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General principles 

Communication 

The common theme in the protocols is the importance of communication between village managers and 

residents in reducing and resolving disputes. Good communication channels build strong relationships and 

may prevent disputes from arising. 

It is good practice for managers to have a policy about day-to-day communication with residents, which 

includes how and when you can contact them and what to do in an emergency. Managers should give the 

policy to all new residents and display it on a notice board. 

If you raise an issue, the manager should: 

¶ talk to you 

¶ put their message in writing to you (which allows you to consider and discuss it with others) 

¶ meet with you (to answer questions and allay concerns). 

Handling a complaint 

There are specific steps for handling complaints between residents and managers, determined under the 

laws that govern retirement villages. 

All Victorian retirement villages must have an internal dispute resolution procedure which provides a clear 

dedicated avenue for you, as a resident, to pursue any issues you might have with management. 

http://www.consumer.vic.gov.au/renting
/
/


Retirement villages: good practice to address key issues – a guide for residents 

consumer.vic.gov.au Page 5 of 20  

Your role 

If you have an issue with the running of the retirement village or the manager, you should first try to resolve it 

within the village. If that is unsuccessful, you can seek CAV’s advice, and help resolving the dispute from 

DSCV. If you are still not satisfied, you can consider going to the courts or to the Victorian Civil and 

Administrative Tribunal (VCAT). 

Before taking legal action, consider the effect of doing so may have on you, the manager and the village 

generally. Legal action can be costly and time consuming. It is recommended that you consult other 

residents or a community service (such as Housing for the Aged Action Group) or a family member and 

consider approaches that will help to maintain ongoing village relationships. 
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Retirement village protocols 

The protocols cover seven common areas of dispute: 

¶ Protocol 1: Changes to services
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Protocol 2: Maintenance: charges and process 

Maintenance issues frequently arise in retirement villages. These include: 

¶ how maintenance charges are allocated 

¶ why they increase 

¶ carrying out maintenance work 

¶ dealing with maintenance requests 

¶ delays processing insurance claims for damage to units. 

Managers are encouraged to adopt the following three protocols with maintenance issues. 

Protocol on increases in maintenance charges 

Good practice for managers: 

1. Consult with residents (in writing with a follow-up meeting) on proposed increases, particularly when 

they’re above CPI. Break down the charges so residents can see how the components relate to the 

increase, showing: 

¶ what part relates to providing services. If this increase is above CPI, residents’ approval is required 

¶ what parts are composed of: 

o rates/taxes/charges applicable to the village 

o salaries/wages paid to village employees 

which can be increased above CPI and do not require residents’ approval. 

2. Include any options for cheaper alternatives, or for avoiding the increase. 

3. As soon as the manager becomes aware that the residents’ share of maintenance charges for 

vacant/unbuilt units is likely to become an issue, advising them in writing (with a follow-up meeting) on: 

¶ how the charges are shared between the manager and residents 

¶ how it is likely to affect residents in the current financial year 

¶ what is being done to address the vacancy problem 

¶
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Protocol on the maintenance process 

Good practice for managers: 

1. Produce a simple document for each resident, explaining which items of maintenance the manager and 

residents are responsible for carrying out, and how these items are paid for. This document should 

include the management contact person and the procedure for making a maintenance request. 

2. Where possible, respond immediately to a maintenance request (for which management is responsible). 

If that is not possible, consider a recording process (which should be monitored daily) that includes: 

¶ 
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Protocol 4: Presentation of the annual financial statement 

The annual financial statement and the annual general meeting, are designed to ensure that residents are 

presented with the most important financial information about the village. However, residents often find that 

financial statements are difficult to read, have too much or too little detail, or raise queries that managers 

may not respond to promptly ahead of the meeting. To ensure that the annual financial statement informs 

residents properly, managers are encouraged to adopt the following protocol. 

Protocol 

Good practice for managers: 

1. Ensure the financial statement is as simple as possible. 

2. Provide a financial statement even if the village is exempt from the requirement for one. 

3. Give residents sufficient time to consider and discuss the statement. Providing the statement at least 14 

days before the meeting is good practice. Managers should also consider releasing a preliminary 

‘discussion’ draft at an earlier stage. 

4. Invite residents to discuss issues with them before the meeting. 

5. Ensure the statement clearly state
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Protocol 5: Marketing procedures for a unit when a resident leaves 

The marketing of a unit in a retirement village is different to a conventional property. It necessarily focuses 

on the village – its services, amenities and lifestyle. 

