
DISPUTE RESOLUTION & DEALING 
WITH CONFLICT

HOW TO ADDRESS THE SITUATION

• Thinking time - Take some time to think about exactly what the dispute is. 
i.e. The carpets have a hole in them. The tenant wants to patch it or pay 

compensation, the owner wants the entire room replaced.

• What is the legislation regarding this situation, what does the act say? -  i.e. 
The carpets need to be returned to the same condition they were in when the 

tenants moved in. However, the tenant does not have to leave the property in a 
better condition than it was in at the start of the tenancy (e.g. require carpets to 
be steam cleaned when this wasn’t done before they moved in). So if the carpets 

are old, then replacing them with brand new ones is not an acceptable option 
and in this instance the options would be to a) have it patched up, or b) pay 

compensation to the value of the patch amount or other.

• Have you done the right thing and everything by the book? - This is an 
important step, if you are at fault in this dispute it is time to put your hand up 

and own it. What is the worst thing that can happen? There is no point wasting 
time on a dispute if you are actually the cause of it or the business is the cause of 
it.  Don’t waste energy and time covering it up, you’ll earn more respect and self-

respect for fixing it rather than playing the blame game.

• What is morally or ethically correct? - i.e. The tenant has only just moved in, 
but has lost their job and can’t afford rent any more. They want to leave due to 

hardship, but they have 5 months left on their lease and the owner doesn’t want 
to let them out. Do you battle on with them and waste time continually chasing 
up rent arrears? Or risk them applying to QCAT? Or do you negotiate a break 
lease fee or compensation fee to the owner to re coup owners costs and let 

them out of the lease? If you put yourself in their shoes, what would you want? 
I’d want to be let out of my lease  and morally and ethically this is probably the 
right thing to do. It is a tough conversation with an owner though. (see below 

some tips for tough owner conversations).



• Put personal feelings aside - The tenant or the owner may have lied to you, 
been unreasonable and unfair, however, this needs to be put aside when it 

comes to dealing with a dispute. You might want the tenant to pay for something 
simply because you don’t like them, but at the end of the day you’ll just waste 
more time and energy arguing something that you are wrong about anyway… 

and Karma is always around the corner.

• Seek out a Second opinion especially for the GREY AREAS - There are so 
many grey areas when it comes to the legislation and tenancies and until you 

deal with everyone of them (which is impossible) you won’t know which way to 
solve your dispute. Definitely, don’t put off dealing with it because of how hard 

it seems, seek the advice of the other members of your team and discuss it 
with them, 9 times out of 10 someone else has already dealt with this situation 
before and will have the answer for you. If they don’t escalate it higher and get 
a resolution as quickly as possible. Be prepared or open to accepting a differing 

opinion.

THE KEY IS PUTTING TIME ASIDE IN YOUR WEEK EVERY WEEK TO DEAL WITH 
RESOLVING DISPUTES, SOMETIMES YOU HAVE TO RE VISIT THE SAME DISOUTE 

MULTIPLE TIMES. 

Make a decision and determine the best course of action to deliver it - 
Communication is key here, so some tips to consider:

• Make sure the owner and tenant are on the same page – DON’T PLAY THEM OFF
• Use your street smarts when it comes to delivering your decision
• Be apologetic and sympathetic – you’re on their side, unfortunately the law is the 
bad cop etc
• Listen to both parties responses (they will argue still in some instances) and advise 
them you understand, but this is the decision that has been made
• Advise them to seek out the RTA or our head of property management to discuss 
further
• Don’t get emotional, you’ve made the right decision trust it
• Put everything in writing to all parties.



WORKSHEET ON CONFLICT AND 
DISPUTE RESOLUTION

The questions you need to ask yourself before you implement your decsion. 

1) WHAT IS THE DISPUTE/CONFLICT I AM DEALING WITH?

2) WHAT IS THE LEGISLATIONS OR WHAT DOES THE RTA SAY ABOUT THIS 
SITUATION?

3) WHAT MORALLY OR ETHICALLY IS INVOLVED HERE? (IF I WAS IN A 
PERSON’S SHOES WHAT WOULD I EXPECT?) PUT PERSONAL FEELINGS/

EMOTIONS ASIDE. 

4) WHAT HAS MY TEAM SUGGESTED I DO? 

5) WHAT IS YOUR DECISION? (I.E. THE TENANT IS GOING TO HAVE TO PAY 
COMPENSATION FOR THE CARPETS). 

6) WHAT AM I GOING TO TELL THE OWNER/TENANT OR TRADESPERSON? 
(BULLET POINT YOUR ACTIONS)


