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From the President’s desk

A Growing Association

The ravages of Covid brings with it the
challenge of keeping our members updated.
The challenge is not the message itself but
the type of communication.

From four regional residents associations
less than seven years ago to a National
Association with thousands of members
in over 75% of villages across the country,
the voice of residents is clearly having
an impact on the village landscape. Run
primarily by volunteer residents during
those years and a part-time contract
manager over the last three years the
RVR has been able to get the concerns
of residents heard at both a local and
government level. This has been thanks
to the tireless work of the Exec and the
financial and vocal support of members.

This resulted in our recent webinar where
Nigel Matthews and I turned my Cambridge
office into a news studio. The feedback from this innovation has
been very supportive resulting in a desire to repeat the exercise
quarterly. The next issue will hopefully be somewhat more
polished although the folksy interchange style appealed to many.
Sadly the number and type of complaints of poor village
management continues to grow. Our 0800 helpline is being
appreciated after some early bedding-in problems. The key to
this innovation being that residents with problems are directed
to their regional leaders who are then able to move swiftly to
assist the complainant.
As I write this I am aware that two days from now I will be
working with a group in the Hutt Valley where their attempt
to utilise the services of their Christchurch based statutory
supervisor has resulted in severe inaction further confirming that
the role of such organisations can result in much to be desired.
As this is my last newsletter article prior to our June AGM it is
necessary for me to recognise the many helpful people who have
supported our endeavours during my time as your President.
That term will end in June and I salute those who have dealt
diligently with both the growth of our organisation and also
those who had the brave role of taking on the challenges. It has
been my honour and pleasure to serve you.
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A Growing Association continued.
Last year the RVR Exec approved the creation of a
full-time CEO role to take some of the responsibility
off the Exec and ensure clear procedures were
established. The position was advertised and
40 applications received. After shortlisting
and interviews an appointment was made.
Unfortunately, 3 weeks into the role our candidate
resigned due to health issues.
It was clear during interviews that finding the right
person with the skills and breadth of understanding
of the sector was going to be difficult. The Exec had
originally approached the National Manager, who had
declined the role due to other work commitments.
A reapproach by the RVR management team has
seen our National Manager, Nigel Matthews be
appointed the Chief Executive (Interim) role. With
the additional hours and a broadened mandate,
he will help the Association increase its reach and
further carry the residents voice.
Our grateful thanks once again to our members
who have supported the RVResidents Association
with both time and resources to help improve the
legislative framework for all village residents of
registered retirement villages. It is now, when the
government begins it’s review of the framework,
that the issues need to be kept at the forefront of
the legislators.

Latest Webinar & Upcoming AGM
Great attendance from members at our first online
meeting. If you wish to view this 20 min update
followed by 25 mins of Q&A then visit:
https://www.rvranz.org.nz/community/#webinars
Save the date for our 2022 AGM which will be held
online, 11am Thurs 30th June. Members will be
emailed a link prior or can visit rvr.org.nz closer to
the time for further details.

A quick recap on Government
progress to date and update on
the Legislative Review
2021
• Nov - The RVR presented a 12,500 strong
petition to the Opposition Party due to no
interest being shown by the current government.
The petition requested;
1. “That the government initiates an urgent
review of the Retirement Villages Act of 2003
and 2008 Code of Practice to address the
imbalances between operator and resident.
2. That where a resident has no share in the
capital gain nor any involvement in the sales
process of their unit, the operator guarantees
to return the capital (less the deferred
management fee) to the departing resident
on resale of the unit or within 28 days of exit,
whichever comes first.”
• Dec - An initial meeting was held with two of
the Ministry of Housing and Urban Development
(MHUD) Government officials and there was a
subsequent followup
• Petition now with Select Committee
2022
• Feb - The RVR went back to the Minister as
progress was not forthcoming, as indicated.
• March - An accompanying submission was
requested by the Petitions Committee, and was
presented to the Select Committee in order to
support the petition.
• MHUD ‘reconsider their resource position’
and bring the review forward a year.
• Opposition agree Louise Upston will take
over Simon Bridges ‘championing’ role.
• Commencement of scoping the Full Legislative
Review process starts this year (originally this was
not to start until late 2023).
• To Be Confirmed - We are still waiting for a date
and time for the RVR to speak to it’s submission.

