
 
4 July 2017 

Ms. A Ferguson 
Fairfax Media  

aferguson@fairfaxmedia.com.au 
 
CC: sally.neighbour@abc.net.au 

 
 

Dear Ms. Ferguson, 
 

I wish to respond to your article “Sorry seems to be the hardest word” that 
appeared 1 July in the Sydney Morning Herald, in particular, and bring your attention 
to information on the retirement village sector in general that you may not be aware 

of. 
 

In the article you raised question marks about an “independent industry survey” 
quoted by Aveo and the Retirement Living Council. In particular you queried the 
statements that included the statistic of 98% of residents would make the same choice 

to live in a retirement village if they had their time over. 
 

I am confident that they are referring to our McCrindle Baynes Village Census. It is 
recognised as the leading resident based quantitative research project conducted in the 
sector. It has been regularly cited in investment reports, industry conferences and 

government submissions since 2011.  
  

I am confident Aveo and the Retirement Living Council are referring to the responses 
to Question 37 in our 2013 Census. Below is the data split into two charts.  
 

 
 

 
 

 
 
 



 

 
 

The first chart represents all of the 4,933 village residents who completed our 
McCrindle Baynes Village Census. A random cross section of residents who answered 

the question irrespective of how long they had been in the village – with 96% saying 
they would move into a village again.  
 

The second chart has extracted the 1,012 people who had been in the village for 24 
months or less – the ‘recent movers’. This cohort is judged better aware or can better 

recall the reasons why they chose to join a village and better positioned to provide a 
considered evaluation of their experience.  
 

98% of these recent arrivals, 1,012 village residents, said they would make the same 
decision to join a retirement village. 

 
(This two year sample of 1,012 is valid being 20.5% of the 4,933 residents who 
participated in the 2013 census. Two years is approximately 20% of the average stay 

in a village of eight and 10 years which is the average for the entire sector). 
 

You also wrote “nowhere do they mention how old the survey is, the number of people 
surveyed, how it was conducted, who paid for it and who actually did it”. 

 
The following may assist as background on our sector research initiatives. 
 

Before doing so it is important to note that neither McCrindle Research or ourselves 
have ever been commissioned by Aveo to conduct research on their behalf and the 

references to research in their ASX and other media releases are not our data.  
 
Aveo did participate in our 2013 Census, along with 22 other operators, as a sector 

research project. 
 

The McCrindle Baynes Village Census is a quantitative pen and paper longitudinal 
study. It was first executed in 2011 and again in 2013. A new census is being prepared 
now to go into the field by November. 

 
 



 
 

The census was commissioned by villages.com.au, a website within our 
DoComeMonday media portfolio. 

 
We commissioned McCrindle Research to design and execute the Census. We have 
been commissioning McCrindle Research to conduct qualitative and quantitative 

research projects in the retirement village sector since 2008. 
 

Mark McCrindle led the project on their side and I led the project on our side, thus the 
joint branding.  
 

Villages.com.au markets the census to village operators, who pay a fee to have their 
residents independently surveyed. The cost varies between $1,500 and $15,000 

depending on the size of the operator – their number of villages/number of residents. 
 
In 2011 eight operators participated (four Private, four Not For Profit). They were: 

 Australian Seniors      (Private) 

• Baldwin Care      (Private) 

• Bethanie Group      (Not For Profit) 

• ING        (Private) 

• IRT (Illawarra Retirement Trust)   (Nor For Profit) 

• Lend Lease       (Private) 

• RSL Care       (Not For Profit) 

• St Ives Group      (Membership organization / NFP) 
 

To build the survey McCrindle conducted six focus groups consisting of eight male and 
females each who had been recruited on the basis they had an interest in possibly 

joining a retirement village in the future. Their information assisted McCrindle to 
develop the census questions. 

 
Every resident in the participating villages were surveyed, totaling 18,000 pen and 
paper questionnaires being distributed. 10,400 were completed and returned to 

McCrindle Research in individually sealed confidential envelopes. (McCrindle advises 
this is the largest pen and paper survey in recent years conducted outside of the ABS 

census). 
 
