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How to use the retirement villages portal

The retirement villages portal was created to assist retirement village operators meet their requirements under
the changes made to the Retirement Villages Amendment (Operators Obligations) Regulation 2022. The changes to
the Regulation became operational on the 1st of September 2022.

Under the Regulation changes, the retirement village operator must provide the relevant retirement village
information before 30th September 2022, or at the point of registration of the retirement village, if it is registered
after the 30th September 2022.

The retirement village operator must also provide an annual update of information within one month of the
retirement villages financial year end. The retirement villages portal provides an option for the operator to
provide their annual update. The updated annual information must be provided within one month after the financial
year end.

If any of the information changes after the initial and/or annual information has been provided, the retirement
village operator must update their village record using the retirement villages portal. The updated information
must be provided within 21 days of the change occurring.

Failing to meet these obligations may result in enforcement action being taken. For further information on the
obligations of the retirement village operator, please visit the Fair Trading website using the following link.

If you require assistance using the retirement villages portal please send an email to
accommodationregister@customerservice.nsw.gov.au.
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1. Logging in or creating an account

When the retirement villages portal is first opened a screen will appear with a login button. Select the Log In
button to progress to the sign in or create an account screen.

aﬁ‘i!; Retirement Villages Portal
NSW Department of Customer Service

GOVERMMENT

Ak Retirement Villages Portal
NSW Department of Customer Service

GOVESMMENT

Log In

yours@example.com
& your password

Don't remember your password?

LOG IN >

1.1 Logging in as an existing account holder

If you are an existing account holder, select the Log In tab. Enter your email address and password, then select
the LOG IN button.

A Retirement Villages Portal
NSW Department of Customer Service

GOVERNMENT

Log In

FairTrading@customerservice.nsw.gov.au ilssss

= SRR ENNRINNBRRNS h

Den't remember your password?

LOG IN >
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1.2 Creating a new account

If you do not currently have an active account for the retirement villages portal, you will need to create a new
account.

Select the Sign Up tab. The sign up tab will display the information you must provide as part of the account
registration process, along with the retirement villages portal Privacy Statement. The user must read and agree
to the Privacy Statement as part of the account creation and use of the retirement villages portal.

al% Retirement Villages Portal

_N"iw Department of Customer Service

Sign Up

B yours@example.com

& your password

First Name

Last Name

Please read the following Privacy Collection Notice:

The Department of Customer Service (the Department) on behalf
of the Commissioner for Fair Trading gives priority to protecting
the privacy of your personal information. We do this by handling
personal information and health information in a responsible
manner and in accordance with the Privacy and Personal
Information Protection Act 1998 (PPIP Act).

This form is for the operator of a retirement village to provide the
relevant village information to the Commissioner for the purposes
of section 197B of the Retirement Villages Act 1999.

The personal information collected during this process is held by
NSW Fair Trading.

We are collecting your personal information for the following
purposes:

(a) Processing and managing your registration as a user of the
Retirement Village Portal which includes email notifications

(b) Internal administrative purposes, including liaising with you in
relation to your use of the Retirement Village Portal.

() Verifying that you are authorised to access the Retirement
Village Portal in respect of the Retirement Village for which you
are the Operator and to verify that other persons are autherised
to access the Retirement Village Portal in respect of that
Retirement Village.

(cl) The provision of relevant village information to the Secretary.
(e) We may use the information to support more infermed policy
making, program r it, evaluation, h and service

planning as it can facilitate more efficient service delivery for
residents and business in NSW.

The consequence of not providing your personal information to
the Department is that you will not be able to register to access,
input or update information in the Retirement Village Portal.

If required, we may share and exchange information with relevant
Local Councils, other NSW government agencies (including the
NSW Police Force and NSW Fire and Rescue), or other States,
Territories and/or the Commonwealth. We will not disclose your
personal information te anybody unless you have given consent,
or we are authorised or permitted te do so by law. Qur Privacy
Statement describes when this may occur. You can find this
information and our Privacy Management Plan on the Department
of Customer Service website.

‘You may apply to the Department to access your personal
information held by the Department or to amend any of your
personal information held by the Department that is inaccurate,
incomplete, not relevant or out of date. To access or amend your
personal infermation, applications should be made in writing to
the Privacy Officer, Better Regulation Division, Department of
Customer Service, 2-100 Donnison Street, Gosford NSW 2250 or
via email BRDPrivacy@: i

[ I agree to the above.
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You must provide an email address, password, first name and last name to be able to create a retirement villages
portal account.

AW Retirement Villages Portal
NSW Department of Customer Service

GOVERMMENT

Log In

FairTrading@customerservice.nsw.gov.au

First Name

Last Name

When you click on the password field a pop-up window will display that will provide information to you on the
password requirements. The password must contain at least three of the four types of characters listed in the
pop-up window.

® Low

@ Upper case letters (A-Z)
@ Numbers (i.e. 0-9)
@ Special characters (e.g. |@#5%"&%)

wesl

After you have completed the email address, password, first name and last name fields, read through the Privacy
Statement and scroll down to the bottom of the window. Once you have completed reading the Privacy Statement
select the Agree tick box and then select the Sign Up button.

You may apply to the Department to access your personal
information held by the Department or to amend any of your
personal information held by the Department that is inaccurate,
incomplete, not relevant or out of date. To access or amend your
personal information, applications should be made in writing to
the Privacy Officer, Better Regulation Division, Department of
Customer Service, 92-100 Donnison Street, Gosford NSW 2250 or
via email BRDPrivacy@customerservice.nsw.gov.au

| agree to the above. ‘h

SIGN UP >
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The retirement villages portal home screen will then display with a message to the verify your email address. The
activation email is sent to the email address used in the account sign up process.

