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Introduction

It's unlikely that you became involved in your club just so 
that you could sit on the committee... and yet, here we 
are. Many volunteer committee members took on the job 
because they felt that no one else would do it. Often this 
puts people into a position where they feel unprepared and 
unsure how best to tackle their new role. Even if they are 
actually doing a great job, because they learned by doing 
and from what they were told by other volunteers, the 
feeling might remain that they could be doing better.

The aim of this workbook and the Football Queensland 
Committee Coaching course is simple: to help you 
become a happier volunteer.

This workbook, to be used in conjunction with the Football 
Queenland Committee Coaching workshops, provides 
an overview of the major responsibilities you have as a 
management committee member. It has been designed to 
help you identify areas of your committee's operations that 
require improvement and to guide you in making decisions 
that will make everybody's job easier (and more fun!).

Each section of the workbook is supported by links 
to additional content on the CPR Group website. The 
workshop and workbook covers:

 � Governance
 � Incorporation
 � Constitutions
 � Sports governance principles
 � Committees
 � Meetings and meeting procedures
 � Record keeping
 � Financial management
 � Funding and sponsorship
 � Asset management
 � Volunteering and steps to volunteer management
 � Paid staff
 � Succession planning
 � Dispute resolution
 � Organisational performance

Participants in this Committee Coaching course are invited 
to seek more information about CPR Group’s Club TAGS 
program (Training in Administration and Governance 
Systems - www.cprgroup.com.au/clubtags). This program 
is helping happy volunteers all over Australia to run better 
clubs. Club TAGS focuses on the individual training needs 
of clubs and their committees with one-on-one support 
which ensures that clubs get the knowledge and skills 
needed to 'kick their goals!'.
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Any organisation with more than a few members cannot 
be governed conveniently by its membership as a whole. 
A small number of members are therefore elected to be 
responsible for the day-to-day running of the organisation. 
This group is known as the committee.

In Queensland, the primary committee of an organisation 
is usually known as the management committee. The 
management committee is elected to conduct meetings 
and make decisions on behalf of the wider membership, in 
just the same way that we elect local Councils and state 
and federal governments.

The term governance refers to the manner in which an 
organisation and its committees are governed or managed. 
Governance applies to each area of operation of a not-for-
profit organisation, including: 

 � Committee management
 � Meetings
 � Financial management
 � Accountability
 � Planning

 � Record-keeping 
 � Inward and outward correspondence
 � Legal structure (e.g. Incorporation, Company Limited 

by Guarantee)
 � Policies and operational procedures
 � Risk management

Governance is process-based, not people-based. This 
means that what is important is your organisation’s 
approach to governance, rather than the people filling key 
positions at any given time.

Essentially, there are two levels of governance:

The role of these two levels should be clearly defined. 
Perhaps the best way to consider each level’s roles is 
to think of the governance level (the committee) as the 
‘mind’ of the organisation and the operational volunteers 
(at the operational level) as the ‘hands’. For example, the 

1. Governance
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committee should spend its time on the club's strategic 
direction, including budgeting, facility planning and 
setting membership targets, while the coaches and team 
managers develop players to achieve their potential on the 
field.

Everyone in an organisation has a role to play in the 
area of governance. Simply by being a member of an 
incorporated organisation, members have constitutional 
rights and responsibilities.

The focus of good and honest governance should be the 
transparency and accountability of your organisation’s 
committee, volunteers and staff (if you have them). If you 
are operating according to your constitution, bylaws and 
policies, it is easy to implement sound and fair democratic 
processes for the benefit of all members.

There should be a clear link between responsibility and 
accountability. This means that any member of your 
organisation who is charged with a particular role or 
who has a particular responsibility should be able to 
demonstrate transparent accountability in the manner in 
which they perform their duties.

In remaining up-to-date with the operation of your 
organisation, your governance procedures should be 
flexible to suit your current situation and proposed future 
direction. 

The role of your club’s administrators (including your 
committee, volunteers and any staff) is actually quite 
similar to the performance of athletes on the field. If 
players were to just keep training the same way, year 
after year, over time their performance would not improve. 
Your organisation’s governance is the same. You should 
continually update your processes to meet the changing 
needs and demands of your organisation.

Some of the benefits of effective governance are 
obvious. One important benefit is having a well-managed 
organisation, which makes you more attractive to funding 
bodies and potential sponsors. If you keep good records 
and have effective filing procedures, putting together 
funding applications and sponsorship proposals is easier, 
as is handing over from one committee to the next.

While all of this can seem daunting at first, if your club has 
great systems in place, great governance will be easy and 
surprisingly rewarding!
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2.1 What is incorporation?

An incorporated organisation is a legal entity, separate from its members. In Queensland, incorporated clubs and 
associations are registered under the Associations Incorporation Act 1981, administered by the Office of Fair Trading.

2.2 Advantages of incorporation

An incorporated organisation has the legal powers of an individual. This means that the incorporated body can:

 � Own land and chattels in its own right
 � Enter into tenancy or lease agreements in its own right
 � Enter into contractual agreements in its own right
 � Sue and be sued in its own right 

Incorporation provides relatively inexpensive protection for management committee members against the possibility of 
being personally responsible for the organisation's debts and liabilities. Although this protection is not absolute, it does 
offer protection to management committee members who carry out their responsibilities in good faith and with care, 
diligence and skill.

Incorporation also offers not-for-profit associations financial benefits. Most significantly, most incorporated sports clubs in 
Queensland are income tax exempt. Incorporated associations also enjoy some GST concessions that are not available 
to for-profit businesses. The ATO's guide, Tax Basics for Non-profit Organisations (available online) is a great resource.

2. Incorporation
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2.3 Incorporation legislation

The advantages of incorporation bring with them certain responsibilities. For example, in Queensland, incorporated 
organisations must:

 � Have a constitution or set of rules registered with the Queensland Office of Fair Trading
 � Hold management committee meetings and general meetings as prescribed in the constitution or rules
 � Maintain a register of members
 � Keep a set of books to record the financial transactions of the organisation and present audited or verified financial 

statements to members at the annual general meeting
 � Keep minutes of committee meetings and general meetings, to be signed by the chairperson

There are alternatives to incorporation, including operating as a Company Limited by Guarantee, registered with the 
Australian Securities and Investments Commission. Such companies are legally recognised Australia-wide.

2.4 Not-for-profit 

To eliminate any confusion, the term 'not-for-profit' is very different from 'no-profit'. A not-for-profit organisation not only 
has the ability to run at a profit (meaning that its income exceeds its expenditure), it must run at a profit if the members 
have plans for growth or development. 

'Not-for-profit' simply means that the surplus assets of the association cannot be shared among members. Where 
shareholders in a for-profit company can share in the profits by way of dividends, members of a not-for-profit entity 
cannot.
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To enjoy the benefits of incorporation, an organisation 
must operate under a set of rules, often known as its 
constitution. The constitution or rules of your organisation 
must be written in a way that is consistent with the 
Associations Incorporation Act 1981. All meetings of 
incorporated organisations take place within the context of 
this constitution. 

