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EXECUTIVE SUMMARY

Residents’ Committee firmly believes that important changes
are required to be made in many aspects of Residential Villages which form part of the
Retirement Housing Sector. On pages 3 to 9 you will see a summary of the twelve (12)
recommendations for change by this Committee.

THE RECOMMENDATIONS FOR CHANGE ARE:
1. Appointment of an Ombudsman for the Retirement Housing Sector
2. Long term tenure
3. Management Accreditation and Training
4. Village Standards
5. Village Classification
6. Utilities
7. Standard Fees
8. Removal of Deferred Management Fees (DMF)
9. Standard Contracts
10. Emergency and Evacuation Procedures
11. Residents’ Rights
12. Clarification of Responsibilities between ‘Owner’ and ‘Resident’
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RECOMMENDATIONS

1.

Appointment of an Ombudsman for the Retirement Housing Sector
Rather than residents of retirement housing having to take their complaints and problems
to VCAT, which has a wide gamut of matters it is constantly ruling on, an Ombudsman
specifically for the Retirement Housing Sector would be able to focus on the specific
issues encountered by the mainly elderly residents in this sector.
Many of these elderly residents have very limited resources, many primarily relying on
Government Aged Pensions, and feel intimidated by the thought of confronting
management over things which they feel can have a big effect on how they enjoy their
daily lives. Most want a peaceful, non confrontational way of dealing with increased site
fees, village maintenance and repairs and numerous issues that may need addressing.
The appointment of a Retirement Housing Sector Ombudsman would go a long way to
empowering those who feel they are currently disenfranchised.

2.

Long Term Tenure
Long term tenure is of great concern to many in the Retirement Housing Sector. Within
our village, prior to July 1 2010, residents had no tenure in writing, but many have a belief
they were promised a 99 year lease. No resident is able to actually produce a contract
stating this advice. However, one resident did receive a letter from a Company Director of
certifying that there was a 99 year lease. . (Attachment A)
In the past the Company’s advertising up to that point in time stated “a perpetual lease”
but still does not appear in any written contract
Since July 1 2010, new residents’ contracts now state a 40 year tenure. However this is
conditional upon signing the lease with a Deferred Management Fee (DMF). DMF is
referred to later in Item 8.
Because the Residents do not own the land, security of tenure is the most important issue
affecting residents in residential villages. This is a subject that is often discussed by
residents with Residents’ Committee members.
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3.

Management Accreditation and Training
Some of the concerns expressed to our Residents’ Committee members relate to the
attitude of management. We believe caretakers / managerial staff employed by owners
should have qualifications and experience in age-related communication skills.
Lack of communication from management is a bone of contention from the top of the WEH
organisation down to “coal face”. Very little is put in writing, and usually if it is, it is not
signed. This occurs not just with the Residents’ Committee communications with the
owner and management, but also with individual residents. Many letters written in good
faith are ignored. If a resident has a concern which cannot be handled by local
management then Queensland office is contacted and often they not communicate
We believe management must respond to all correspondence. Management must
respond in a timely manner – 7 days. Any resident is entitled to receive feedback from
management regarding maintenance or repair request forms stating if and when repairs or
maintenance would be completed.
A manager of a facility as large as our
should have compulsory
specific business training and communication skills as a minimum requirement to deal with
the issues involved in such a complex situation.

4.

Village Standards
All villages in Victoria should have standards set so that residents know what to expect
when they invest in this kind of living.
Standards in such things as the following:
1. Quality of the homes to appropriate Australian Building Standards
2. Clear access for emergency vehicles such as ambulance and fire engines.
3. A 24/7 access for these emergency vehicles
4. Clear access for community vehicles and delivery trucks/vans
4.1 In some cases streets are closed off at the end which causes some
concern for vehicles; e.g. for the maneuvering of emergency vehicles and
delivery vehicles.
5. Basic fire safety and emergency equipment, monitored regularly. This would
include sirens. Since a flood in February 2011 the Residents’ Committee
requested that sirens be placed throughout the village so that, in the case of an
emergency, residents are aware of the danger that is occurring. In February 2011
(when the flood happened) there was no effective evacuation procedure in place.
6. Effective Communication With Management: As quoted in Point 3 above the
lack of effective communication with management causes great concern for
residents and the
Residents’ Committee.
7. Recycling: Although it is well documented that recycling is a valuable asset to
the community there is no facility within
to achieve this.
Due to this village being run by a private company,
and the logistics of the large number of bins being required, the residents do not
have suitable recycling bins.
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5.

Village Classification
There should be some clarification about the registration of Residential Villages,
Transitional Caravan Parks and Tourist Caravan Parks.
(Section 162 of the Residential Tenancies Act 1997 deals with this subject - however in
this Village gas and electricity are separately metered but not water, sewerage or
drainage).
Advertising standards should also be controlled and not be able to portray these villages
as Retirement Villages as is the case with this village. In advertising and website design
homes in other villages are used to enhance apparent village life here.
Residential Villages which are springing up constantly house mostly retired, elderly
couples and individuals and they should be provided with a peaceful environment without
the constant concern of who is responsible for costs relating to services. Things such as
drains, water, gas, and sewerage connections and fences which were always the
responsibility of the park owner are now being thrust upon the residents despite the fact
these were installed by the same park owner over a period of over 30 years and in most
cases not necessarily to any regulation. The residents pay a substantial fortnightly
payment for the management of the village and these services.
Keeping in mind the resident has spent many thousands of dollars to purchase the actual
dwelling. We are well aware that the actual residence is the responsibility of the resident
who purchased it. Only the land is leased.

