
Three significant research programs to establish quality data to guide community 
operator responses to the challenges of the 2020 economy and regulatory regimes.
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The DCM 2020 Prospect Profile 
Exploration & large scale study: Australians aged 60 to 851

DCM 2020 National Resident Survey 
The decision drivers + trust + satisfaction + ratings + benchmarking2

Outsourced 2020 Regulatory Compliance Surveys 
NSW Rules of Conduct + Code of Conduct, Independent mandated village survey program3
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Supported by:
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3 Separate but Integrated Research Studies

2020 DCM Retirement Community 
Research Program

The DCM 2020 Prospect Profile 
Exploration & large scale study: Australians aged 60 to 85 
Sample: 2,240

DCM 2020 National Resident Survey 
The decision drivers + trust + satisfaction + ratings + benchmarking 
Sample: 20,000+

1

2

3

Payment: 50% on commitment / 50% on report deliveries. Make payments to Villages Publishing / DCM Group.  
BSB: 633 000 Account: 130201486 Reference: Your organisation name

Booking Confirmation & Enquiries: Anna Archibald T 02 9555 9576 M 0414 844 980  anna@dcmmedia.com.au   
DCM Group, Units 18 & 19, Waterview Work Shops, 37 Nicholson Street, East Balmain, 2041 ABN 67 055 959 370

1 village     $1,750     $2,750     $15 per resident*

2 villages     $2,000     $4,500     $15 per resident*

3 villages     $2,250     $5,000     $15 per resident*

4 villages     $2,500     $6,000     $15 per resident*

5 villages     $3,000     $6,750     $15 per resident*

6-10 villages     $4,500     $8,000     $15 per resident*

11-15 villages     $6,000     $9,500     $15 per resident*

16-20 villages     $7,500     $11,000     $15 per resident*

21-25 villages     $9,000     $12,500     $15 per resident*

26-30 villages     $9,000     $14,000     $15 per resident*

31-35 villages     $9,000     $15,500     $15 per resident*

36-40 villages     $9,000     $16,500     $15 per resident*

41-45 villages     $9,000     $18,000     $15 per resident*

46-50 villages     $9,000     $20,000     $15 per resident*

51-55 villages     $9,000     $22,500     $15 per resident*

56-60 villages     $9,000     $25,000     $15 per resident*

61+ villages     $9,000     $27,500     $15 per resident*

The DCM 2020  
Prospect ProfileSelect 1, 2 or 3 DCM 2020 National  

Resident Survey
Outsourced Regulatory 

Compliance Surveys

Outsourced 2020 Regulatory Compliance Surveys 
NSW Rules of Conduct + Code of Conduct, Independent mandated village survey program 
Sample: 100% of residents

Delivery*  
(min $750) July + August December 4 weeks from order
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Ageing Australians and the retirement community sector have been 
significantly disrupted in 2020 
Bush fires, drought, an economy critically damaged by COVID-19, impacted private investor returns and 
superannuation, disrupted home prices and settlements, the negative Aged Care Royal Commission, plus the 
first wave of the new, more demanding baby boomer customers. There has been no other year like 2020.

As sales slow and vacancies grow, community operators require current, quality data and intelligence to make 
informed business decisions. 

Operators must invest in product and service improvements, marketing and sales. 

Three separate but integrated research programs

2020 is a year of key challenges for operators, requiring informed action

Key Challenge One  

Key Challenge Two 

Key Challenge Three  

AOR is the preferred ‘satisfaction’ research group for governments and major corporations. An independent research company, AOR abides 
by the Australian Market & Social Research Society’s Code of Professional Behaviour and is bound by the Market & Social Research Privacy 
Principles. AOR subscribes to the AMSRO Privacy Policy (www.amsro.com.au), which guarantees the confidentiality of the information 
respondents provide and their identity.  W: australiaonlineresearch.com

Who is today’s customer and do we understand their real needs sufficiently 
to achieve engagement?

How good is our current product and services, how can they be improved;  
are they appropriate today; how can our quality offering be better recognised?