A constitution outlines the name, objects, powers and 
classes of membership of an organisation and provides 
details about how the organisation must run.

Every organisation is different and therefore each 
constitution should reflect the individuality and points of 
difference of each organisation. Some standard sections of 
a constitution are:

 � Admission and rejection of members
 � Appeal procedures
 � The management committee 
 � Management committee meetings
 � General meetings
 � Annual general meetings

 � Voting procedures
 � Funds and accounts
 � Distribution of assets
 � Winding up

All members of your management committee should have 
read and be familiar with your constitution. It is vital to 
good governance that your meetings are conducted in 
accordance with your constitution.

For information or resources relating to incorporation and 
constitutions, visit the Queensland Office of Fair Trading 
website. The Smart Business Guide for Incorporated 
Associations is particularly helpful. 

3. The Constitution
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The Australian Sports Commission (ASC) released its 
Sport Governance Principles in 2002, as best practice 
guidelines for the operation of sporting organisations. 
Revised in 2007 and 2012, these principles are part of 
a suite of information, including a template constitution, 
board evaluations and an organisational development 
framework.
 
Elements of the principles are critical to good governance 
and are reflected as non-negotiable requirements in the 
ASC's Mandatory Sports Governance Principles.
 
In 2013, the seven sports that received the highest levels 
of ASC funding were required to meet the Mandatory 
Sports Governance Principles. The ASC assessed the 
seven sports’ compliance against the principles and 
subsequently funding levels were impacted.
 
From 2015 the number of sports subject to the Mandatory 
Sports Governance Principles increased. From time-
to-time additional sports will be required to meet the 
principles.

The ASC supports national sporting organisations (NSOs) 
to best enable compliance, and measures compliance 
through the Annual Sports Performance Review process. 
This process is a vital part of accountability for sports 
receiving public funding.
 
While sports clubs, regional associations and state bodies 
are not required to meet the Mandatory Sports Governance 
Principles, it is useful to be familiar with them, as they are 
a good indication of the way that the ASC percieves best 
practice for the governance of sport at the highest levels in 
Australia.

4. Mandatory Sports 
Governance Principles
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The management committee of an organisation usually 
consists of a president, treasurer, secretary and any 
number of other members appointed at a general meeting. 
Other positions may include vice president, assistant 
secretary or treasurer, volunteer coordinator, publicity/
promotions officer, fundraising coordinator or canteen 
coordinator.

There is no magic number of management committee 
members. Your committee should be big enough to 
represent the interests of members and small enough to be 
able to make decisions easily. It is important to separate 
the governance level (committee) and operational level 
(non-committee) volunteers so that everyone knows their 
obligations.

5.1 Roles and Responsibilities 

The roles and responsibilities of your organisation’s office 
bearers should be clearly defined. Doing this will make 
it easier to appoint new people to your management 
committee, as all of their tasks are outlined for them before 
they accept the position. These are generally known as 
volunteer position descriptions.

Position descriptions should clearly detail the parameters 
of the volunteer’s job, their roles and their responsibilities. 
Sample Volunteer Position Descriptions are available for 
download at www.cprgroup.com.au/volunteermanagement 
You can use these as a guide to help you list the roles 
and responsibilities of every position on your management 
committee.

5.2 Subcommittees

Subcommittees are a useful way to democratically 
address issues within an organisation. An organisation’s 
management committee is usually able to establish 
subcommittees as necessary. 

The number, size and composition of subcommittees within 
an organisation should be related to the size and core 
business of the organisation. Some subcommittees stay 
with an organisation for many years while others are only 
established to deal with a specific, short-term issue.

Subcommittees are generally established to address 
specific tasks or issues. For example, an organisation 
may have subcommittees charged with marketing, facility 
development or finance.

5. Committees
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Activity 1
List the positions on your Management Committee

Activity 2
Now list other positions which might be suitable to add to the Management Committee

Activity 3
List the subcommittees operating in your organisation.

Activity 4
Now list other subcommittees that could provide a benefit to your organisation.
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There are several different types of meetings that your organisation may hold. For example, you may have been to:

 � Management committee meetings
 � General meetings
 � Annual general meetings
 � Subcommittee meetings

Regardless of the type of meeting, there are a number of meeting procedures that you have no doubt followed. These may 
include:

 � Sticking to a set agenda
 � Dealing with inward and outward correspondence
 � Motions, resolutions and voting
 � Reports from relevant positions
 � General business

The frequency of your meetings may be set by your constitution but your organisation may choose to meet more frequently. 
For example, in Queensland, the guidelines for meeting frequency set by the Office of Fair Trading are as follows:

Meeting Type Guidelines
Management committee At least once every four months
General meetings As required
Annual general meetings Once in each calendar year, within six months of the end of each financial 

year

6. Meetings
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Meetings make up an integral part of an incorporated 
organisation. They offer your members an opportunity to 
be heard fairly. Good meetings are designed to encourage 
constructive discussion and debate, leading to informed 
decisions.

Having structure to your meetings ensures that the 
decisions of your organisation are made formally. 
The meeting structure detailed in your constitution 
was designed to provide a framework for democratic 
decision-making within your organisation and to minimise 
arguments, while giving everyone an opportunity to 
express their points of view.

Secretary

The secretary has a number of tasks before, during and 
after meetings. 

Prior to a meeting, the secretary establishes an agenda 
in consultation with the president and other members, 
distributes the agenda and notifies members of the date, 
time and venue for the meeting and the topics to be 
discussed.

During a meeting, the secretary keeps minutes and then 
distributes them as soon as practical after the meeting.

Timekeeper

It is optional whether an organisation chooses to allocate 
someone to keep time during meetings. Where it has been 
demonstrated that meetings are taking a long time, it is 
useful to trial this position. 

The position of timekeeper can be rotated amongst 
committee members. Prior to the meeting, in conjunction 
with the secretary and president, the timekeeper allocates 
a set amount of time against each agenda item. This 
includes discussion on general business.

The timekeeper advises speakers when they are 
approaching the time limit for each agenda item and then 
advises the president when time limits are reached. 

When a time limit is reached, the president should call for 
a vote whether the time allocated for discussion for that 
agenda item should be extended. Alternatively, another 
meeting participant can move a motion relating to ending 
or extending (and if so for how long) discussion on the 
topic.

6.2 Conflict During Meetings

There is bound to be some degree of conflict during 
meetings. Some conflict is perfectly natural and certain 
levels of conflict are required to ensure that your decision-
making is well informed. It is important, especially for a 
president, to be aware of the causes of conflict, whether 
due to individual or personal differences and whether 
those in disagreement have the best interests of the 
organisation at heart. The main point is to ensure that the 
outcomes of conflict are positive and are working towards 
the best possible outcomes for your organisation.