If you sell or re-lease your unit, you and the manager will both have a strong interest in the process, 

including appointing the selling agent and the marketing strategy. 

It is in both your interests to re-sell or re-lease the unit as soon as possible and at the best possible price; but 

how this is done can raise issues of conflicting interests, or at least the perception of them. 

This issue can be further complicated, depending on whether you entered into your contract before or after 

1 August 2006, when the Retirement Villages Act 1986 was amended to give greater control to residents in 

the re-sell or re-lease of their unit. You can find a summary of the law concerning this issue in Retirement 

villages: good practice to address key issues, available at Consumer Affairs Victoria – Good practice 

protocols <consumer.vic.gov.au/rvgoodpractice>. 

The following protocol, which managers are encouraged to adopt, seeks to balance the interests of 

management and residents or their families, and reduce misunderstandings and concerns which often arise 

during this process. 

Protocol 

The following applies as soon as practicable after the manager receives advice of the resident’s intention to 

vacate, or of their death. 

General 

Good practice for managers: 

1. Meet with the resident or their legal representative to explain how the marketing of a retirement village 

unit is different from a conventional property. 

2. If a resident has died, tactfully advise their family that delays will be reduced if an administrator is 

appointed if the resident left no will or, if there is a will, if probate is obtained as soon as possible. 

3. Consult with the resident or their legal representative about measures to make the unit more marketable, 

such as inspections, refurbishment or reinstatement (see Protocol 7: Refurbishment and reinstatement of 

units on page 
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3. When the price is agreed: 

¶ advise the resident or their legal representative as soon as possible in writing 

¶ include an explanation of any difference between the selling price and any valuation or estimation 

¶ detail the resident’s exit entitlement for each proposed selling price. 

Setting a selling price – where the resident sets the price 

Good practice for managers: 

1. Consult the resident or their legal representative about what reasonable time they need, including to 

obtain a valuation. 

2. Provide details of price ranges for recent sales/leases of other units in the village, noting that the 

eventual price is dependent upon market forces, and also set out in writing the resident’s exit entitlement 

for each proposed selling price. 

Selecting a selling agent 

Good practice for managers: 

1. Consult the resident or their legal representative about selecting an agent, the timelines for 

selling/leasing the unit, how offers will be dealt with, and the reporting process. 

2. 
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Advertising/marketing: hard-to-sell units 

If the unit is proving hard to sell, good practice is for the manager: 

1. To continue to engage with the resident, their legal representative or their family, even if there are 

increasing difficulties and complaints. 

2. Confront problems at an early stage. 

3. Ensure that marketing updates cover what charges will continue to be levied and for how long (see 

Protocol 6: Ongoing charges after a resident leaves on page 15). 

4. Set dates to discuss the marketing strategy with the resident or their legal representative. 

5. Consider the pros, cons and timing of handing control to the resident or their legal representative 

(including setting the selling price and advice on advertising costs); or engaging a third party agent. 
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Protocol 6: Ongoing charges after a resident leaves 

The residence or management contract details the charges residents will have to pay after vacating the unit 

until it is re-sold or re-leased. How long residents can continue to be charged will also depend on whether 

the contract was entered into before or after 30 January 2006. You can read more about this in Retirement 

villages: good practice to address key issues, available at Consumer Affairs Victoria – Good practice 

protocols <consumer.vic.gov.au/rvgoodpractice>. 

Issues about ongoing charges can sometimes arise at a difficult and emotional time, especially if the unit is 

taking some time to sell or re-lease and residents or their families are not aware that the contract permits 

ongoing charges. Concerns can be heightened if the exit entitlement is needed to fund the resident’s move 

to an aged care facility, or it forms part of an inheritance. 

For managers, the issue is that village overheads continue to be payable and may not vary or may vary only 

marginally with the level of the village occupancy. For the other residents of a village, particularly a loan-

licence village, the issues is the equitable sharing of the burden of these costs between outgoing and 

ongoing residents. In aiming to balance these interests Managers are encouraged to adopt the following 

protocol. 

Protocol 

Good practice for managers: 

1. As soon as possible after receiving advice of a resident’s intention to vacate, or of their death, meet with 

the resident or their legal representative about marketing strategies (see Protocol 5: Marketing 

procedures for a unit when a resident leaves on page 12). 

2. At that meeting, advise what charges are payable and for how long (this should be followed up with 

written confirmation of all charges. If owners corporation fees and village charges have previously been 

rolled together, they should be separated out into their components). 

3. When a unit is proving difficult to sell and ongoing charges are accumulating, consider alternative 

solutions and strategies and/or discuss the issue with higher management. Advise the resident or their 

legal representative of any such change in direction. 