How can regulatory compliance be achieved efficiently, with maximum 
positive impact?

DCM has strategised three research studies to respond to these challenges to 
uniquely support community operators, and by extension, residents.

DCM has again commissioned Australia Online Research (AOR) to deliver cost efficient 
and ‘fast to market’, independent and respected research programs. The 2020 research 
will be in the field from June and results available progressively from August to 
December.

Operators can choose to participate in one, two or the three programs.

2020 DCM Retirement Community 
Research Program
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1. The DCM 2020 Prospect 
Profile Survey

2008 20132010 20152011 2018



Exploratory research / 40 face to face interviews
Conduct face to face interviews of 60 to 120 minutes in the home to develop a deep rapport, with three cohorts:

DCM and AOR will progressively develop additional stimuli to promote spontaneous responses, with the material 
fine tuned through the exploratory research phase. 

The large sample of each will capture a full spectrum of types of retirement communities and residents.

Recruitment will include a mix of 60% regional/40% middle & outer metro, by age, gender, couples/singles, 
different living situations, and screened out for attitudes against the sector or outright rejectors. Respondents will 
be incentivised with a $50 gift card of their choice.

10 interviews with ‘open prospects’ for retirement communities, including up to 50% who have previously 
considered a retirement community, but not yet bought. 

10 interviews with ‘closed prospects’ that have considered and inspected a retirement community, but 
have not proceeded 

20 interviews with ‘new residents’ that have bought and moved in to a community in the past month

5

Market statement: ‘Retirement communities are safe harbours’

In 2020, fires, economic disruption and the health implications of COVID-19 have increased the awareness and 
focus on personal security in retirement, plus later life planning, including considerations of health services and 
accommodation needs.

Retirement communities have the opportunity to position the sectors as a ‘safe harbour’. They are established 
accommodation models, with high customer satisfaction ratings and  strong regulatory frameworks. 

In 2020 the opportunity is to tailor the ‘safe harbour’ value proposition to the expanded prospect base. 

1. The DCM 2020 Prospect Profile Survey

Exploration & large scale study: Australians aged 60 to 85
40 interviews + 200 telephone + 2,000 online survey

Research objectives : 2020 Prospect Profile
• Understand the evolving accommodation and service needs of Australians aged 60+, and how this differs 

within the cohort (60 to 85)
• Understand the impact of the COVID-19 crisis on future planning, and the consideration set, including new 

expectations of services to stay in the home, or move to new accommodation 
• Identify key barriers and triggers to consideration of retirement communities 
• Uncover new opportunities in both services and communications, for retirement villages, land lease 

communities and others (e.g. virtual communities, home care) 

Two step methodology 
Step One is exploratory, to achieve a deeper understanding of the key issues, to support a best in class design 
of Step Two, the large scale quantitative survey.

STEP ONESTEP ONE
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Exploratory interview discussion guide 
Three interview versions will be tailored for:

• General public (60-85) 
• Prospects who decided not to buy
• New residents - past 2 months

Discussion will include:
• Broader discussion - values, health, financial 

confidence, hopes for future 
• Specific probing on planning for retirement – next 

stage of life: where are they at, drivers of decision 
making 

• Spontaneous options considered / considering, 
pros and cons 

• Explore and prompt alternatives if they have 
difficulty proactively identifying options – i.e. 
aging in place vs alternatives to staying in family 
home such as downsizing to unit or villa, moving 
in with family, moving to retirement village

• Specific probing on Home Services – home care 
package / private homecare services; awareness 
/ current usage of in household / future needs and 
expectations; specific needs for type, personal 
care, gardening, cleaning, transport, allied health; 
providers - trust and perceptions

• Probe specifically on retirement villages / land 
lease communities - knowledge of / experiences 
with villages / different types of communities 

• Research conducted / where are they in the 
journey 

• Assumptions explored and challenged 
• Influencers – drivers of awareness 
• Services expected 
• Concerns / barriers – how they are addressed
• Experience / satisfaction – expectation Vs reality
• Key benefits
• Costs – fees and end of contract fees 
• Trust – drivers of trust 

 Ȧ  Recommendation - how they would promote to 
others 

• Services – appeal / expectations/ gaps / future 
needs 

• Exploration and reactions to new positioning or 
service concepts. 