Remember
Committees are servants - not masters - of their 
organisations. Decisions made by committees 
should therefore reflect the desired direction of the 
organisation's wider membership.

6.1 Meeting Roles

Each committee member has a role to play during a 
meeting. The roles of the president/chairperson and the 
secretary are particularly important:

President/Chairperson

Generally, a good president is someone who can 
encourage effective discussion and promote decision-
making. It is the president’s role to chair each meeting and 
ensure that discussion remains to the point and focuses 
on the agenda so that meetings can run to schedule and 
finish on time.

The president directs the overall business of the meeting 
and is responsible for ensuring appropriate conduct and 
behaviour of meeting participants. Being the chair of 
the meeting, it is also the role of the president to control 
the order of speakers and decide when discussion on a 
particular topic should cease and a decision be made. 
It helps if the president frequently summarises during 
discussion, so that everybody present has a cohesive 
understanding of the topics at hand. 
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6.3 Quorum

A quorum is the minimum number of people required for a 
meeting to be able to proceed. This is to ensure that any 
decisions made at a meeting are agreed by the majority of 
the organisation's committee.

Your constitution will stipulate that a quorum for a 
management committee meeting shall be more than 50% 
of the members elected or appointed to the management 
committee as at the close of the last general meeting, or 
something similar. A quorum for a general meeting of the 
organisation will also be articulated in your constitution. 
Under the Associations Incorporation Act, the minimum 
quorum for a general meeting is at least the number 
of members elected or appointed to the management 
committee as at the close of the last general meeting, plus 
one.

6.4 Agendas

After a few meetings, most committees become 
comfortable with a standard form of agenda. You may 
wish to use or adapt the following sample agenda, which 
highlights the important components of a meeting. 

You should release the agenda as an advance meeting 
notice in accordance with the notification guidelines 
detailed in your constitution. This allows everyone to be 
well prepared in advance of the meeting.

Activity 5
Using the sample agenda below, complete some of the 
details for your next meeting. An electronic copy of this 
sample agenda is available at www.cprgroup.com.au/
governance
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7.1 Motions

A motion is a formal recommendation put to a meeting for debate and consideration. Any items of business to arise during 
a meeting or issues which require a decision should be presented to the meeting as motions. Motions which are passed 
during the meeting become resolutions.

Motions should:

 � Commence with the word ‘that’
 � Be specific
 � Not be in the first person
 � Not contain more than one sentence

Once a motion has been moved and seconded, it is opened for further discussion and debate. Amendments to the motion 
may be debated until the meeting is satisfied with the wording of the motion and it can then be put to a vote.

The pathway from motion to resolution is mapped in the diagram on the following page. 

Activity 6
Write an example motion for your next meeting.

7. Meeting Procedures
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Note: An electronic copy of this motions diagram is available at www.cprgroup.com.au/governance.

7.1.1 Motions Diagram
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7.2 Minutes

The value of taking good minutes during a meeting cannot be understated. The minutes of your meetings represent your 
organisation's only record of the business conducted during a meeting. This record is very likely to be called upon in the 
future. For example, when submitting funding applications, it is important to show that you have planned for upcoming 
projects, so evidence of discussion during your meetings may be very valuable.

The minutes should follow the order of the agenda, stating the main issues and decisions made. The full text of motions 
and resolutions should be accurately recorded in the minutes. The minutes need to provide an accurate record of 
attendance and apologies received. They should also list the accounts approved or ratified for payment, the reports 
received and details of inward and outward correspondence.

Following meetings, the secretary writes up and circulates the minutes. It is best if this is done as soon as possible after 
a meeting, as this provides information and details of the meeting to those who were absent. It is also a good reminder 
of topics and issues discussed for those who were present, together with the actions everyone will take to implement the 
meeting's resolutions.

To assist those responsible for keeping minutes, a minute keeping template is provided in electronic format at:
www.cprgroup.com.au/governance. 

Activity 7
Jot down some ideas about how your club could run better meetings. Are there practices your club could apply at your 
next meeting?
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Cloud computing is essentially the management and provision of applications, information and data as a service. These 
services are provided over the internet, often on a pay-as-you-go model.

Cloud computing provides a convenient way of accessing computing services, independent of the hardware you use 
or your physical location. It relieves the need to store information on your PC, mobile device or gadget, allowing you to 
access your information quickly and easily via the internet from anywhere at any time. Cloud computing also removes the 
need to download or install dedicated software on your own computer.

You are probably already using cloud computing services without realising it. Google Drive and Gmail, Hotmail, Twitter 
and Facebook are all services based in the cloud.

But what is the cloud? In reality, the ‘cloud’ is simply a marketing term, as it is made up of thousands of different servers 
on the internet all owned and managed by different companies, service providers and organisations. There are millions of 
different clouds that you may access dependant on the service you are using and the permissions you have.

8. Record Keeping
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Financial management is everyone's responsibility, not just the treasurer. As managers of a club, the management 
committee needs to be aware of the financial position of the club at all times.

Managing your organisation's money includes:

 � Keeping accounts and records

 � Financial reporting

 � Setting prices

 � Collecting fees

 � Budgeting

 � Risk management

 � Insurance

To do this, you need to understand some important points:

 � Watch the bottom line - are you running at a loss, breaking even or turning a profit?

 � Do you know about your assets and liabilities? Keep an eye on what you own and what you owe

 � Statutory obligations

 � Your club or association needs to operate like a business

Remember, systems always work better than sweetheart deals.

More information can be found in the Financial Reporting Fact Sheet at www.cprgroup.com.au/financialmanagement.

9. Financial Management
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9.1 Bookkeeping Basics

Bookkeeping involves recording income and expenditure:

 � How much money are you making and spending?

 � Where does the money come from and go to?

 � Who authorised expenditure?

The most important consideration is that your records 
should be easy to find and easy to understand. Bookkeep-
ing systems vary from very simple to very complex. It is 
becoming much more common that bookkeeping is done 
using software on a computer. Cloud computing solutions 
offer the benefits of accessibility and regular backups.

Regardless of your bookkeeping system, make sure that it 
is always backed up and that more than one person in the 
organisation knows how to use it.

9.2 The Treasurer

A club's treasurer is the controller of the money. The role 
includes:

 � Bookkeeping

 � Budgeting

 � Financial reporting (monthly and annually)

 � Management of grants and acquittals

 � Working with the auditor

The treasurer shouldn't need to work alone. If everyone on 
the committee has a good grasp of financial management, 
the tasks can be better shared.