The total census responses by 

state for the main census were: 
Answer  

Response  %  

NSW  2,361  23%  

VIC  1,896  18%  
SA  345  3%  

QLD  3,291  32%  
NT  0  0%  

ACT  143  1%  

WA  2,188  21%  

TAS  100  1%  

Total  10,603 *  100%  
 

The pen and paper questionnaire consisted of 54 questions.  



 
 

The 3 month timetable was as follows:  
• Census dispatched to villages mid-September 2011  

• Returns closed mid-October  

• Focus groups conducted late October/early November  

 

• Report published 22 November 2011  

 
McCrindle then analysed the results and produced the final report. 
 

The report is owned by the participating operators. However I can provide several 
charts from this 2011 report that have been used in conferences and verify the 

positioning that village residents are “happy” with their decision to join a village. 
 
 

 
 

 
 

 
 
 



 
 

 
 
The 2013 McCrindle Baynes Village Census was a confidential pen and paper plus 

online survey. It consisted of 46 questions distributed to residents at 236 villages 
across Australia. 
 

23 village operators participated. They were: 
 

• AEH Group         (Private) 

• Arcadia Communities       (Private) 

• Aveo          (Private) 

• Baldwin Care        (Private) 

• Baptists Community Services NSW     (Not For profit) 

• Blue Care         (Not For Profit) 

• Buxton         (Private) 

• Carrington Care        (Not For Profit) 

• Gannon Lifestyle Group       (Private) 

• Ingenia         (Private) 

• KeyInvest         (Private) 

• Lifestyle SA         (Private) 

• Novacare         (Private) 

• Parks Group Management – Langton Park    (Private) 

• Pinnacle         (Private) 

• Renaissance        (Private) 

• Retirement alliance       (Private) 

• RetireAustralia        (Private) 

• Riverside Gardens        (Private) 

• Secure Living        (Private) 

• Southern Cross Care W.A.      (Not For Profit) 

• Sundale         (Not For Profit) 

• Tall Trees         (Private)  

 
 



 
 

Given that it was a longitudinal study with a significant 2011 response base (10,600 
people), McCrindle advised for the larger groups it was not necessary survey all their 

residents and random individual units were selected in each village. For smaller village 
operators all residents were surveyed. 
 

The pen and paper survey was sent out to 12,805 residents across 236 villages. At 
time of analysis, there were 5,218 responses. 5,075 were received back in hard-copy 

format, whilst 143 responses were received through the online survey link.  
 
Just one operator is common to the 2011 Census. Therefore across the two surveys, 

approximately 15,800 residents of retirement villages had participated, representing 
13% of all Australian village households 

 
The 2013 Census went into the field in November and final returns closed in mid 
December 2013. 

 
Again the reports belongs to the participating operators but we can share information 

that has been presented at conferences. Two charts are presented again for each 
question, being the full cohort and the ‘recent movers’: 

 

 
 

 

 
 



 

 
 

 
 

 
 

 
 

 
 
 

 
 



 
 

 
 

 
 

In 2013 McCrindle also built in questions that would deliver a Net Promoter Score for 
retirement villages as a commercial sector.  

 
The Net Promoter Score is an index ranging from -100 to 100 that measures the 

willingness of customers to recommend a company's products or services to others. It 
is used as a proxy for gauging the customer's overall satisfaction with a company's 
product or service and the customer's loyalty to the brand. 

 
In summary, the residents delivered an NPS score of 25. 

 
McCrindle reported that this score made the retirement village sector the highest 
ranking industry sector for customer loyalty in Australia. 

 
  



 

 
 

 
 



 

 
As a media group we have covered the retirement village and aged care sector for 11 
years. Every research report we have seen, dating back to Stinson’s landmark 2000 

report, identifies a number of residents who are ‘unhappy’ and the figure we use is an 
average of 4%. With 180,000 village residents this equates to 7,200 people, plus their 
families who engage in their discussions.  

 
No doubt this is similar to other accommodation groups, like apartment residents. 

 
The difference is that village residents are in a journey of late life; residents join a 
village because they have had an incident that requires them to change 

accommodation – physical, financial or emotional. These also weigh on their perception 
of ‘happiness’. All residents deserve respect and empathy. Our experience and the 

research indicates the sector delivers both. 
 
I trust the information above is of assistance to you and your colleagues. 

 
Yours sincerely, 

 

 