Exploratory delivery / reporting 
Participating Operators will receive a full report summarising all insights, including key quotes and de-identified 
summary case studies of the best 10 interviews.

2,000 online + 200 telephone quantitative survey
DCM has commissioned AOR to conduct an online survey of 2,000 people aged 60 to 85. In addition 200 
telephone surveys will be conducted of people who are not suited to online.

Sample Target

A nationally representative sample of residents aged 60-85, with quotas set by age (60-69, 70-85), gender and state. 

STEP TWOSTEP TWO
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Survey design (online + phone)
15-20 minute survey, refined by the exploratory step, and addressing the project objectives which is likely  
to include: 

Online survey delivery / reporting 
A full report with insights and broad learnings for operators and marketers will be delivered for each of:

• retirement village operators
• land lease community operators
• home care operators

Survey timetable and report delivery 

29 May 10 Jul10 Jul 26 Aug

Exploration 

Infield InfieldFull Report Full Report

Large Scale Quantitative

• Current life situation and accommodation, 
including use of any home services 

• Attitudes and behaviours towards ageing and  
life planning 

• Previous consideration of future accommodation 
and health needs 

• Past and future consideration of retirement 
accommodation/service options 

• Perceptions of different retirement 
accommodation/service options 

• Appeal and impact of different selling propositions 

Investment: The DCM 2020 Prospect Profile 

Operator/Villages

1 village $1,750

2 villages $2,000

3 villages $2,250

4 villages $2,500

5 villages $3,000

6-10 villages $4,500

11-15 villages $6,000

16-20 villages $7,500

21-25 villages $9,000

Operator/Villages

26-30 villages $9,000

31-35 villages $9,000

36-40 villages $9,000

41-45 villages $9,000

46-50 villages $9,000

51-55 villages $9,000

56-60 villages $9,000

61+ villages $9,000

Payment: 50% on commitment / 50% on report deliveries. Make payments to Villages Publishing / DCM Group.  
BSB: 633 000 Account: 130201486 Reference: Your organisation name

Booking Confirmation & Enquiries: Anna Archibald T 02 9555 9576 M 0414 844 980  anna@dcmmedia.com.au   
DCM Group, Units 18 & 19, Waterview Work Shops, 37 Nicholson Street, East Balmain, 2041 ABN 67 055 959 370
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2. DCM 2020 National  
Resident Survey

2008 20132010 20152011 2018
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2. DCM 2020 National Resident Survey

The decision drivers + trust + satisfaction + ratings + benchmarking
Market statement: Data supported marketing, sales, advocacy

In the increasingly competitive and regulatory 2020 environment retirement community operators require 
essential tools, grounded in reliable, timely and quality data, to effectively market.

The National Resident Survey delivers a unique scale of research (the largest resident survey in the world) 
at an efficient investment, with results and reports delivered for implementation by December.

For each community

Research objectives:  
Capture today’s retirement community resident

Satisfaction 
out of 100

ResiRating
out of 5 stars

Village + Operator
scores

Survey design
Online confidential survey with invitation extended to 100% of each village residents (including partners/couples).

50 questions / 20 minutes.

DCM delivers all communications with managers and residents plus materials and support processes to each 
community.

Note: In 2018 the online survey had a 24.6% response rate (19,200 responses completed from 78,500 residents).  
A test sample of 5% pen and paper surveys in each of 520 villages delivered the same results as the online survey.

In 2020 Pen & Paper is available on a full village participation - separate additional price.