The financial records maintained by the treasurer should 
include:

 � Profit and loss statements
 � Balance sheet
 � Tax invoices
 � Receipts
 � Budgets
 � Petty cash books
 � Fundraising records
 � Reconciliations
 � Bank statements
 � Cheque books

9.3 Statutory Reporting

Depending on the total revenue recorded in the income 
and expenditure statement for a financial year, incorpo-
rated associations in Queensland have three levels of 
reporting requirements. Level 1 organisations, with a turno-
ver or assets in excess of $100,000, must submit audited 
financial statements with their annual return to the Office 
of Fair Trading. Level 2 organisations, with a turnover or 
assets between $20,000 and $100,000 must submit veri-
fied financial statements with their annual return, and Level 
3 organisations, with a turnover AND assets of less than 
$20,000, can simply submit financial statements that have 
been verified internally by the treasurer or president. Fur-
ther information is available from the Office of Fair Trading.

Companies reporting to ASIC have their own set of 
requirements.

9.4 Cash Handling

Do you sign blank cheques? How do you pay for your 
expenses?

Under Queensland's Associations Incorporation Act, any 
payments over $100 must be by cheque or EFT. Cheques 
for $100 or more must be signed by any 2 of the president, 
secretary, treasurer and any one of three other authorised 
members.

Payments can be approved at a committee meeting, or 
paid and ratified at the next meeting, especially if you are 
simply paying out money against a pre-approved budget.

To make your handling of cash safer, consider the following 
payment options to reduce the amount of cash that you 
keep on hand. 

 � Electronic funds transfer (EFT) 

 � EFTPOS

 � Credit card

 � BPay

 � PayPal

 � Direct debit
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9.5 The Budget

A budget is the organisation’s future financial plan. The 
budget is linked to an organisation’s planning process and 
it is where the strategic plan is translated into financial 
figures. Budgeting plans the finances over the budget 
period and provides an opportunity to plan ahead, even 
beyond the budget period. CPA Australia describes good 
budgeting and forecasting as the following:

 � Preparation against strategic goals set and 
approved by the management committee

 � Budgeted timelines aligned to the preparation of 
financial statements

 � Regular comparison of budgets against actual 
financial results as disclosed in the financial 
statements

 � Scope for amending activities and targets where 
actual results indicate that budgeted outcomes will 
not be met1

1 Barned, J (2009) Financial management of not-for-profit organisations, CPA 
Australia Ltd. 

9.6 Fraud and Risk Management

Fraud is behaviour that is deceptive, dishonest, corrupt or 
unethical.

For fraud to exist, there needs to be an offender, a victim 
and an absence of control or safeguards.

The laws on fraud may differ from state to state but in 
general the following are considered to be fraudulent 
behavior:

 � Obtaining property belonging to someone else

 � Applying someone else’s property to one’s own use

 � Causing a detriment to another person or entity

 � Gaining a benefit or advantage for any person

 � Inducing or causing any person to deliver property 
to another person 

If there is any suspicion of fraud within your organisation’s 
operations, further investigation is imperative. 
Your organisation may conduct preliminary internal 
investigations, or choose to report it immediately to the 
police.

Activity 8

From the discussions about making more money for your club, write down some good ideas that could be implemented at 
your club.
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Activity 9

Complete the budget templates provided below and on the following page and at www.cprgroup.com.au/ financialman-
agement as an Excel file, being sure to separate sport related income and expenses from ancillary income and expenses.

Budgeted Profit and Loss 
 

 2016 2017 2018 2019 2020 2021 
Sport-Related Income       
 $ $ $ $ $ $ 

 $ $ $ $ $ $ 

 $ $ $ $ $ $ 

 $ $ $ $ $ $ 

 $ $ $ $ $ $ 

 $ $ $ $ $ $ 

Sport-Related Income Sub-Total $ $ $ $ $ $ 

Ancillary Income       

 $ $ $ $ $ $ 

 $ $ $ $ $ $ 

 $ $ $ $ $ $ 

 $ $ $ $ $ $ 

 $ $ $ $ $ $ 

 $ $ $ $ $ $ 

 $ $ $ $ $ $ 

 $ $ $ $ $ $ 

Ancillary Income Sub-Total $ $ $ $ $ $ 

Total Income $ $ $ $ $ $ 

 
Sport-Related Expenditure       
 $ $ $ $ $ $ 

 $ $ $ $ $ $ 

 $ $ $ $ $ $ 

 $ $ $ $ $ $ 

 $ $ $ $ $ $ 

 $ $ $ $ $ $ 

 $ $ $ $ $ $ 

 $ $ $ $ $ $ 

 $ $ $ $ $ $ 

 $ $ $ $ $ $ 

 $ $ $ $ $ $ 

 $ $ $ $ $ $ 

 $ $ $ $ $ $ 

 $ $ $ $ $ $ 

 $ $ $ $ $ $ 

 $ $ $ $ $ $ 

 $ $ $ $ $ $ 

 $ $ $ $ $ $ 

Sport-Related Expenditure Sub-Total $ $ $ $ $ $ 

Ancillary Expenditure       

 $ $ $ $ $ $ 

 $ $ $ $ $ $ 

 $ $ $ $ $ $ 

 $ $ $ $ $ $ 

 $ $ $ $ $ $ 

 $ $ $ $ $ $ 

 $ $ $ $ $ $ 

 $ $ $ $ $ $ 

Ancillary Expenditure Sub-Total $ $ $ $ $ $ 

Total Expenditure $ $ $ $ $ $ 

 
Sport-Related Profit (Loss) $ $ $ $ $ $ 

Ancillary Profit (Loss) $ $ $ $ $ $ 

Total Profit (Loss) $ $ $ $ $ $ 
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Budgeted Assets and Liabilities 
 

 2016 
(Budgeted) 

2015 
(Actual) 

Members Funds 

Opening Balance $ $ 

Add – Total Profit (Loss) $ $ 

 $ $ 

Total Members Funds $ $ 

Assets 
Current Assets 

Cash at Bank $ $ 

Cash on Hand $ $ 

Cash Floats $ $ 

Petty Cash $ $ 

Stock on Hand $ $ 

Debtors $ $ 

 $ $ 

Total Current Assets $ $ 

Non-Current Assets 
Plant and Equipment $ $ 

Buildings $ $ 

Grounds Improvements $ $ 

 $ $ 

Total Non-Current Assets $ $ 

Total Assets $ $ 

Liabilities 
Creditors $ $ 

Grant Funding $ $ 

Bonds Held $ $ 

 $ $ 

Total Liabilities $ $ 

Net Assets (Total Assets less Total Liabilities) $ $ 

 
 

2017
(budgeted)

2016
(actual)
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10. Fundraising and Sponsorship

10.1 Fundraising 

Traditional fundraising involves all sorts of activities from events and chocolate drives to raffles. 

One important issue which is often overlooked by non-profit organisations is the need to comply with the reporting 
requirements of the relevant act that guides charities in the state the organisation is registered.