6.

Utilities
Clarification is required by Government as to the responsibility of the owner versus the
resident, with regards to installation and access to utility services such as gas, electricity,
water, sewerage, storm-water drains and fences.
Referring to Attachment B, showing a standard home and site depiction with general
utilities access, there is no dispute that residents are responsible for the access within and
connected to the dwelling. The blur in responsibility occurs between the house and the
meter/connection point from the house.
Some of the problems existing at present include:
•
In some homes an ordinary garden hose is fitted to the front water connection
straight to the house. A registered plumber has advised that this is illegal - but the
Village owner resists correcting this.
•
Many homes are still connected to caravan-type electric boxes on poles and
often connected with dangerous double adaptors.
•
There are still homes where the storm-water runs directly into the sewerage
system – this was highlighted during the flood in the Village in 2011, affecting a
great number of residents.
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7.

Standard Fees
The most recent Residents’ contracts indicate that the “Site Fee” will be adjusted annually
to the CPI rise. It also states that the Market Value will be reviewed every 3 years. It is
not clear whether both the measures are applied, or just one, and which one.

We support the introduction of fee controls and the provision of evidence of how the yearly
increases are arrived at.

8.

Removal of Deferred Management Fees (DMF)
Of the three villages in Victoria owned by
had DMF introduced in 2010 and
had DMF introduced recently
but
does not. This affects our residents particularly if they may need to move
to a nursing home later in life and the DMF reduces the amount of funds available to
ensure their future care. This then forces the Government to have to support those
individuals, whilst the Owners of the Village have reaped the benefit.
Residents at
Village pay to purchase their homes in the first place, some in
the vicinity of $200.000.00 to $300,000.00. They then pay a “site fee” fortnightly ($305 as
of January 1 2016 and subject annually to CPI increase and 3-yearly to Market Value
assessment). A proportion of these site fees are supported by Government through
Centrelink rental assistance.
Residents should not have to pay to exit the Village. The Management of this Village gain
a selling commission upon exit, whereas on leasing a house or unit in a normal residential
street, there are no fees to exit the lease except bond commitments. Until recently
advertising by
specified ‘No Exit Fees’. This means that a
resident who lives here for a minimum of 5 years pays $39,650 (at current site fees) and
then an additional 20% of the sale price of the home on exit - i.e. in line with the Deferred
Management Fee.
There should not be a Deferred Management Fee (DMF).
and
are the only Residential Villages run by
. which has this arrangement. We are advised that Governments in other
States (e.g. NSW & QLD) have not allowed the DMF to be applicable to
“manufactured/movable dwellings” which our dwellings in
are. DMF is only
applicable to what Victoria refers to ‘retirement homes’ and ‘aged care’.

9.

Standard Contracts
Because of the gradual development of our Residential Village, from the Caravan Park
aspect, unique to
, many residents have different versions of
contracts and some have none at all.
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10.

Emergency And Evacuation Procedures
The flooding in February 2011 in
highlighted the fact that the
Emergency Evacuation Plan in place was totally ineffective, and in fact only referred to fire
emergency/evacuation, and would still have been ineffective if it had been a fire not a
flood.
The Residents’ Committee has spent a lot of time developing an Emergency Evacuation
Program which complements the
Management Emergency
Evacuation Plan.
The Residents’ Emergency plan involves dividing the Village into Sections, with each
street in each section having wardens to contact individual residents in the case of an
emergency. (Attachments C-1, C-2, C-3).
Still no proper evacuation plan has been introduced by Management despite the major
emergency experienced in that flooding. We are of the opinion that the residents should
be advised of evacuation procedures and some practice should take place to make them
aware of their evacuation area and action in the case of emergency.
(Although the flood was in February 2011 no action has been taken to amend the existing
evacuation arrangement - refer 4.5).

11.

Resident Rights
Elderly residents have a right to live in a peaceful environment. Unfortunately the previous
manager of this village has made living here a chore rather than a pleasure. It appeared
that his attitude was endorsed by Head Office Management as no action was taken to
rectify the matter. As we advised previously we now have a Caretaker managing the
village without the necessary skills.
We also believe that if a drain is blocked or is causing concern that this should be fixed by
management as it creates a health hazard.
In February 2016 one particular resident reported to the Residents’ Committee, after
previously being ignored by management, that there are 4 drains from other sites sending
waste water into her drains causing flooding. At this date no action has been taken to
rectify this severe drainage problem. We firmly believe that if the problem is on the site it
is the management’s responsibility - thus the reason to clarify the responsibility issue.
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11.

Clarification of Responsibilities between ‘Owner’ and ‘Resident’
We have attached a drawing of a sample site and the resident’s dwelling.
We believe that a definitive clarification should be given regarding where the resident’s
responsibility starts and finishes.
Also where the land owner’s responsibility starts and finishes.
This information is necessary as some village owners may attempt to place the
responsibility of some land services on the resident.
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