TM

RESIDENT
SATISFACTION
2018/2019

89

TM

4.5

• Demographics
• Satisfaction 
• Contracts 
• Moving to the village 
• Social factors 
• Village experience 
• Costs and Fees 
• Management & operations 
• Dispute resolution 
• Sector update against key measures of  

2018 National Resident Survey 
 Ȧ Performance of village against key attributes  
(key drivers)

 Ȧ  Satisfaction with village, plus NPS score
 Ȧ  Rating of village (ResiRating out of 5 stars)
 Ȧ  Perceptions of operator responsiveness, trustworthiness, respect
 Ȧ  Complaints & process 
 Ȧ  Training and skills of village managers 

• External perceptions and influences e.g. Royal Commission impact
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NRS survey delivery / reporting / tools
•  Final report in hard and soft copy (175 pages+)
•  Full data files by question, by community, by operator and each data field benchmarked against the full 

sector survey set (Excel file)
•  NPS score for each village and operator
•  ResiRating 5 Star score for the village and supporting marketing materials
•  Satisfaction score out of 100

Note: AOR will be available to deliver a tailored detailed analysis and report by village and operator at a separate 
price.

Survey timetable and report 

Investment: DCM National Resident 

Operator/Villages

1 village $2,750

2 villages $4,500

3 villages $5,000

4 villages $6,000

5 villages $6,750

6-10 villages $8,000

11-15 villages $9,500

16-20 villages $11,000

21-25 villages $12,500

Operator/Villages

26-30 villages $14,000

31-35 villages $15,500

36-40 villages $16,500

41-45 villages $18,000

46-50 villages $20,000

51-55 villages $22,500

56-60 villages $25,000

61+ villages $27,500

24 Sep 17 Dec 21 Jan

Infield Draft Report Full Report

2018 NRS Report 175 pages

Payment: 50% on commitment / 50% on report deliveries. Make payments to Villages Publishing / DCM Group.  
BSB: 633 000 Account: 130201486 Reference: Your organisation name

Booking Confirmation & Enquiries: Anna Archibald T 02 9555 9576 M 0414 844 980  anna@dcmmedia.com.au   
DCM Group, Units 18 & 19, Waterview Work Shops, 37 Nicholson Street, East Balmain, 2041 ABN 67 055 959 370
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3. Outsourced 2020 Regulatory  
Compliance Surveys

NSW Rules of Conduct   
National Code of Conduct  

2008 20132010 20152011 2018
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3. Outsourced 2020 Regulatory Compliance Surveys

NSW Rules of Conduct   
National Code of Conduct  
Independent mandated village survey program

Market statement: Data supported Rule & Code compliance

Increased consumer advocacy and media coverage has resulted in the requirement that village operators 
demonstrate that they are ethical and operate to minimum industry standards.

From 1 January 2020 ALL NSW operators are required to comply with the new legislated Rules of Conduct. 

From 1 January 2020 Leading Aged Services Australia (LASA) and the Retirement Living Council (RLC) 
are requesting retirement village operators to adopt their voluntary Retirement Living Code of Conduct to 
strengthen the sector and deliver better living communities for residents, and trust.

Both the Rules of Conduct and Code of Conduct require a resident consultation process that is verifiable.

DCM has designed a separate independent survey tailored to each of the NSW Rules and National Code that is 
‘pen & paper’ and delivered to 100% of residents. 

Operators can outsource the design, survey of residents, collation of the results and delivery, to DCM.

Research objectives: NSW Rules of Conduct 
Resident NSW Rules of Conduct assessment includes:

• Operator’s knowledge and understanding of the Act and regulations
• Operator’s regard to the best interest of residents
• Operator’s exercise of skill, care and diligence
• Operator’s honesty, fairness and professionalism
• Operator’s confidentiality about residents
• Operator’s prevention of elder abuse
• Operator’s representations in marketing
• Operator’s and conflicts of interest
• Operator’s handling of complaints, disputes and resolution
• Staff training, policies and compliance with policies

New South Wales

Retirement Villages Amendment (Rules of 
Conduct for Operators) Regulation 2019
under the

Retirement Villages Act 1999

C:\Docs\si\s2019-073\d13\s2019-073EXN.fm 19/6/19, 01:37 pm

s2019-073.d13

Her Excellency the Governor, with the advice of the Executive Council, has made the following
Regulation under the Retirement Villages Act 1999.