The following are examples of records that may be mandated by the act to be kept for all games (raffles) conducted to 
raise money for your organisation:

 � Master register of games conducted

 � Ticket register

 � Cashbook

 � Bank book and/or deposit records

 � Receipt books

 � Statement of raffle receipts and payments

 � Expense records

 � Copies of advertisements and notices

Microsoft Excel templates for the records above can be downloaded from www.cprgroup.com.au/fundraising.
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10.2 Sponsorship

Use the following sponsorship flow chart to guide you through the sponsorship process.

10.3 The Fundraising Rules

 Remember the following rules to help you make enough money to both sustain and grow your organisation:

Rule 1 Make enough money from your operations to cover your operations

Rule 2 Use fundraising for specific projects, not for your operations

Rule 3 Be funding ready. Seek grants where you can and budget for items for which you 
can't get funding

Rule 4 Sponsorship is a two-way affair

Rule 5 Invest wisely, even if it is only a little bit

Rule 6 You are the brief custodians of the club's money. Manage it wisely for the long term

Activity 10

Jot down some fundraising and sponsorship ideas for your club.

Product
What are 

you selling

How 
much is it 

worth
No, really...

Brand 
positioning

Brand  
exposure

Access to 
target  

markets

Sponsor  
Needs

Products & 
services Customers Activities

Potential 
Sponsors

Initial 
meeting

Pitch &  
negotiation ContractSelling

Communicate Support
Re-sign or 

resignServicing
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11. Digital Marketing

Many clubs jump into establishing a website and social media presence without properly considering what they are hop-
ing to achieve through their digital marketing. It is important to conduct proper planning to ensure your club can capitalise 
on the many benefits of a well-considered digital marketing strategy, whilst taking account of the inherent risks in this 
area.

Some important steps in preparing a digital marketing strategy for your club include:

 � Analysing the digital marketing tools available, e.g. Facebook, Twitter, Instagram, websites, e-newsletters, 
tailored club apps for mobile devices

 � Analysing your organisation to find out if you're ready to commit to maintaining an active digital media presence

 � Determining how digital marketing fits into your organisation's overall marketing plan

 � Identifying some of the risks involved with a digital media presence

 � Determining responsibilities and permissions for managing content and monitoring your digital presence

 � Establishing a digital marketing policy, including things like guidelines for content, approval processes and privacy

Tools to assist your club with preparation of a marketing plan and digital marketing strategy are available for download 
from www.cprgroup.com.au/digitalmarketing.
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12. Grant Writing

Grants are available from a number of sources including local, state and federal governments, charitable trusts and 
corporate foundations. Most funding programs are very competitive and there are usually insufficient funds to approve all 
submitted applications. Your club may be eligible to recieve grant funding towards a range of project types, from facilities 
and equipment to the delivery of programs and services. Some grants allow for recurrent expenditure while others will 
only cover one-off costs. Regardless of where grants come from, they are always provided for specific projects. Therefore 
grant money must be spent on agreed project costs, not general organisational expenditure.

Submitting competitive funding applications relies on sound planning and preparation. To help ensure the best chance of 
funding success, your organisation should:

 � Plan your project

 � Find funding that matches your project (not the other way around)

 � Understand the funding program guidelines and funding cycles

 � Write well-researched, informed funding applications based on the results of your project planning

 � Effectively manage grant-funded projects

 � Satisfactorily acquit all grants received

Some helpful grant writing resources can be downloaded from www.cprgroup.com.au/grants.
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Facility management is formal planning that aims to ensure 
that facilities are operated, maintained and improved in 
ways that are cost effective and meet the facility user’s 
needs.

If your organisation is responsible for a facility, the main 
priority for you as a committee member and/or facility 
manager is keeping people alive and safe. After this, 
the key considerations include ensuring that the facility 
is fit-for-purpose, both now and into the future, when 
circumstances are predicted to change.

The key aspects of facility management include:

 � Health and safety

 � Fire safety

 � Security

 � Maintenance, testing and inspections

 � Cleaning

 � Operations

 � Forward planning

13.1 Asset Management Budgeting

Affordability is a vital consideration in the successful 
management of a facility. While some facility management 
activities do not have any financial impact on an 
organisation (e.g. daily field set up by volunteers), others 
require an allocation of significant funds to be completed 
properly (e.g. field top dressing and aeration).

Past, present and projected financial data can be used to 
complete a facility management budget, including:

 � Financial statements covering the previous two or 
more years

 � Budgets

 � The level of income required to meet budget 
expectations

 � The $ per resources required documented within a 
facility management plan

Templates for facility management can be found at      
www.cprgroup.com.au/facilitymanagement. These include 
risk management and maintenance templates along with 
plans, inspection checklists and an asset register.

13. Asset Management
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13.2 Sinking Funds

A sinking fund generates money to replace an asset when it reaches the end of its useful life. At the same time, the asset 
may be depreciating within the organisation’s bookkeeping records.

To operate a sinking (or asset-replacement) fund, your organisation should set aside an amount of money to invest 
annually so that the principal plus the interest earned in the fund will be enough to replace the asset.

The amount of money that needs to be added to the sinking fund each year is calculated by determining how much it will 
cost to replace the asset, how many years the asset is expected to last and what rate of interest can be earned as well as 
how much can be earned through the effects of compound interest. 

Activity 11

How is your facility management, maintenance and replacement funded? In the table below list the expenses incurred in 
facility management alongside the income you earn from the facility or sinking fund contributions.

Expenses Income
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Volunteering is a challenging and rewarding element of 
being involved with a not-for-profit organisation. Becoming 
a volunteer gives people the opportunity to make friends, 
to learn new skills and to be involved in the planning and 
management of clubs and associations.

Volunteering Australia has proposed the following definition 
and principles1: 

“Formal volunteering is an activity which takes 
place through not-for-profit organisations or 
projects and is undertaken to be of benefit to the 
community and the volunteer, of the volunteer’s 
own free will and without coercion, for no financial 
payment and in designated volunteer positions 
only.”

1 Volunteering Australia, Definitions and Principles of Volunteering, Information Sheet, 
2009

Principles of volunteering:

 � Volunteering benefits the community and the 
volunteer

 �  Volunteer work is unpaid

 �  Volunteering is always a matter of choice

 �  Volunteering is not compulsorily undertaken to 
receive pensions or government allowances

 � Volunteering is a legitimate way in which citizens 
can participate in the activities of their community

 � Volunteering is a vehicle for individuals or groups to 
address human, environmental and social needs

 � Volunteering is an activity performed in the not-for-
profit sector only

 � Volunteering is not a substitute for paid work

 � Volunteers do not replace paid workers nor 
constitute a threat to the job security of paid 
workers

 � Volunteering respects the rights, dignity and culture 
of others

 � Volunteering promotes human rights and equality

14. Volunteering
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Good volunteer management involves the following steps:

 � Recruitment

 � Selection and screening

 � Training and induction

 � Volunteer management

 � Rewards and recognition

The Australian Bureau of Statistics published studies on 
volunteer participation in 2006 and 2010. More detail on 
the nature of voluntary work was collected in the 2006 
survey compared with that collected in 2010.

