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adverse impact on her mental state for which she requires prolonged periods of counselling
and support.
Last August 2015, I noticed that
was also incorrectly charged by
for
electricity usage (embedded electrical network) which I again took up with CAV as
also strongly disputed this. Firstly CAV told me that they can't help me and to contact the
Energy and Water Ombudsman Victoria who referred me straight back to CAV. It took over
six months to resolve the issue and obtain the $600 reimbursement.
stated that the
billing error only effected
, however, from documentation received from
regarding issues with electricity charges it is obvious other residents were also affected, but
they did not receive any reimbursement.
I was informed by numerous people in the community that had I not stepped in and helped
, she most probably would have been evicted from her home which she owns, lost
approximately 25 40% value on the sale of her property to
as deferred management
and refurbishment fees. She most probably would not have been able to retrieve $5,000 for
telephone account overcharging, and would not have been able to prove the thefts.
As
has submitted her own response to the inquiry, below is a summary of the
issues I have assisted her with which are still ongoing since August 2015. These have been
brought to the attention of Consumer Affairs Victoria to which they were unsuccessful in
achieving a resolution:
• Complaint to
management regarding her contract with respect to council rates
• Unknown future of
and the potential tenancy and financial impacts
it will have on the residents residing there. This has been ongoing for 12 months and
management have been providing conflicting information to residence
regarding the future of the retirement village.
however, seem to be very keen
on providing a buy back option of apartments to residence where they will loose
approximately 40% of the value to
being deferred management fees.
Residents taking up this option will also not receive any payment until one month of
vacating the village. Usually when a house is sold a vendor receives payment when
vacant possession is provided to the purchaser upon settlement. This has been a
very stressful time for
not knowing what the future holds for her.
•
management not complying with a formal complaints process in accordance
with the Retirement Villages Act and Owners Corporations Act.
•
management not providing her with a safe and secure environment as she and
other residents are being continuously harassed by a fellow resident and fear for
their safety and wellbeing.
•
is not meeting various requirements of the Retirement Villages Act and
Owners Corporation Act with respect to annual resident meetings and annual
owners corporation meetings.
• It was noted that all
villages in Victoria have the same documented
management complaints process which does not meet the Retirement Villages Act
which Consumer Affairs Victoria has acknowledged in writing to me, however
nothing has changed since reporting the issue to CAV in 2010.
•
management and staff continuously intimidate and humiliate her which I
witnessed during a meeting with her and various
Management.
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Summary of issues experienced
The following is a summary of issues identified whilst assisting
and
:
• Fear of retribution when making complaints to retirement village management.
Most times they made complaints, they were labelled as trouble makers by
Management, staff and some residents. They were also on numerous occasions
intimidated and bullied by
managers and staff when they made complaints. I
have documented evidence obtained through VCAT to substantiate an example of
this.
• Retirement village management not taking the complaints process seriously.
• Consumer Affairs Victoria providing incorrect information and advice regarding the
Retirement Villages Act, for which I have extensive documented communication with
CAV.
• CAV has no jurisdiction to make binding orders,and hence, we now will be taking
various issues to VCAT to seek binding orders as we have no other options available.
This may become a lengthy, stressful and expensive process.
• The Retirement Villages Act states that it's purpose is to protect the rights of the
residents, however, from my experience this is not the case. To my knowledge CAV
have to date not enforced the requirements of the Act.
• Engaging legal practitioners is very costly and not within their means in order to
protect themselves and enforce their legal rights. We also could not access any
specialist legal advice relating to retirement villages.
• Both ladies continue to suffer high levels of stress and anxiety due to their
predicaments with
.
• All
retirement villages are
Villages which is a program
managed by the Retirement Living Council and BSI. In order to be accredited,
Villages must meet the 26 life mark standards. The following are examples of
standards which
are clearly in breach of:
o That residents feel safe and secure within the village
o That village rules and regulations are up to the required standard
o That the village has a comprehensive policy to deal with complaints and
disputes.
It appears that the
village accreditation program provides
false and misleading information to residence and potential residence of retirement
villages.
I had contacted the Retirement Living Council regarding the current issues being
experienced with
however they did not follow up my concerns.
• Both
and
acknowledge that they have purchased into a so called
retirement living lifestyle, however they are currently not able to enjoy their
retirement in a safe, secure and friendly environment which they had purchased.
Leaving is not an option, as both will lose to much money due to deferred
management and refurbishment fees and will not be able to afford equivalent
accommodation. They also both stated they they currently do not have a quality of
life at the retirement villages they reside in due to the ongoing issues they have with
Management.
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Suggested recommendations
The following are recommendations to be taken into consideration to ensure a stable, safe
and secure accommodation for older people:
• An Ombudsman be appointed who has the jurisdiction to make binding orders. This
will provide residence easy access to free, fair and effective external dispute
resolution.
• An advocacy organisation be established similar to the Office of the Public Advocate.
Volunteer advocates to visit retirement housing / retirement villages on a periodic
basis, unannounced, in order to independently ensure that residents are being fairly
treated, respected, and are safe from abuse. Key findings from these visits to be
reported on a periodic basis to the Ombudsman and to Parliament to ensure the
safeguards continue to be effective to protect the rights of the elderly.
• Retirement village contracts to be fair and in plain simple English, and not be
ambiguous, contradicting, confusing and misleading as is currently the case with
contracts I have experienced.
• CAV to enforce the Retirement Villages Act on behalf of the Minister for CAV in
accordance with the provisions in the Act and Regulations.
I have extensive documentation to substantiate my concerns and feedback, including
communication with
, VCAT, CAV, Victoria Police, Magistrates Court,
and freedom of information documentation from
. This documentation can
be made available if requested.
Please do not hesitate to contact me if you require any further information.
Yours sincerely

Alan Kohn
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