fallure
or domage.

Actions needed -
rapairs, upgrade
inspections, or
raplacamants.

Timelrame - when
the action should
happen (quarterly,
annually, within 5
years).

Responsibility - who
will do the work
(which suitably
qualified contractor)

chucomau 1

time, and avoiding nasty surprises.

Example MAP
;;::‘f Condition  Risk :cﬂ L Ti ™ Responsibility
om Lovel  Requi
Seal cracks;
Raof  anes ::’&’({’5‘"” Maedium (ol Annual Contractor
Fire hydrant Routine Fire ssrvices
o™ Good  Low (U Monbly [

Plumbing  Paor Prioryto

(Rebhoses) (ageing) MM Baplace o tag Plumber

Lifta Good Medim M 2 years Lift company
Trim and ' Gardening

Garduns Good Low maintain Ongoing confractor

Why MAPs matter

« Provide clarity and accountability (no confusion about who fixes what, and whan).

+ Support better budgeting — costs are spread over years rather than lump sums.

+ Improva salaty and insurance outcomes — regular checks can reduce claims and
premiums.

+ Koop owners and residents confident that their building s well looked after.

Q CHU

Time was of the essence, given the health risks and
potential further property damage associated with water
leak contamination and meuld growth

Unable ro isslate the source of the laak, the firs brigade
shut off the water supply fo the enfire building. The
flooding was traced 1o @ rupture in the gray water
racycling system. Givn gray water is contominaed, the
<arpets were unsalvageable, and needed fo be replaced

CHU arranged temparary accommodation for residents,
to allow for the removal of looring, installation of drying
equipment, and stripping of damaged wall linings and
fixtures.

All units had carpeted bedrooms requiring urgent
removal 1o prevent the onser of mould. Any delay in this
process can considerably increase the extent, cost and
Guration of o dlaim/repair.

How CHU can help

Now thar CHU has introduced Lot Owners Cantents
Insurance, owners no longer have to wait or worry about
the cost of repairing or replacing furnishings, like carpet,
in their unit when it's impacted by the same building
dlaim.

In the event of a claim like the one in this examele, cur
expanded coverags minimisss disruption and allows
owners to dedl with one insuranca team, simplifying the
claims process and allowing residents fo get back fo their
regular life as quickly as passible.

@

ion Multi Award 24/7 Claims Process and

properties protected Winning Emergency Horline

Find out more

Ifyou have any questions about sur cover, pleose contact us

Phone 1300361263

Email  info@chu.com.au

y.com.au

CHU Residential Strata Insurance

This market-leading residential strata insurance now includes Office Bearers Liability;
autematically covering strata committee members in the event of legal action

In what sconarios would Allegations of bullying

Office Boarers Liabllity apply? After a strata committee raised performance concerns
with a contracted coretaker, that caretaker lodged

Allegations of improper dealings a claim of bullying with the Civil and Administrafive

An apartment owner commences legal acfion against Tribunal. The strata committee member whe raised the

a committee member who authorises past control issue on behalf of the commities has been persanally

expenses in part of the property, including the Commitiee  named in the complaint.

member’s own apartment az well as some commen Insituations like these, CHU Office Bearers Liability can

areas. The action alleged that by approving their awn provide cover for.

application for usa of the strata capital works budget

roFund the expensas, the commines member made The cost of defending actions against Office Baarers

improper use of community funds for their own benefit + Damages awardad against Office Bearers
Disagreements related te works approvals « Compensation payable to setile actions against
After leading the projectto install new security cameras Offics Bearars

ta reduce risk in comman areas of the property, a srata .+ Accessto ourpanel of experienced lawyers
committas membar is now being accused by several of

their neighbours for privacy breaches. This is despite the  Find ot more: chu.com.au

new cameras being approved by vate atthe last mesting

of residents.

Disagreements over committee decisions.

At its last meeting, the strata commitiee voted to defer
some essential maintenance to the roof of the propery.
One owner didn't agree with thar decision and ladged a
Civil and Administrative Tribunal case against the strata
committee and its Chair, claiming they are negligent,
should be removed from their positions, and held
personally liobls for any costs should damage 1o the raof
worsen.

chu.com.au o/




Keeping Actives, Active

CHU

2025 State of
the Strata Market

October 2025

CHU

Cyber cover factsheet

Automatically included and providing bodies corporate with
protection against social engineering.

What Is sodal engincering?
A type of cyberfraud, social anginesring
involves a third party impersonating a
trusted contactto mrick a bady corparate
member inte autharising payment 1o the
wrong account.

CHU's new Cyber cover pratects against loss
or damage arising frem sacial engineering
froud, provided the event relates o the body
corporate’s usual activities.

Who Is profected by CHU's Cyber
cover?

Members of the body carporate, including
office bearers and committee members, and
lot/unit ownars.

Whers In the Product Disclosure
Statement (PDS) can | read more
about Cyber cover?

Saction 4 - Fidelity Guarantee of CHU's
Residential Strata Insuronce Plan has now
been expandsd to Section 4 - Fidality
Guarantes and Cyber.

What limits of cover are available?

Cyber cover is automatically induded up to
$50,000 for any one loss during the Period of
Insurance.

Is thoro any oxcoss payable In the
ovont of a claim?

Ifan Excess has besn applisd o Section
4 - Fidelity Guarantes and Cyber, this
will be shawn on your Policy Schedule and
deducted from any claim.