Minister for Better Regulation and Innovation

Explanatory note
The object of this Regulation is to prescribe rules of conduct for operators of retirement villages. The rules
include matters such as professionalism, training, competencies, performance and behaviour in connection
with the management or operation of retirement villages.
Section 83B of the Retirement Villages Act 1999 makes it an offence for the operator of a retirement village
to contravene a provision of the rules of conduct that is identified by the rules as an offence provision. The
maximum penalty for that offence is 100 penalty units (in the case of a corporation) or 50 penalty units (in
any other case).
This Regulation is made under the Retirement Villages Act 1999, including sections 83B and 203 (the
general regulation-making power).

New South Wales

Retirement Villages Amendment (Rules of 
Conduct for Operators) Regulation 2019
under the

Retirement Villages Act 1999

C:\Docs\si\s2019-073\d13\s2019-073EXN.fm 19/6/19, 01:37 pm

s2019-073.d13

Her Excellency the Governor, with the advice of the Executive Council, has made the following
Regulation under the Retirement Villages Act 1999.

Minister for Better Regulation and Innovation

Explanatory note
The object of this Regulation is to prescribe rules of conduct for operators of retirement villages. The rules
include matters such as professionalism, training, competencies, performance and behaviour in connection
with the management or operation of retirement villages.
Section 83B of the Retirement Villages Act 1999 makes it an offence for the operator of a retirement village
to contravene a provision of the rules of conduct that is identified by the rules as an offence provision. The
maximum penalty for that offence is 100 penalty units (in the case of a corporation) or 50 penalty units (in
any other case).
This Regulation is made under the Retirement Villages Act 1999, including sections 83B and 203 (the
general regulation-making power).
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Research objectives: National Code of Conduct

Survey delivery / reporting
DCM will:

• Design an independent, compliant Rule survey and Code survey
• Deliver a resident survey engagement program
• Execute the survey: promote, deliver, collect
• Deliver to the operator an accountability compliant tabulation and commentary report

Survey timetable and report delivery

Within 4 weeks of order 2 weeks 2 weeks

Infield Time in field Report

Investment: Rules of Conduct, Code of Conduct 

$15 per village resident each survey, minimum fee $750 + GST 

Note: An operator may require both surveys to comply.

Retirement Living Code of Conduct 
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under which we may ask a resident to move temporarily or permanently to another address 
within or outside the Retirement Community.  In any such cases, we shall consult with the 
resident, and with other family members or healthcare professionals if consented to by the 
resident. 

B2.11 We will make other operator or community policies and procedures referred to in this 
document available to the resident upon request. 

B3 Before moving and new resident arrivals 

B3.1 For properties under construction, we will give residents a realistic expected completion or 
moving-in date. We will provide as much notice as possible of any delays and offer residents 
an opportunity to organise alternative arrangements. Wherever possible we will provide on-site 
accommodation to minimise undue hardship or distress. 

B3.2 Before the resident moves in, we will ensure that the property is well-presented, clean and that 
a condition report has been prepared. 

B3.3 In handing over a property to an incoming resident, we will conduct a full orientation to their 
accommodation, explaining how key services and appliances operate.  We will also provide an 
induction on the community, with information on the roles and responsibilities of staff, our 
resident service arrangements and how they can contact us for assistance. 

C LIVING IN THE COMMUNITY 
C1 Managing our relationships with residents and stakeholders 

C1.1 We will maintain appropriate and effective service arrangements for residents. 
C1.2 We will welcome all forms of feedback from residents, whether positive or negative.  We will 

treat all feedback seriously, review it, and use it to promote continuous improvement in our 
services. 

C1.3 We will invite feedback from residents (in the form of a survey) on our facilities and services, 
including those provided by any contractors, at least once a year. We will report back to 
residents on the findings and on any resulting actions.  If we cannot act on any suggestions, 
we will explain why. 

C1.4 We will ensure any personal care services we offer or facilitate comply with the requirements 
of the relevant regulator.  Personal care services provided by us will be clearly described in 
our contracts. 