People give a wide variety of reasons for their desire to 
become a volunteer. The Australian Bureau of Statistics 
study found the most common motivations people gave for 
choosing to volunteer were2: 

 � To help others or the community  

 � Personal satisfaction  

 � Personal/family involvement 

 � To do something worthwhile  

 � Social contact 

 � Use skills/experience 

 � To be active 

 � Religious beliefs 

 � To learn new skills/gain work experience 

The same study returned the following responses from 
people asked to list the benefits they derived from 
volunteering:

 � Personal satisfaction 

 � Did something worthwhile 

 � Social contact 

 � To be active 

 � To use skills/experience

 � Learning new skills/gaining work experience

 � Personal/family involvement

2 Australian Bureau of Statistics, Voluntary Work Survey, Cat. 4441.0, July 2007

It is clear from these survey results that people who 
volunteer are motivated by the benefits associated with 
volunteering.

In 2010, 36% of the Australian adult population were 
volunteers, with slightly more women than men 
volunteering. 20% of 35-44 year olds and 45-54 year olds 
volunteered, which was the highest participation level of 
any age group3.

Northern Territory (41.8%) and Tasmania (41%) had 
the highest proportion of volunteers, with 35.4% of 
Queensland's population being active volunteers.

The four most common types of organisations for which 
people volunteered were sport and physical recreation, 
education and training, community and welfare 
organisations and religious groups. Fundraising, preparing 
and serving food, teaching or providing information and 
administration were the most common activities conducted 
by volunteers.

The total annual time volunteered across Australia in 
2006 was 713 million hours. The median weekly number 
of hours volunteered was 1.1 hours per person and the 
median annual number of hours volunteered was 56 hours 
per person.

Analyse the current situation of your organisation’s 
volunteer management practices to determine your future 
volunteer needs and volunteering issues currently facing 
your organisation.

Identify strategies for:

 � Recruiting volunteers

 � Appropriately selecting and screening volunteers 
for particular jobs

 � Providing training, orientation and induction for 
volunteers

 � Effectively managing your volunteers 

 � Recognising and rewarding the efforts of those who 
support your organisation

 � Resolving disputes and conflict

3 Australian Bureau of Statistics, Voluntary Work Survey, Cat. 4441.0, Dec 2011 
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Step 1: Recruiting Volunteers

Volunteers will come from many different places. They may 
be members themselves, parents of members, children of 
members, past members, devotees, friends or relatives. 

It is important to consider the human resources within 
an organisation as potential volunteers, while also 
recognising opportunities to recruit people from outside the 
organisation. 

When recruiting people externally, your organisation is 
selling itself to potential helpers. Talking about the benefits 
of being associated with the organisation is very important 
when communicating with potential volunteers. Again, it 
is important to consider why people volunteer in the first 
place to create a clear marketing message which could be 
used to recruit volunteers.

Whether recruiting from within or marketing to people who 
are external to the organisation, the personal approach 
is recognised as being the most effective means of 
communicating volunteer needs. 

Finding volunteers takes an investment of time and effort 
from existing volunteers. In identifying the methods most 
suitable for finding volunteers, consider the following 
points:

 � Personal contact (i.e. asking potential volunteers 
for assistance, face-to-face) is usually most 
successful

 � It is necessary to create an awareness of your 
organisation’s volunteer opportunities by effectively 
communicating the volunteer requirements of 
the organisation through publicity, promotion and 
personal interaction

 � Some volunteers must be elected or appointed 
under the organisation’s constitution (for example, 
the management committee)

15. Steps to Volunteer 
Management

Remember
The only way to get somebody else to do 
something for you is to have them want to do it...
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Australian Bureau of Statistics’ Voluntary Work Survey of 
2006 found that, on average, volunteers provided just over 
an hour of service per week. Some of your organisation’s 
volunteers are probably committing well in excess of this 
average. This could indicate that the organisation requires 
more volunteers to better share the workload.

It is inevitable that some voluntary positions will require a 
commitment of more time, such as management committee 
members and those who are required to attend meetings, 
as well as perform specific functions.

Volunteers in key positions, such as the management 
committee, should seek to reduce their overall voluntary 
time commitment wherever possible by using some of their 
time to recruit new volunteers and separating duties which 
could be performed by other helpers, especially those that 
are not on the committee.

Increasing the number of volunteers who are active within 
an organisation requires the organisation to have a well-
developed approach to managing volunteers.

Step 2: Selection and Screening

Once found, volunteers must be screened to ensure their 
fit with the organisation and with the positions needing to 
be filled. For example, someone who has accountancy 
skills may be a good fit with the volunteer position of 
treasurer (subject to them wanting to use those skills...).

In screening volunteers, assess the skills, experience and 
availability of potential volunteers to match them to the 
volunteer needs of your organisation.

NOTE: There are legal requirements and issues in 
screening volunteers, such as child protection legislation 
(the blue card), privacy and certification/qualifications 
which all must be taken into account when determining the 
best fit for volunteers.

Step 3: Volunteer Induction and  Training

It is important to make new volunteers feel welcome and 
comfortable. A sound induction program can achieve this 
by addressing some organisation-specific subjects which 
new recruits should understand. These may include:

 � Job descriptions

 � Volunteer agreements

 � Codes of conduct

 � Volunteer support and resources available

 � Names of helpers

 � The organisation’s annual budget 

 � Future plans of the organisation

Your organisation should ensure that the volunteers 
recruited have the skills, experience and availability to 
match the needs of the organisation. This is important to 
both the organisation and to the individual being recruited.

Training should not only be conducted when a volunteer 
begins service. Rather, continuous improvement grows 
from continuous learning, meaning that regular training 
opportunities should be made available to volunteers. 

Training that is properly planned and well-executed will 
increase volunteer confidence, improve the competency of 
those people the organisation relies upon and will motivate 
volunteers to achieve organisational objectives.

Training volunteers not only helps to get the job done well, 
it also provides opportunities for individuals to develop new 
skills. Your organisation may be able to access funding to 
pay for (or to subsidise) the costs of training for volunteers. 

Training and induction programs should be delivered 
in ways which make the volunteer feel valued and 
appreciated. Training and induction can be either formal 
or informal. Formal training is that which is provided 
in a structured manner, such as the training required 
for accreditation or certification (for example, coaching 
accreditation courses, first aid certificates, TAFE courses). 