INTRODUCING
THE AFIKIM C
MODEL

75ah Super Long Range Lead Carbon Batteries
• Quality Smart Chargers • 950w 4 Pole Motor
• 120amp S-Drive Controller • Full smooth 4
wheel suspension • Front and Rear Lock Boxes
standard • European Design and Ride Quality
• 4 Colours: Red, Silver, Blue & Grey • Free
delivery Nationwide • Price: $6,495. Limited
amount of Canopy versions at $7,495.
Prices include delivery and assembly.

MOBILITY

www.im4mobility.co.nz
0800 354 837
brian@im4golf.co.nz
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Changing the Act: Can it be ‘retrospective’?

3. Any changes to a government Act takes
precedence over any contracts or agreements.
For example, when the Residential Tenancies
Amendment Act 2020 come into effect to
better protect tenants (eg. from poorly insulated
housing), it gave a date that landlords needed to
comply by, irrespective of the agreement they
had with a tenant. If existing heating measures
did not meet the new legislative framework, then
the landlord would be in breach and the tenant
would have recourse under the Act. (Note: The
new heating requirements currently do not
apply to accommodation under the Retirement
Villages Act, something the RVR is pushing to
see changed.)
So, if the government agrees that retirement village
residents are financially disadvantaged by having
to wait for their capital until the next person pays
to move in, then in our view, all ORA agreements
would need to follow those new minimum
standards, regardless of what the ORA stipulated.
RVR also contends that aspects of the Code of
Practice defeat the intention of the Act.

No.1
Z’s
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“F rom your l oc a l c ouncil : W e’ v e ch a nged a l l
our pa rk ing me t er s ov er t o Oc cupat ion righ t s
agreemen t s. Once vac at ed, t his me t er w il l
c on t inue t o ch a rge you indef ini t ely un t il a no t her
p er s on ta k e s t his space. H av e a nice day.”
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•
•
•

If you would like to have your say on this issue or
the petition, then you can make a submission to
petitions@parliament.govt.nz

VERS

2. Any government Act will normally be reviewed
regularly to ensure that they are fit-for-purpose
and achieving the intended outcomes. The
Retirement Villages Act 2003 has not been
reviewed since it came into force.

The RVR firmly believes that any legislative change
must include a mandatory timeframe for return
of the residents loan / equity (ie. a guaranteed
buyback) where the resident does not share in the
capital gain and we look forward to the opportunity
of discussing this at the Select Committee hearing.

RI

1. The purpose of an Act is to create a set or
framework of minimum standards that people or
organisations must meet.

For changes to only apply to NEW ORA’s, the
government would need to ‘grandfather’ the
conflicting clauses in the Act (stipulate that the Acts
amended clauses only apply to contracts signed
AFTER a set date), which would create additional
work and disadvantage nearly 50,000 residents.

N

There have been comments circulated by some
in the sector, including at RVA initiated forums,
that the government would not make guaranteed
buybacks retrospective, while some other items
‘could’ be retrospective… So let’s try to clarify the
speculation, and see if some of these claims need to
be ‘debunked’.
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Retirement Commission:
Two research projects
Te Ara Ahunga Ora Retirement Commission has
two key projects related to the Retirement Villages
sector that they are working on in 2022. Michelle
Reyers, Policy Lead comments on both;
“The first project is part of our ongoing retirement
villages monitoring programme where we
undertake an annual research/investigation project.
In FY2021/22, following feedback received from the
White Paper, and the recommendations included
in the Summary Report and Recommendations,
we are investigating the feasibility of introducing a
standardised Occupation Right Agreement (ORA).
There is a range of views from stakeholders as
to how a standardised ORA could work, so the
intention of the project is to have discussions with
various stakeholders to understand the pros and
cons of standardisation, and investigate the parts
of the ORA that could be standardised versus what
needs to remain customised.”
“The second project focuses on understanding
the various options proposed as improvements
to the current retirement villages complaints and
disputes resolution process, and how these align
to the Aotearoa Best Practice Disputes Resolution
Framework (developed by the Government Centre
for Disputes Resolution).”
The Commission is holding an initial workshop
in May 2022 with stakeholders involved in the
complaints and disputes process to discuss options
for improvements. The aim of the workshop will
be to consider work undertaken by the Retirement
Villages Association (RVA) and Retirement Villages
Residents Association (RVR) to improve the current
complaints process and identify what can be
achieved in the existing framework, what aspects
may require code changes, and which aspects will
require legislative changes.
A further forum for the wider sector is planned for
August, which representatives from the RVR have
been invited to.

