
Retirement Villages – Better Practice Guidelines 

2. Consultation with 
residents

One of the Objects of the Retirement Villages 
Act 2016 is to provide for proper consultation 
between residents and operators of retirement 
villages. The Act and the Retirement Villages 
Regulations 2017 outline the requirements for 
when an operator must consult with all residents 
and the matters on which an operator is required 
to consult with a residents’ committee.

Applicable law
Under section 37 of the Act an operator is 
required to consult with residents prior to 
any redevelopment within a village. Under 
the Regulations, Code of Conduct, Clause 
5 articulates an operator’s obligation to 
consult with a residents’ committee and 
Clause 6 also requires an operator to 
‘consult with all residents of the retirement 
village in relation to any matter that could 
have a significant impact on their financial 
affairs, the amenity of the retirement village 
or their way of life.’

Consultation with all residents
Keeping residents fully informed about what is 
happening in a village and providing plenty of 
opportunities for them to provide feedback and 
ask questions can assist in preventing disputes 
occurring, as well as creating a harmonious 
working and living environment.

Proper consultation requires that residents 
are made aware of the matter that is being 
discussed, are given a proper opportunity to 
express their views and that these views are 
taken into consideration when a decision  
is made.

The method of consultation used within a 
village will vary depending on the matter which 
residents are being consulted about and the 
individual village. It can be useful to provide 
information about the matter to be consulted on 
in writing as it allows residents to consider and 
discuss the proposal with each other and family 
members.

It can also be useful to follow up written 
consultation with individual and/or group 
meetings to allow residents to ask any questions 
they may have and to clarify any issues which 
may be causing confusion.

A series of meetings can also be useful if any 
changes being proposed are significant or will 
require a lengthy process.

In consulting with residents it can be useful to 
discuss some or all of the following issues:

 > when a proposed change will take effect;

 > why a change is needed;

 > how it will affect residents;

 > what the rights and responsibilities of 
the residents and manager are under the 
residence contracts;

 > what process will be followed when 
implementing a proposal;

 > the reasonable expectations of residents;

 > options for the proposal;

 > how residents will be kept informed of any 
progress or decisions.

It is also good practice to write to all  residents 
to let them know of the outcome of discussions 
and to include details of agencies that can 
provide help and assistance if they are not 
happy with the proposed changes.
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Consultation with a residents’ 
committee

Applicable law
Clause 5 of the Code of Conduct outlines 
a range of matters on which an operator 
must undertake reasonable consultation 
with a residents’ committee. These matters 
include maintenance issues raised by 
residents, preparation of an annual budget 
for the village, any proposed change to a 
service or facility provided at the retirement 
village that is reasonably expected to result 
in increased costs to residents beyond any 
increase shown in the annual budget or a 
loss of amenity.

A residents’ committee can be a useful tool in 
ensuring the interests of residents are being 
represented and taken into account. It can be 
helpful to initially discuss matters requiring 
consultation with a residents’ committee prior 
to consultation with all residents. A transparent 
relationship with a residents’ committee 
can assist in the creation of a harmonious 
village. While consultation with a residents’ 
committee is a useful tool it cannot replace 
proper consultation with all village residents              
where required.

Tips for useful consultation with the residents’ 
committee:

 > hold regular meetings with the committee to 
discuss matters occurring within the village 
and to receive feedback from the committee;

 > follow up on any issues raised at meetings 
with the committee;

 > ensure the  operator’s representative 
meeting with the residents’ committee has 
the relevant knowledge and authorisation to 
discuss matters.

Section 39 of the Act requires an operator to 
convene at least 2 meetings with a residents’ 
committee in preparation of an annual budget. In 
consulting with a residents’ committee about the 
budget an operator should:

 > submit a draft budget to the residents’ 
committee prior to the annual meeting;

 > ensure the operator’s representative who 
is meeting with the residents’ committee 
to discuss the draft budget is appropriately 
qualified and experienced;

 > hold several meetings if required to ensure 
all issues which the residents’ committee has 
raised relating to the budget are addressed.

See also: ‘9. Top ten tips for improving consultation’ worksheet

mailto:retirementvillages%40sa.gov.au?subject=
http://www.sa.gov.au/seniors/retirementvillages
https://creativecommons.org/licenses/
https://creativecommons.org/licenses/