C1.5 We will take steps to ensure there is consultation with residents in relation to any proposed 
action or change that could have a significant impact on the residents’ financial affairs, the 
amenity of the Retirement Community or their way of life, including changes to the dispute 
resolution policy, changes to community rules or changes to the operator’s marketing policies 
for re-sales.  

C1.6 We will maintain written policies and procedures regarding the frequency and conduct of 
meetings with residents and the rights of our residents to consultation. 

C1.7 We will maintain written policies and procedures about accessing the homes of residents.  
These will be consistent with our contractual and statutory obligations. 

C1.8 We will maintain a written privacy policy consistent with the relevant laws that enables a 
resident to have access to personal information held by the operator related to them. 

C1.9 We will place as few restrictions as possible on residents’ day to day living arrangements, so 
that they are able to enjoy their own lifestyle and live with maximum independence. 

C2 Relationship with resident representative bodies 

C2.1 We will seek to maintain regular and effective communication and consultation with Resident 

Retirement Living Code of Conduct 
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BACKGROUND 
Introduction 

The Retirement Living Code of Conduct is a voluntary industry code and is an initiative of the peak 
bodies representing Retirement Communities across Australia. The Code is maintained by the Code 
Administrator on behalf of the peak bodies and comprises five sections: 

1. Foreword 
2. Background – Introduction, Purpose and Objectives of the Code; 
3. Commitments – the Rules of the Code; 
4. Administration – the Governance and Administration of the Code; 
5. Appendices – additional resources for the implementation and administration of the Code. 

Vision for the Industry 

Our Vision is to promote and protect the independence, privacy, dignity, happiness, safety and security 
of older people through the provision of specialised, quality, fit-for-purpose housing, with tailored 
support services, within a community environment. 

Objectives of the Code 

1. Promote and protect the interests of current and future residents; 
2. Help implement regulation in a way that creates high and consistent standards regarding the 

marketing, sales and operation of Retirement Communities that are above and beyond statutory 
obligations; 

3. Promote trust and confidence in the sector; 
4. Provide a framework to assist open, transparent and efficient resolution of complaints by 

residents against signatories to the Code; 
5. Provide industry leadership to promote effective self-regulation that complements and builds on 

existing regulatory arrangements. 

Architecture of the Code Commitments 

The Code Commitments are the rules to which signatories are committing.  They are written in the first 
person, from the perspective of the Retirement Community operator.  Operators who are Signatories 
are making these commitments to current and potential residents and other stakeholders.  The sub-
sections mirror the key phases of the resident experience within Retirement Communities: 

A. General Provisions 
B. Moving into the Community 
C. Living in the Community 
D. Leaving the Community 
The appendices contain additional information regarding administration of the Code, the operation of 
the Code Administrator, Code Review Panel, and complaint handling. They also include resources to 
assist operator signatories understand and meet the Code Commitments. 

Regulatory Framework 

The Retirement Living Code of Conduct is intended to co-exist with relevant state and federal 
legislation, including various state retirement village acts and the Australian Consumer Law.  The 

Retirement Living Code of Conduct 
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B2 Contracts and disclosure 

B2.1 We will provide prospective residents with disclosure information or other written documents 
(as required by relevant laws) in a timely manner.  At the time of providing any disclosure 
information, we will also provide a copy of the Code of Conduct overview and the full copy of 
the Code upon request. 

B2.2 We will encourage all potential residents to seek independent legal advice before signing a 
contract to purchase or lease a residence, and that this advice should be in language they 
understand.  We encourage potential residents to share this information with family members 
and trusted advisers.  

B2.3 We will encourage all potential residents to seek independent financial advice before signing a 
contract to purchase or lease a residence. 

B2.4 We will ensure there are transparent and easy-to-understand descriptions in contracts of entry 
payments, ongoing service fees, reinstatement costs, and deferred fees and payments, so 
residents have clarity and certainty regarding costs associated with living in the Retirement 
Community. We will ensure contracts comply with the Relevant Laws. 