Claim scenarios examples

Examplo 1:

A strata managing agent
recaives a manthly gardening
invoice from ABC Building

e
thosa used for historical
payments.

The strata manager felephones.
the supplier at the contact
mumber shawn on the invoice,
and the supplier confirms that
the bank details ars corract.
Payment is made.

Sometime later, ABC Building
Sarvices chasas up payment,
and it becomes apparent the
invoics had baen intercapted
by athird party, who hod
misdiracted the funds by
changing both the bank
account number and contact
datails.

Aa the strata manager had
established authenication
procedurss, the body
corporata was able to make
claim under the Cyber saction
of CHU's insurance palicy.

Alot awner, as per usual,

strata
The lot

for previous payments.
Six waeks later, the lat owner
raceivas o follow-up nofice

averdue. They contact the:
strota manager fo discuss,
and itis discoverad that the
funds were ransferred fo an

avidim of a hacker nlm
ed the strata levy
nd changed the
unt detoils.

e purpase f tis documant bt provide some addionalnformatian cbout he cutomatic nclusion ofcybersurance Inour
IMEE2-05

Reildemla\ Srara Insurance Plan PDS Qi

This document does not form part of
willb

d s not used In ihy of insuronce claims. Any Insurance claim
la law.,

ané Palicy Word

and appiicab)

Fleose read the current PDS and Pullq'Wmdlng und Policy Schedul for full desalls of the ferms, condiions and exciusions.

1Fyou have any

chu.com.au

11300 361 263 or Info@chu.com.au.

amI0ess

m Penny Place Apartments
When Malice Becomes a Major Loss:

THE SITUATION

©On the evening of Saturday, 19 July 2025,
witiple fire hydrantsin the northern
airwell of Penny Place Apartments

ware moliciously released. Hundreds of

thowsands of litres of water flooded Levels

4-23, cousing damage ocross naarly every

floor. Police atiended and amrested the

person responsible

The impact was immed

Common hallwa:

badly -:Ik-:md FI!E-I'\:IYHd"G” Imm-;s h-:d
o be stripped o Imdr) rhzsrm(mriund

that nigh.

AT A GLANCE

Malicious relacse of fira hydromrs
flooded 19 floors

152 units affected

All residents evacuated and
temporarily displaced

CHU Assess on the ground within 24
hours

Dedicated owner communication line
established from doy one

Zero cumpluns raceivad throughout
the entira dai

All residents wera home by the first
waek of Septembar

THE COVER

Penny Ploce was covered under CHU's

Residensal Strata Insurance policy. All
nrdumupucscmﬁ-msd asa direct

resul of the incidan. C

Malicious damage - rupmr-:nd

reinstatement of affected common areas

and units

‘Common property repairs — fire-roted
walllinings, fire doors, hallways and
alevators

Loss of rent and femporary
accommedation - financial support for
ownersand tenants while the building was
out of

A Strata Claim Story
HOW WE RESPONDED

CHU Assess was on site siraight away. We met with owners, listenad to
their concarns, and gar 1o work. Within 24 hours, we had o full specialist
team in ploce:

« Crawlord & Company - Loss Adjusters & Forensic Accountants

= TSA Riley - Project Manogement

« Imparta Engineers / Halliwell {James Cibich) - Structural Engineer

« WSP Australia {Diylan Gomer & Michael Taylor) - Occupaional Hygienists
= HPG Building Services (Chris Hudson) - Builder

“We raised o §2,000 emergency payment fo svery lof owner as quickly
as passible to ease immediate financial pressure. We also put a security
guard on site—tha right call given how the damoge sccurrad ond fo
protect against any further risk.

HOW WE MANAGED THE CLAIM

Gatting repairs moving

“Wamade an early decision to autharise the builder 1o proceed on o cost-
plus basis. This meant work could start straight away, without waiting for
fixed-price quote that couldnt account for the full scope of domage. If also
meant any savings would flow back to owners.

Qur first focus was the common hallways and fire-rated wall linings —
gening these areas serted quickly alsa helped raduce woter domage
inside individual units. Restoring bath lifts was ancther early pricriry, os

it gave Irodespeople proper access across ollfloors and accelerated the
repair process.

Keeping 152 owners informed

In agreement with the Strota Manager, we tock direct responsibility for
communicating with the owners. Crawford set up a dedicated call centre,
and we created a separate email address and phone number so owners
and tenants could raach us directly with questions or to submit loss of rant
and temporary accommeodation documents.

Every Manday morning, ownars received a written update on rapairs.
Every Monday, we held an in-person pragress meeting at the Penny Flace
office — bringing together the adjuster, builder, engineer, hygienist,
project team, CHU, strata manager and the owners’ representative to work
through progress, timeframes and next steps fogether.

THE OUTCOME

Repairs moved faster than expected. A floor-by-floor re-cocupation
program allowed us 1o bring residents home progressively, well
ahead of the original schedule. Stripping the fire-rated woll linings
early also limited damage within individual units, reduding the
overall cost of internal repairs and lheunummanmdod tohald in
reserve for loss of renr and renans assisrance.

Throughout the diaim, we processed 65 loss of rent and temporary
accommeodation payments every month to keep owners financially
supported.

Evary rasident was home by the first week of September.
CHU received zero complaints across the entire claim.




- Download owner
resources here

- The 2026 CHU Strata
index coming in June
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