Informal training is non-structured education that is 
focused on conveying important information that will assist 
volunteers to do their jobs and to understand their roles 
and responsibilities. ‘Learning by doing’ is well recognised 
for its effectiveness and can be successfully implemented 
in the volunteer environment. It is important that adequate 
supervision is provided by experienced people where 
‘learning by doing’ is being conducted.
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Activity 12
Plan out a volunteer induction and training program below:

Schedule Activities

January

February

March

April

May

June

July

August

September

October

November

December

An example of informal training would be on-the-job training for committee members in running effective meetings. 
Although the training is not certified, it is just as important for providing volunteers the skills needed to make them feel 
confident and comfortable in their roles.

Work with your committee to determine the training needs of your organisation and include them in a training and 
education plan. This plan should detail the training required, who should receive the training, training timeframes, 
potential providers of training, estimated costs and possible sources of funding.
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Step 4: Volunteer Management

The following strategies can help your organisation 
effectively manage its volunteers. Successful volunteer 
management ensures that voluntary tasks are equitably 
distributed among volunteers and that volunteers feel 
comfortable and welcome in your organisation, thereby 
increasing the chances of them providing ongoing service.

Volunteer management strategies can include:

 � Codes of practice and volunteer rights

 � Volunteer position descriptions

 � Volunteer agreements

Code of Practice for Organisations Involving 
Volunteers

Volunteering Australia’s Model Code of Practice for 
Organisations Involving Volunteer Staff4, should form the 
basis of the way in which an organisation engages and 
supports its volunteers.

To enhance the volunteers’ experience and comply with 
legislation and duty of care, your organisation should:

 � Interview and engage volunteer staff in accordance 
with anti-discrimination and equal opportunity 
legislation

 � Provide volunteer staff with orientation and training

 � Provide volunteer staff with a healthy and safe 
workplace

 � Provide appropriate and adequate insurance 
coverage for volunteer staff

 � Not place volunteer staff in roles that were 
previously held by paid staff or have been identified 
as paid jobs

 � Differentiate between paid and unpaid roles

 � Define volunteer roles and develop clear job 
descriptions

 � Provide appropriate levels of support and 
management for volunteer staff

 � Provide volunteers with a copy of policies 
pertaining to volunteer staff

 � Ensure volunteers are not required to take up 
additional work during industrial disputes or paid 
staff shortages

4 Volunteering Australia, Model Code of Practice for Organisations Involving Volun-
teer Staff, Information Sheet, June 2005 

 � Provide all staff with information on grievance and 
disciplinary policies and procedures

 � Acknowledge the rights of volunteer staff

 � Ensure that the work of volunteer staff 
complements but does not undermine the work of 
paid staff

 � Offer volunteer staff the opportunity for professional 
development

 � Reimburse volunteer staff for out-of-pocket 
expenses incurred on behalf of the organisation

 � Treat volunteer staff as valuable team members 
and advise them of the opportunities to participate 
in club decisions

 � Acknowledge the contributions of volunteer staff

Volunteer Rights

The following sample list of rights of volunteers is an 
extract from Volunteering Australia’s Volunteer Rights and 
Volunteer Checklist5. It provides examples of the manner 
in which volunteers should expect to be treated and details 
their rights. This sample should form the basis of the rights 
of volunteers in your organisation.

Unlike paid staff, volunteers are not covered by award 
conditions or work place agreements. Volunteers, however, 
do have rights, some of which are enshrined in legislation 
and some of which are the moral obligations of an 
organisation involving volunteers. 

As a volunteer, you have the right to:

 � Work in a healthy and safe environment (refer to 
individual state Work Health and Safety Acts)

 � Be interviewed and employed in accordance with 
equal opportunity and anti-discrimination legislation

 � Be adequately covered by insurance

 � Be given accurate and truthful information about 
the organisation for which you are working

 � Be reimbursed for out-of-pocket expenses incurred 
on behalf of the organisation for which you are 
working

 � Be given a copy of the organisation’s volunteer 
policy and any other policy that affects your work

 � Not fill a position previously held by a paid worker

 � Not do the work of paid staff during industrial 
disputes

5 Volunteering Australia, Recognising Volunteers, Information Sheet, 2003
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 � Have a job description and agreed working hours

 � Have access to a grievance procedure

 � Be provided with orientation to the organisation

 � Have your confidential and personal information 
dealt with in accordance with the principles of the 
Privacy Act 1988

 � Be provided with sufficient training for you to do 
your job

Volunteer Position Descriptions

To protect the rights of volunteers, it is vital that they 
know where they fit within an organisation. Volunteer 
position descriptions can help facilitate good volunteer 
management.

Volunteer position descriptions should clearly detail the 
parameters of the volunteer’s job. Samples are available 
at www.cprgroup.com.au/volunteermanagement. These 
provide a base for developing detailed position descriptions 
for the volunteer positions within your organisation.

Volunteer Agreements

Your organisation and its volunteers may benefit from 
written volunteer agreements. The agreement may 
outline important details of the volunteer, their role, their 
limits of authority and responsibility and the timing of the 
engagement. A comments section can be included to 
be completed by the volunteer at the conclusion of the 
engagement, to provide information to improve the position 
in the future. A sample volunteer agreement is available at 
www.cprgroup.com.au/volunteermanagement

NOTE: It is recommended that organisations seek 
legal advice regarding the implementation of volunteer 
agreements to ensure that they protect the rights of both 
parties (the prospective volunteer and the organisation), 
are not discriminatory in any way and will meet the needs 
and expectations of both parties for the duration of the 
agreement.

Step 5: Rewards and Recognition

There are many ways for an organisation to recognise 
and reward its volunteers. Recognising and rewarding 
a volunteer benefits the individual and can result in 
continuous improvement in performance. Importantly, it 
can also increase the chances of the volunteer remaining 

active within the organisation.

Recognising and rewarding volunteers requires an ongoing 
commitment from your organisation. It should not be left 
exclusively to the end of the year. 

Rewarding volunteers should stem from genuinely valuing 
their efforts and commitment. Volunteer recognition should 
therefore be determined with consideration given to its 
timing, consistency, sincerity and enthusiasm.

Some ways that volunteer organisations commonly 
recognise their volunteers are6.

 � Ensure that volunteer coordinators are readily 
accessible to provide assistance

 � Encourage volunteer participation in planning

 � Provide training, support and professional 
development opportunities

 � Give additional responsibility

 � Enable volunteers to ‘grow’ on the job

 � Include volunteers in special events

 � Recommend volunteers to prospective employers

 � Maintain workplace health and safety standards

 � Take the time to explain and listen to volunteers’ 
ideas and concerns

 � Recognise and accommodate personal needs and 
problems

 � Celebrate achievements and efforts

 � Keep volunteers informed via newsletters, web and 
email communication and other suitable means

 � Provide letters of reference

 � Send birthday and Christmas cards

 � Allocate noticeboard space to applaud volunteer 
achievements

 � Organise awards with certificates, plaques or 
medals

 � Honour volunteers on International Volunteers Day 
(on 5 December) each year with a planned activity 
such as afternoon tea or lunch

 � Celebrate National Volunteer Weekend 

6 Volunteering Australia, Recognising Volunteers, Information Sheet, 2003 
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As the governance of sport becomes more 
professionalised it is more common that paid staff fill roles 
that have traditionally been performed by volunteers. If this 
is the case, management committee members need to be 
aware of the differences between volunteers and paid staff.