B2.5 We will provide clear information about which maintenance services will be included as part of 
the overall service offering at the community and which services are additional and must be 
separately funded by residents. 

B2.6 We will provide new resident contracts in writing and in plain English. Contracts will: 
a) Seek to implement, if appropriate and permitted by the relevant laws, contract 

recommendations of the peak bodies, such as the RLC’s National Guide to Creating 
Simple and Effective Retirement Living Contracts; 

b) Clearly set out our rights and responsibilities, and those of the residents; 
c) Accommodate special requests from prospective residents to provide the contracts in 

other formats such as larger print versions. 
B2.7 Where we are required to report to residents on the financial affairs of the Retirement 

Community, we will provide information on the community’s operating budget with the contract, 
including:  
a) The current year’s resident charges and other sources of income for the Retirement 

Community; 
b) The current year’s expenses; 
c) Details of the most recent surplus or deficit; 
d) The previous year’s audited budget statement; 
e) The capital works fund (or sinking fund), and planned expenditure.  

B2.8 Along with the contract, we will provide information on the community rules, including 
information about: 
a) The keeping of pets; 
b) Visitors and guests; 
c) Parking, including for caravans and boats if applicable; 
d) Use of common property and community facilities; 
e) The disposal of rubbish. 

B2.9 We will provide information to potential residents on the process of leaving the community, 
including an overview of the re-selling process. 

B2.10 We will make clear, in the contract, and/or in our policies, how we manage the circumstances 

Retirement Living Code of Conduct 
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Community. We will ensure contracts comply with the Relevant Laws. 

B2.5 We will provide clear information about which maintenance services will be included as part of 
the overall service offering at the community and which services are additional and must be 
separately funded by residents. 

B2.6 We will provide new resident contracts in writing and in plain English. Contracts will: 
a) Seek to implement, if appropriate and permitted by the relevant laws, contract 

recommendations of the peak bodies, such as the RLC’s National Guide to Creating 
Simple and Effective Retirement Living Contracts; 

b) Clearly set out our rights and responsibilities, and those of the residents; 
c) Accommodate special requests from prospective residents to provide the contracts in 

other formats such as larger print versions. 
B2.7 Where we are required to report to residents on the financial affairs of the Retirement 

Community, we will provide information on the community’s operating budget with the contract, 
including:  
a) The current year’s resident charges and other sources of income for the Retirement 

Community; 
b) The current year’s expenses; 
c) Details of the most recent surplus or deficit; 
d) The previous year’s audited budget statement; 
e) The capital works fund (or sinking fund), and planned expenditure.  

B2.8 Along with the contract, we will provide information on the community rules, including 
information about: 
a) The keeping of pets; 
b) Visitors and guests; 
c) Parking, including for caravans and boats if applicable; 
d) Use of common property and community facilities; 
e) The disposal of rubbish. 

B2.9 We will provide information to potential residents on the process of leaving the community, 
including an overview of the re-selling process. 

B2.10 We will make clear, in the contract, and/or in our policies, how we manage the circumstances 

Resident Code of Conduct assessment includes:
• Village Management 
• Property Services 
• Resident Well-being & Community
• Governance & Financial Management 
• Safety & Security 
• Entering the village

Survey design (Rules of Conduct, Code of Conduct)
Surveys are to be delivered to 100% of residents, which requires a ‘pen & paper’ format.

To allow resident feedback each major category of the survey also requires an open form section for hand written 
commentary. Tabulated results and all comments are to be captured and delivered to the operator.

Payment: 50% on commitment / 50% on report deliveries. Make payments to Villages Publishing / DCM Group.  
BSB: 633 000 Account: 130201486 Reference: Your organisation name

Booking Confirmation & Enquiries: Anna Archibald T 02 9555 9576 M 0414 844 980  anna@dcmmedia.com.au   
DCM Group, Units 18 & 19, Waterview Work Shops, 37 Nicholson Street, East Balmain, 2041 ABN 67 055 959 370
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The Village Manager

The Daily COMMISSION

The Daily RESOURCE

The Donaldson Sisters
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