4. When a resident is under a contract not subject to statutory limits on the length of time they must pay 

ongoing village maintenance charges and personal services fees, consider treating the resident as if they 

did have those protections. 

5. For all residents paying ongoing charges, consider an open offer to the resident or their legal 

representative to defer the payment, or further payment, of charges until resale or re-lease, and deduct 

them from the sale proceeds or exit entitlement. 

6. Provide monthly invoices that list the village maintenance charges, the owners corporation fee and 

personal services fee and show the period for which each component is payable
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8. Deal with any significant delays or cost overruns as soon as they arise and discuss them with the 

resident or their legal representative. 

9. Consider alternatives when significant delays or cost overruns occur, including when to discuss allowing 

the resident or their representative to take over control of the works (including health and safety 

requirements). 

10. Provide a fully itemised account for the works. If the manager is entitled to add on a percentage for 

supervision that may be unreasonable, consider charging only on the basis of actual time spent on the 

job and the manager’s normal hourly rate. 

11. If the resident or their legal representative believes they would be better off if no works were done, 

options for the manager include: 

¶ explaining to the resident or legal representative the reasons why they would be better off 

¶ explaining how the works will benefit the village 

¶ considering how to proceed with the works in a way that minimises any loss for the resident 

¶ considering contributing to the cost. 
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Further information and advice 

Consumer Affairs Victoria 

Consumer Affairs Victoria website <consumer.vic.gov.au> 

Phone 1300 55 81 81 

Regional services 

Services from Consumer Affairs Victoria are also available in Ballarat, Bendigo, Box Hill, Dandenong, 

Geelong, Mildura, Morwell, Reservoir, Shepparton, Wangaratta, Warrnambool, Werribee and Wodonga. Our 

mobile service regularly visits rural communities. For details on the office or mobile service nearest you, ring 

1300 55 81 81 or visit the Consumer Affairs Victoria website <consumer.vic.gov.au> and follow the Contact 

Us link. 

TIS 

Translating and Interpreting Service 131 450 

TTY 

Text phone or modem users only, ring the National Relay Service (NRS) on 133 677, then quote 

1300 55 81 81. 

Callers who use Speech to Speech Relay dial 1300 555 727, then quote 1300 55 81 81. 

Housing for the Aged Action Group (HAAG) 

HAAG provides free, confidential information and advice to older people on housing issues, including on 

retirement housing. 

Housing for the Aged Action Group website <oldertenants.org.au> 

Email Housing for the Aged Action Group <haag@oldertenants.org.au> 

Phone 03 9654 7389 or 1300 765 178 
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Residents of Retirement Villages Victoria 

RRVV is an organisation that provides advice and assistance to residents and prospective residents of 

Victorian retirement villages. 

Residents of Retirement Villages Victoria website <rrvv.org.au> 

Email Residents of Retirement Villages Victoria <secretary@rrvv.org.au> 

Residents of Retirement Villages Victoria website <rrvv.org.au> 

Email Residents of Retirement Villages Victoria <secretary@rrvv.org.au> 

Phone 03 9015 8402 

Seniors Information Victoria (SIV) 

SIV provides free information to older Victorians on a range of issues including on accommodation options. It 

is a service of the Council on the Ageing. 

Seniors Information Victoria – COTA website <cotavic.org.au/info/siv> 

Email Seniors Information Victoria <

http://www.consumer.vic.gov.au/renting
http://rrvv.org.au/
mailto:secretary@rrvv.org.au
http://cotavic.org.au/info/siv
mailto:askcota@cotavic.org.au
https://www.disputes.vic.gov.au/
https://www.vcat.vic.gov.au/
mailto:referrals@liv.asn.au


Retirement villages: good practice to address key issues – a guide for residents 

consumer.vic.gov.au Page 20 of 20  

Consumer Affairs Victoria 

Consumer Affairs Victoria website <consumer.vic.gov.au> 

1300 55 81 81 (local call charge) 

Facebook page of Consumer Affairs Victoria <facebook.com/ConsumerAffairsVictoria> 

Twitter page of Consumer Affairs Victoria <twitter.com/consumervic> 

YouTube page of Consumer Affairs Victoria <youtube.com/consumervic> 

Services from Consumer Affairs Victoria are also available at Ballarat, Bendigo, Box Hill, Dandenong, 

Geelong, Mildura, Morwell, Reservoir, Shepparton, Wangaratta, Warrnambool, Werribee and Wodonga. Our 
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