New resident committees
It is great to hear about several new residents
committees getting started around the country.
If you’re thinking of starting one in your own
village or you’re thinking of taking on the role of
chairing one, then you can download a copy of the
‘Residents Committee Handbook’ from
https://www.rvranz.org.nz/help-page/
#residents-committees

Changes to Membership
During 2021, the RVR gained Charitable Status
[CC59643]. This allows members, individuals and
companies to claim a 33% rebate on any donations
they make. The Subscription emails offer the
opportunity for members to make donations
which go towards improving the retirement village
legislative framework and assisting residents when
things go wrong. If you would like to join or make a
donation, please visit https://www.rvranz.org.nz and
select Membership or Join/Login from the menu.

$10 Joining Fee from 25th April 2022
To assist with increased advocacy costs, we’ve had
to introduce a $10 joining fee per person. This is
only for new members, and is an additional one-off
cost. The membership fee remains the same at $20
for singles and $30 for couples.

NEW. Donor, Friends & Family and Associate
membership
If you are a family member, friend or business/
organisation that would like to join, then visit
https://www.rvr.org.nz to join today. Select the blue
DONOR button and follow the prompts. You will
receive our email newsletters.

NEW. 2022/23 Members ‘My Village, My Life’
Magazine due out October/Nov 2022
We’re excited to be working on a 70 page magazine
for all members, as part of your membership. These
will retail at $20 for non-members - so it makes
sense to be a member!

How to Join
1. As an individual or couple:
Visit https://www.rvr.org.nz – This helps us,
as payment by credit/debit cards reduces our
volunteer Registrars time, and you will get a
receipt immediately. You can also pay by phone,
on-line banking or visiting your local bank. If
renewing your membership, please supply your
CH number in the Reference box, if you have
one.
2. Contact your village RVR Representative (if
your village has one) who will help you register
on line or supply a membership form which can
be mailed to RVResidents, C/- Private Bag
4707, Christchurch 8140
3. Phone 0800 787 699 or 09 930 7699 and pay
over the phone.

REMOVEABLE SECTION
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Your Voice and Membership
are Important
Once again we’ve partnered with AgedAdvisor to make use of their Freepost
Offer to get your RVR membership form back to us free of charge and to send in
your latest thoughts on your village.
There is also a smaller form to express your thoughts on the advice you received from
a legal or financial firm prior to village entry. Each completed review counts towards
the Annual People’s Choice Awards that are given out to the top rated villages and
businesses serving residents throughout New Zealand, as voted by you.

1

Membership
If you’re not yet a member then we’ve included a form for you to sign up with (or you can register
online at www.rvranz.org.nz). If you only do one of these things, this is it. It will help us be a voice
for more than 48,000 residents throughout New Zealand and help ensure that all residents receive
fair and equitable terms for their choice and payment to move into a lifestyle/retirement village.
If paying by internet banking or via your bank, please pay to Westpac 03 0389 000 4586 05 or
send to RVR, C/- Private Bag 4707, Christchurch. Please Note: A small joining fee of $10 per person
for new memberships is requested in addition to the membership, to assist with costs.

2

Legal or Financial Feedback (Sponsored)
We all need to seek legal advice, prior to moving into a village. Some of us will have even sought
financial advice. This form allows you to share your experience on the advice given prior to moving
in, so that others can choose a legal or financial firm with confidence.