 � Employees are covered under the work Acts that 
apply to the state within which the organisation is 
registered. These Acts define minimum standards 
of employment, known as the National Employment 
Standards (NES)

 � An employee does the assigned work under the 
control, direction and supervision of the employer. 
They work hours set by the employer, a workplace 
agreement or an industrial award

 � An employee may be entitled to paid and unpaid 
leave (e.g. sick leave, personal/carers' leave, an-
nual or recreation leave, or long service leave)

 � An employee is paid for time worked and is paid 
regularly, e.g. weekly, fortnightly or monthly. As the 
employer, you will need to withhold income tax from 
the employee’s pay

 � An employee is not responsible for insurance. They 
are to be covered by professional indemnity, public 
liability and workers’ compensation insurance 
premiums paid by the employer

 � An employee is entitled to have superannuation 
contributions paid into a nominated superannuation 
fund by their employer

 � Employers generally need to provide an employee 
with the tools and equipment they need to do their 
work

It may be worth a club seeking professional advice if it has 
not previously employed paid staff. This will ensure that 
correct procedures can be applied from the outset.

Many employment administration tasks such as handling 
payroll, superannuation and insurance can be outsourced 
to make employee management easier.

16. Paid Staff
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Succession planning is planning for when a person 
who currently holds a key position in your organisation 
or possesses important skills moves on or is no longer 
available.

Succession planning is about retaining current volunteers 
as well as engaging new volunteers.

Effective succession planning relies on a strong 
commitment to organisational planning, good human 
resource management and professional treatment of club 
documentation.

Good succession planning requires an organisation to be 
process-based rather than people-based. This ensures that 
new people can step into key positions and learn the ropes 
relatively quickly, as the actions required to fill these roles 
are well-documented.

Planning helps to create a positive organisational culture, 
which encourages people to become and stay involved in 
the running of a club or association. Good management 

of human resources and suitable workload distribution 
help with maintaining an organisation's ongoing viability. 
For example, if an organisation's workload falls to just one 
or two people, that club or association can find itself in a 
difficult position if those doing all the work should leave.

How an organisation manages its documentation plays an 
important role in succession planning. Club information 
must be retained and stored in a manner which ensures 
easy access for new volunteer personnel. This may include 
making use of electronic file storage solutions such as 
cloud computing.

Succession planning is an important part of:

 � Strategic planning

 � Valuing and managing volunteers

 � Organisational culture

 � Document management

17. Succession Planning
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Activity 13

List some club members who have the potential to step up into volunteer roles. Do they currently have roles in the club 
that may encourage them to move into other roles?

Member Potential Role Current Role
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If disputes arise, it is important for an organisation that 
they can be swiftly addressed and quickly resolved. 
Effective dispute resolution procedures can simplify and 
even enhance volunteers’ experiences.

The volunteer and the organisation should maintain a 
commitment to resolving issues in a constructive manner, 
seeking a resolution rather than assigning blame. Issues 
and disputes should be handled in a customer-focused 
manner, where these issues are seen as an opportunity to 
improve service delivery and maximise co-operation.

Issues should be resolved promptly, objectively, 
consistently and with regard for the people involved.

All allegations of a serious or criminal nature must be 
reported immediately to the police or relevant agency or 
authority. Under no circumstances should your organisation 
conduct its own investigations into any serious allegations 
or allegations of a criminal nature.

For complaints which are not of a serious or criminal 
nature, an issue notification, escalation and resolution 
process should be established which may cover the 
following topics:

 � Formal notification of issues between the 
organisation and its volunteers, as well as requests 
for a response or action, which should be in writing, 
signed and dated

 � A response should be received which resolves the 
issue satisfactorily in the required timeframe

 � The issue can be escalated if necessary

 � The organisation and/or the volunteer may need 
to engage an independent facilitator/mediator to 
resolve the issue

 � The issue should be reviewed with a view to 
preventing it in future and enhancing service

 � Some issues, such as alleged criminal activity, 
must be immediately referred to the appropriate 
authorities

18. Dispute Resolution
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Resolution of issues should be finalised as soon as 
practicable, usually within ten working days.

If a dispute is escalated to mediation, the mediation 
process may involve the following:

 � The parties listening to each other's point of view 
without interruption 

 � Identifying issues which need to be resolved 

 � Sharing of relevant information 

 � Exploring ideas and options 

 � Testing possible solutions 

 � Putting decisions and agreements in writing 

A key step in mediation is the selection of a mediator. 
Selection must be based on each individual's particular 
training, experience and references. The mediator must 
be impartial. He or she must have no connection with the 
parties to the dispute and must not have any interest in the 
outcome of the case. A good place to start would be the 
Dispute Resolution Branch of the Queensland Department 
of Justice and Attorney General.

18.1 Dealing with Difficult People

At some stage, you will have had to deal with difficult 
people on committees. The first step to dealing effectively 
with these people is to understand what makes them 
difficult. You could probably categorise them as one of the 
following types:

 � The Dominator
 � The Bludger 
 � The Absentee
 � The Empire Builder
 � The White-Anter 
 � The Dinosaur

Each of these difficult types of personalities can make 
other committee members’ experiences unenjoyable. 

Which of the following strategies do you think would be 
best in dealing with difficult people?

 � Stand up for yourself or the group 
 � Give them time to wear out
 � Engage in conversation
 � Listen attentively
 � Acknowledge them by paraphrasing their concerns
 � Put them in charge of “fixing” what they think is wrong
 � Ask open-ended questions
 � Ask them to be honest with you
 � Carefully point out any inconsistencies in their 

behaviour (without judgement)
 � Be alert to avoid being pulled into their despair
 � Know what you are talking about when you converse 

with them
 � Question inaccurate facts or inconsistencies, but not 

in a group situation

You may not be able to successfully deal with every difficult 
member in your organisation. Use these strategies, and 
any others you come up with, to practice dealing with 
difficult people. Remember to keep your eye on the bigger 
picture and don’t become difficult yourself when dealing 
with someone else.
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19. Organisational Performance

Clubs measure performance in different ways. For example, money in the bank, turn over, profit, membership, programs 
or facilities. 

You are the custodians or stewards of your organisation for a very short time in the overall context of the age of your club.

Always remember that good governance is process-based, not people-based. Maintaining this approach ensures that 
the good performance of the organisation at one point in time with one group of volunteers can be followed on, year after 
year, by subsequent groups of volunteers. 

Activity 14

List some processes that could be implemented by your club to ensure that the good work being done today can be 
carried on by the committees that follow you.


