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lt's Not a People Problem.
It's a Systems Problem.

't Doesn't Have to Be This Way.




One Big Idea

The managers who thrive won't
be the ones who work hardest.

They'll be the ones who've built
the smartest systems.
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Nice to meet you

Hi, I'm Leya!

Fell into strata, never left

Strata + Tech Nerd

Built Town Square to fix my own pain
People First, Always

Backed by RAC's BetterLabs Venture Studio

Mother of 2 girls at home, and 10 boys at work

Town
Square






Revenue per lot and net profit margin Strata manager turnover Challenges

The portion of businesses earning profit margins of over 30% has dropped by nearly half since 2012.
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Staff turnover is
very high (glimmer
of hope)

Challenging lot owner or
committee behaviour

Staff wage costs

Legislative, compliance or
regulatory changes

Finding and recruiting new
staff

On top of that!
Owners expectations
increased

2026 strata industry benchmarking report | Macquarie Bank



Technology tools

We are all using technology to communicate with our clients, with online portals leading the way.
We are all using (too) many different tools.

Online client portals

Remaote work platform

Cloud platform

Communication tools

2025 average amount of
technology tools used
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2026 strata industry benchmarking report | Macquarie Bank

Workflow tools

APls and system integration
tools




Our profits are declining.
Our staff is not settled.

Owners are a big concern.

Our current systems are still not enough.




One Big Idea

The managers who thrive won't
be the ones who work hardest.

They'll be the ones who've built
the smartest systems.




e Hard to use, easy to abandon

e Built on manual effort that
shouldn't be manual

e Disconnected systems,
disconnected experience




The Strata Tech Map

*A non-extensive, no-affiliations list

Trust Accounting

StrataMax - PIQ - Urbanise -
Strata Master - Stratafy

Project & Task Mgt

Monday.com - Trello - ClickUp -
Notion - Asana
Resvu - Town Square

Owner Communications

Outlook - Front - Dynamics 365 -
Mailchimp - Whatsapp
Resvu - Town Square

Reporting & BI

Power Bl - Looker Studio - Metabase -

& More

Share Point/Office 365- Contractor
Compliance- Password Management -
HR Systems - Payroll - Dictation - etc.

Meeting & Voting

Strata Vote - Vote Now - LWT Strata
Zoom - Teams - Fathom - Fireflies

LLM’s / Al Chat

Chat GPT - Claude - Co-Pilot




Strata-Specific

What can Al
really do for me?

and what are the risks and limitations?

VS
DIY / Industry Agnostic

What is the investment cost?

The best tech means
nothing if your owners
aren’t on board

So how can get them?

The best tech means
nothing if your team
Isn't on board

So how can get them?



DIY & General purpose tools

Often great design and more intuitive

Can be more cost-effective
(if no big set-up /customisation required)

Shape your specific workflows and customise

Easier to find staff who know how to use them

Human support often locked to Enterprise tiers

Faster to get started with, and easier to switch

Conversation 1. DIY & General purpose or Strata-specific
Strata-specific tools

Built around strata workflows — less customisation

needed

Compliance features built in, not bolted on

Integrates with trust accounting and existing
strata systems

Reports speak the language owners expect

Support teams understand your industry
(especially important when things go wrong)

Features list will grow with the industry needs
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What can Al
really do for me?

Al isn't the future - it's here.
Use it wisely.




How is it Changing Strata?

Trust Accounting

Project & Task Mgt

Al assistants, automated workflows, talk
to text

Owner Communications

Triage, draft emails, summarise,
suggestion

Reporting & Bl

Categorisation, volumes reporting,
Service SLAs, Improvements
suggestions

Meeting & Voting

Al Notetaker, transcription, action
generation, attendants counting
assistance

& More

Dictation, Reminders, After hours calls
routing and more.




Al Limitations

WE cannot afford to make mistakes - quality matters

e Consistency and reliability are still a challenge

(Yes, it makes mistakes)

e |t's only as good as the information you give it

e Privacy matters

e Cross-contamination risk is real (especially in
non-strata systems)

e |t does not replace relationships




The best tech means
nothing If your owners
aren't on boara




Know Your Owners, Meet Them Where They Are

Not every owner wants the same experience.

The goal isn't to make every owner use your app.

It's to make every owner
feel looked after.



Know your owners and communicate

Prioritise Omni Channel solutions
the changes

Make the back of house invisible Match the channel for the moment

Tech for some, humans for others Embed the experience




The best tech means
nothing if your team

Isn't on boara ONE DOES NOT smmnnnn nivmc
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Why people reSiSt Loss of control

Not understanding the why

Fear of looking incompetent

It's just more work for me



Get adoption
nl 2, 3 4..

Involve Early

Sell the problem,
not the solution

Start small,
Show wins fast

Make it safe
to be a beginner




What have we covered today

The Honest Picture Reports are showing us that owners are our biggest challenge. Profits are
declining. Staff aren't settled. Bigger is not better. Our current systems are still not enough.

It's Not a People Problem. It's a Systems Problem.

Strata Tech is Evolving Across All Areas. xxxx

Strata-Specific vs Industry Agnostic — know which layer each tool belongs to.
Al is Cool — Use it Wisely. The opportunity is real. So are the risks.

Get Your Team on Board The best technology fails without the people behind it.

Meet Your Owners Where They Are. Different owners. Different needs. You need a system
architecture that handles all of them.



Let’'s chat!




Let’'s chat!




Nice to meet you

Thank you!

leya.wall@townsquare.au
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