3

Village or Care Feedback (Sponsored)
Your feedback can be the ‘word of mouth’ that creates change. Each year AgedAdvisor asks
residents to share their own personal experience of life in a village or care facility. You have the
opportunity to give a glowing report on the place that you call home or comment on the things
that could be better. It’s up to you. Simply complete the enclosed review form. Alternatively you
can complete the form online at www.agedadvisor.co.nz

4

FREEPOST it back to us and be in to WIN
Once you’ve completed one or more of the sections, simply pull out the middle section, fold along
the dotted lines (with the Freepost address on the outside), tape or staple closed and then post.
AgedAdvisor will sponsor the cost of every Freepost form (with a completed review) allowing
you to post in your membership for free, and enter the draw to WIN!

REMOVEABLE SECTION
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1

Membership Form

NEW

(1st April 22 - 31st March 23)

RENEWAL (please tick one)

If renewing, simply enter your name and CH number,
if you have it.

RVRANZ Bank Account:
Westpac 03 0389 000 4586 05

Joining fee $10pp
+ Membership Type
(new memberships only)

Membership Type:
Annual Single $20
Platinum (10yr) Single $195
Annual Couple $30
Platinum (10yr) Couple $295
Donation ____________

Retirement Village Name
Your Name

* Year born 19

Partners Name (if applicable)

* Year born 19

Address

Phone (

)

Mobile (

Method of Payment:
Bank Deposit Date: ___________
Given to your village RVR
contact person ______________
Credit Card (Visa/Mastercard)

)

Email Address

_ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _

* Year born is optional but helps us inform government policy makers on the average age of residents in retirement villages.

Exp _ _ / _ _

1.	Enter your review online at www.agedadvisor.nz/review and we will
donate the saved postage cost to Parkinsons / Multiple Sclerosis
2.	Every completed review received either online or via post before our
Annual Awards close-off date will GO INTO THE DRAW TO WIN One
of Ten $100 Gift Vouchers. *See website for details.

1. What type of Business/Service are you reviewing?
Legal

Financial

Funeral

Health

Sponsored by:

FOLD TOGETHER

2

Legal or
Financial
Feedback

(please tick one)

Other

2. Name of Business / Service

Town / City

3. Please describe your overall experience

4. Please rate your overall experience (1 is poor, 5 is excellent)
1

2

3

4

5

Please circle one only

5. Would you recommend this business to a friend?
Yes

No

Not Sure

6. Verification
We need the following details to validate the review. These details will not be displayed or shared. We only display a
username consisting of your first name and a unique ID (or you can request ‘without displaying my first name’).
First Name

Email or Phone (confidential)
(We will let you know when the review is posted, if supplying an email)

(Of the person giving the review) (required)

Please withhold displaying my first name

Your Age Range

(confidential)
(so we can help others in a similar age bracket)

Last Name (required) (confidential)

Under 60
Nationality

60–69

70–79

80–89

90+

Where did you get this form from? (Just to help us)

NZ European

Asian

Maori
UK / European

Middle Eastern/ Latin
American/ African

Pacific Peoples

Other Ethnicity

Thank you! Please tick to be kept informed by email
Note: A name and valid email / phone no. are required for a completed review

REMOVEABLE SECTION
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1.	Enter your review online at www.agedadvisor.nz/review and we will
donate the saved postage cost to Parkinsons / Multiple Sclerosis
2.	Every completed review received either online or via post before our
Annual Awards close-off date will GO INTO THE DRAW TO WIN One
of Ten $100 Gift Vouchers. *See website for details.

Village
or Care
Feedback

1. Name of Retirement / Lifestyle Village or Care Home

Sponsored by:

Town / City

Type of village / care (please tick the one that relates to your experience)
Independent Living

Serviced Apt.

Care Suite

2. The Positives

Resthome / Hospital

Dementia

Other

The Negatives

3. Please rate the following where 1 is poor and 5 is excellent (please circle)
Poor

Excellent

Poor

Excellent

Quality of Care

1 2 3 4 5

N/A

Indoor Entertainment

1 2 3 4 5

N/A

Knowledgeable/Caring Staff

1 2 3 4 5

N/A

Social Atmosphere

1 2 3 4 5

N/A

Responsive Management

1 2 3 4 5

N/A

Enjoyable Food

1 2 3 4 5

N/A

Outdoor Activities

1 2 3 4 5

N/A

OVERALL RATING

1 2 3 4 5

4. Would you recommend this facility to a friend?
Yes

No

5. In choosing a facility, what is important to you?

Not Sure

6. At this facility, I:
		
		
		
		

live / have lived there
have / had family or friends there
visit / have visited there
work / have worked there

7. General Comment / Suggestions to Management

and, I have lived or visited there for... (tick one)
		 less than 1 year
		 more than 1 year but less than 5 years
		 more than 5 years

If required, attach an extra sheet for further comments

8.	Verification Please tick if completed on behalf of someone by:

Family

Friend

Staff

Other

We need the following details to validate the review. These details will not be displayed or shared. We will only display
a username consisting of your first name and a unique ID (or you can request ‘Name withheld at users request’).
First Name

(of the person giving the review – required)

Email

(We will let you know when the review is posted)

Please withhold displaying my first name

Phone

Last Name

(We need an email or phone number for the review to count)

Nationality

Finally, where did you find this form? (Just to help us)

NZ European

Asian

Maori
UK / European

Middle Eastern/ Latin
American/ African

Pacific Peoples

Other Ethnicity

Thank you! Please tick to be kept informed by email
Note: A name and valid email / phone no. are required for a completed review

By posting in this form you agree to our feedback guidelines and terms of use.
*See https://www.agedadvisor.nz/terms_and_conditions for details.

www.agedadvisor.co.nz

REMOVEABLE SECTION
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PULL OUT OF NEWSLETTER

Rate your Village, Legal Firm
or Care Home Now
Go into the draw to win One of Ten
$100 Prezzy Cards or Gift Vouchers*

FOLD HERE

FREEPOST RVRESIDENTS
C/– PRIVATE BAG 4707
CHRISTCHURCH 8140

FOLD HERE

Pull out this
middle section

B

Fold section along
dotted lines

C

D

Tape or
staple edges

Make sure Freepost
address is on the outside

Forms MUST be returned by 1st July 2022. Thank you!

Post!

PULL OUT OF NEWSLETTER

A
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New Training Modules for
Village Managers
If you haven’t yet seen the movie Belfast, then
you probably need to. It’s about a young boy and
his working-class Belfast family experience in the
tumultuous late 1960s. Ciaran Hinds who plays ‘Pop’
(Grandfather of young boy ‘Buddy’) has a great
line when Buddy says he doesn’t want to move to
England because the other kids won’t understand
him. Pop says, “If they can’t understand you, they’re
not listening - and that’s their problem.”
With the launch of a new training initiative by the RVA,
in conjunction with Te Ara Institute, we hope some
of the first six Foundation topics, which are designed
to be resident-centric will encourage managers to
listen and engage more effectively with residents. The
downside, is that these courses are, currently, not
mandatory. It might be worth asking at your villages
AGM or checking with your operator if this course
will become part of the training requirements of
managers at your village. The topics include;
Resident wellbeing: Recognise the importance of a
customer-centric service model
• Interviews with experienced village managers
• Resident satisfaction survey templates
Resident Committees: Understand the role of
resident committees in a village and how to support
and engage them
• Interviews with the Retirement Commission,
village manager and resident committee member
• Resident committees guides and forms
The Customer Experience: Understand how
the customer experience from initial enquiry to
departure can impact all aspects of the business
• Interview with Peter Carr, President RVRA NZ
• Target market identification tool
Complaint Management: How to develop
and implement a robust complaint and dispute
management process
• Interviews with: Retirement Commission on their
monitoring process and a Mediator on the value
of good mediation
• Complaint Management tools
Annual meetings: Conduct informative, engaging
and effective AGMs with your residents
• Managing the AGM process
• AGM pack
Time management : Managing competing
priorities, identify strategies and activities to
achieve more when time is scarce
• Time management boundaries
• Time management tools

Aged Care Commissioner
As many of you will know, we now have an
Aged Care Commissioner. When Peter Carr
(RVR President) spoke with Minister Verrall last
year, he pushed for a Commissioner for Seniors
which would have encompassed villages etc.
She responded that it was Labour Party election
manifesto policy that there would be an Aged
Care Commissioner. We requested that, should the
role be put in place, that it also embrace villages.
A subsequent exchange about 3 weeks ago with
the Minister’s office was made, as to where the
interest boundaries lay ie. will the Commissioner
be concerned with villages outside of the care
facilities? And the answer is ‘no’.
Carolyn Cooper has been appointed to that
role. When asked If you could give one message
to older New Zealanders what would it be?
Ms Cooper said, “All people have the right to
make informed decisions and give informed
consent about their treatment, and to receive
an appropriate standard of care that meets
their needs and upholds their dignity and mana.
Older people are part of our most vulnerable
communities. I want to hear from them, their
friends and whanau to ensure they get access to
the quality services and support they need to live
well and have a great quality of life.”
We look forward to meeting with Ms Cooper in due
course and supporting her work with older people.

MYTH
BUSTER

#005

“Village life offers me a home
that is maintenance free.”

For some retirement village homes - this
is completely true. However, others are
not ‘free,’ and will charge you if a village
supplied appliance or chattel requires fixing.
They might arrange for it to be fixed, but
depending on the agreement you signed, you
may still need to pay the bill - even when you
don’t own the appliance. Best to check your
Occupation Right Agreement!
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Case studies
When complaints drag on…

Lack of consultation for residents…

A complaint is ‘semi’-resolved since it’s
commencement over 6 months ago.

Both the Code of Practice and Code of Residents
Rights requires operators to consult with residents
on any changes that have a ‘material impact’ on
their residence at the village. Covid and the Traffic
Light mandates has exposed gaps in the application
of this clause by operators. Operators were given
options as part of the traffic light system, and
therefore we believe there was an obligation to
consult. One operator tried to bypass the CoP
terms by referring to updated terms contained in
their latest disclosure statement which they said
allowed them to make changes if required, at their
discretion, including those related to Covid and the
Traffic Light system. The RVR believes this does not
negate the requirement of the operator to follow
the CoP and consult. At the time of writing this
newsletter, this complaint (along with several others)
are proceeding to the disputes panel. We will keep
members updated on the progress.

The complaint related to a loan that the operator
took out which residents then had to pay out
of their weekly fees rather than the long-term
maintenance fund. The process was drawn out
initially by the Operator’s refusal to answer
correspondence from the residents.
Further delays by the slow reaction of a Statutory
Supervisor (SS) who did not keep in touch with
the residents once they became involved in the
Complaints process.
The RVR constantly advised residents to contact
the SS and eventually the SS Relationship Manager
worked with them to the stage where mediation
was proposed and a partial result acheieved. A
resident involved comments;
“As a result of [Residents] quoting the Code of
Practice - [the operator] finally replied with a memo.
The first 2 A4 pages repeated what had gone
before, not always correct, with the addition that
[the operator] was distressed and felt ambushed
by our complaint! The final page gave us 2
options to choose from, one of which we decided
on at a meeting last Friday and our choice was
communicated to [the operator] the following day.
We still haven’t received any acknowledgement…
…No where is our question answered as to why
there was a loan in the first place and we are
obviously never going to get an explanation.
We’re now hoping that this is the end of it, despite
not getting all we wanted. However, I think we have
made clear that [the operator] won’t be able to walk
all over us again. [The operator said they] would like
to deal with one residents’ representative in future,
but we were all against that as [the operator] is just
too difficult to deal with.
We usually have a budget meeting in May, when
the new fees are set, so that could be interesting as
[the operator] has already made several threats of a
substantial increase.
Residents in the small village already pay $950 per
month so they are now fearful of the suggested hike
in fees. An RVR Rep commented, “First time I have
worked right through the Complaint process. It’s
not easy!”

Management make or break a village…
Whether it is alledged Code breaches by the
operator, ongoing disharmony within a village or
simply poor communication - these can become
extremely draining on residents. When the onus is
on the residents to follow through on the complaints
process, and risk being ‘named and shamed’
at resident meetings by management, then the
question is where do you go for help? The current
complaints system requires the resident to make the
formal complaint - but there is no adjudication /
decision or enforcement system until you progress
it to the Disputes Panel, which can take months. By
then many residents have given up.
With little other support available, the RVR is
being asked to assist more and more, and where
we can, we will engage with an operator to check
if they are aware of the situation, help bridge a
solution, or where a resident or group of residents
feel threatened or victimised - to address an
operator directly and/or involve other governmental
agencies and sector bodies. It is both the RVR’s
experience and a legislated fact, that the Village
management/operator has the primary duty to
resolve any division or complaint within a village.
It is their actions, and their actions alone, that
will either damage or enhance the environment
or atmosphere within the village.

For free, confidential advice regarding a question or concern relating to your village - Call the RVR on 0800 787 699.
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Arvida’s solution to a 5 year
problem…
A group of residents had been battling their Owner/
Operator for several years to have the unfair clauses
in their 80/20 ORA amended. Thanks to a change in
ownership and a new, proactive owner - their wishes
were granted in a matter of weeks.
Residents pre-2006 that had purchased in villages
owned by Arena Living Group were made aware
that, on exit, 20% of the upfront fee would be
retained by the Operator as the Facilities Fee and
80% (the loan) would be returned. However, further
deductions related to refurbishment costs, and
administration / legal fees at a percentage of the
future sale price, still needed to come off the 80%.
By 2020 refurbishment was being quoted at
$80,000+ and the 2% Administration fee of a, now,
million-dollar plus sale figure was unprecedented.
Residents had the prospect of only half of their
money being returned when faced with moving to a
higher-level care facility.
In November 2021, Arena Living Groups’ villages
were sold to Arvida and the on-going Formal
Complaints were recognized by the new owners. In
January 2022, 140 letters were sent to residents on
the old 80/20 ORA’s with the offer to transfer to their
standard 70/30 ORA’s without the extra deductions.
“During the acquisition process we reviewed the
complaints raised by residents. We talked with a
few residents with these contracts and decided
that the fair approach would be to provide a better
financial outcome and greater certainty.” said
Jeremy, Arvida CEO.
One resident recently appeared at their local ‘Happy
Hour’ in tears of joy! The RVR congratulates and
thanks Arvida for their quick and resident-focused
approach, bringing years of angst to a close.

Life Membership Award
At last year’s AGM,
the first Association
Life Membership
Award was presented
to Bill Atkinson of Aria
Bay Village in Browns
Bay Auckland.
Bill was the chairman
of the Auckland Grey
Power Retirement
Village Committee
prior to the
establishment of the Association of Residents of
Retirement Villages (ARRV) in Auckland. In 2007 Bill
resigned from the chair to become a foundation
member of our Association but continued to
represent Retirement Village resident interests on
the Grey Power committee.
Bill has now been actively involved with the
Auckland Region committee for at least 13 years,
working for the benefit of retirement village
residents until the five-zone restructure in 2020.
He is recognised by members of the National Board
as one who realised the need for an independent
organisation now known as the Retirement Village
Residents Association of New Zealand. He has
represented our members at National Conferences
and Government-led Stakeholders Meetings
and has built up a wealth of knowledge of the
Retirement Industry.
At 93 years young, he continues his membership
of Grey Power as an advisor for Retirement Village
residents, is the care-giver for his wife and still takes
a keen interest in our Association activities.
Thank you Bill Atkinson for your service to
RVResidents.

GRATEFUL THANKS TO OUR SPONSOR

And the advertisers in this newsletter for their
ongoing support. Please support them.

When you get a sweet deal, that’s something to sing about.
Like being rewarded for buying a low emission, fuel-efficient
Suzuki with the Government’s Clean Car Discount.
Cleaner driving and a rebate?
Now that’s a sweet-sounding deal.

SUZUKI.CO.NZ/CLEAN-CAR-DISCOUNT

SZA1186

CLEAN CAR
REBATE

Swift GL Manual $21,990+ORC, rebate $2,593.45; Ignis GLX Manual $21,990+ORC, rebate $2,490.34; Baleno GLX Manual $19,990+ORC, rebate $1,871.72. Clean Car
Discount rebates are current as at time of printing and are subject to change. For more information and how to apply for the rebate visit www.nzta.govt.nz/cleancar