This step must be completed before you are able to start using the retirement villages portal.

alm; Retirement Villages Portal [+ Log Out
W

2) Department of Customer Service

Loggedinas

=

Please verify your email address
Anemail has been sent to the address
Please follow the link in the emeil to verily your email address, then refresh this pege to continue.

We pay respect to the Traditional Custedians and First Peaples of NSW, and acknawledze their continued cannection to their country and eulture.

Botirgment Villsges 4011899 Patirement Villages Begulation 2017 Brivary Gollostion Notice

Copyright @ 2022

The automated email received, titled “Welcome to the Retirement Villages Portal” will contain an activation link
that you must select to finalise your account creation.

Select the Confirm my account link contained within the email.
If you cannot locate the email in your email inbox, please check your email junk/spam folders.

Note: Please do not reply to this auto-generated email.

Welcome to the Retirement Villages Portal

Thank you for signing up. Please verity your emad addross by clicking the following link:

Confirm my account i

If you are having any issues with your account, please don't hesitate to contact us by
replying 10 this mail.

Better Regulations Division
Department of Customer Service

Wik
NSW

COVURNMINT

This Is a system generated email. Please do not reply to this email. We are unable to
rospond 10 enquiries sen 10 this addross.

Please consider the environment before printing this email.
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When the Confirm my account link has been selected from within the account activation email the retirement
villages portal will automatically open in a browser window. You will be logged into your account and the
retirement villages portal home screen will be displayed.

:!iﬁ!; Retirement Villages Portal [> Log Out

gmsyw Department of Customer Service Loggedin as

Your Villages
Search
Show Inactive Villages: B

No villages found. Create a village by clicking the button belaw.

Create Village

Wie pay respect to the Traditional Custodians and First Peonles of MSW, and acknewledze their continued connection te their country and culture.

Retirement Villages Ace 1998 Retirament Villages Regulation 2017 Privacy Collection

Copyright © 2022
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2. Resetting your password

If you are unable to remember your account password, the retirement villages portal has a password reset
facility.

Select the Log In button on the first screen.

Ak Retirement Villages Portal
NSW Department of Customer Service

GOVERNMENT

On the sign in or create account screen, select the Don’t remember my password? option.

AW Retirement Villages Portal
NSW Department of Customer Service

GOVERNMENT

Log In

yours@example.com

your password

Don't remember your password? h

LOG IN >

A new screen will appear asking you to enter your email address. Enter the email address you used when creating
retirement villages portal account. Once you have entered the email address, select the SEND EMAIL button.

Ak Retirement Villages Portal
NSW Department of Customer Service

GOVERNMENT

ease enter your email addres

FairTrading@customerservice.nsw.gov.au

SEND EMAIL >
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A message will appear in a green banner confirming a reset password email has been sent to the email address

provided.

A Retirement Villages Portal

NSW Department of Customer Service

COVERMNMENT

Log In

=1 Fair.Trading@customerservice.nsw.gov.au

& your password

Don't remember your password?

LOG IN >

The automated email received, titled “Password Change Request” will contain a link that you can use to reset

your password.

Select the click here link contained within the email.

If you cannot locate the email in your email inbox, please check your email junk/spam folders.

Note: Please do not reply to this auto-generated email.

Password Change Request

You have submitted a password change request.

password change dlick here. i

Better Regulations Division
Department of Customer Service

Wik
NSW

GOVIRMENT

Please consider the environment before printing this email,

If it wasn't you please disregard this email and make sure you can still login to your account, If it was you, then confirm the

This Is a system generated email. Please do not reply to this email. We are unable to respond to enquiries sent to this address.
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When the click here link has been selected from within the password change request email, the retirement
villages portal reset password will automatically open in a browser window.

a!i‘i!; Retirement Villages Portal

_LNSMW Department of Customer Service

Change Password

Enter a new password for

karla.reid@safework.nsw.gov.au

& your new password

confirm your new password

O,

When you click on the password field a pop-up window will display that will provide information to you on the
password requirements. The password must contain at least three of the four types of characters listed in the
pop-up window.

Enter your new password and enter it again in the confirm new password field.

Lower case letters (a-z)

Upper case letters (A-Z)
Numbers (i.e. 0-9)
Special characters (e.g. |@#$%"&*)

( 6 i ‘

& confirm your new password

Once you have entered the new password into both fields, select the button.

:ﬁ'ﬂ; Retirement Villages Portal

NS_‘V Departmont of Customer Servico

Change Password
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A prompt will appear to confirm the password reset was successful. The prompt will then disappear, you will then
be redirected to the login screen of the retirement villages portal.

Your password has been reset successfully - Please wait

while you're redirected...

Once on the login screen, select the Log In button.

‘fl“'!, Retirement Villages Portal

Department of Customer Service

GOVERMMENT

On the sign in or create account screen, log in to your retirement villages portal account using the new reset
password you just created.

Ak Retirement Villages Portal
NSW Department of Customer Service

GOVERNMENT

Log In

FairTrading@customerservice.nsw.gov.au

Don't remember your password?

LOG IN >
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3. Navigating the retirement village portal home screen

Mk Retirement Villages Portal 2. [btosom
NSW  pepartment of Customer Service 1. Lossedinas
Your Villages
Search
1 3. 4., Show Inactive Villages: B

No villages found. Create a village by clicking the button below.

Wie pay respect to the Traditional Custodians and First Peoples of MSW, and acknowledge their continued connaction to their country and culture.

6. Retirement Villages Act 1998 Retirement Villages Regulation 2017 Privecy Collection

1. Loggedin as

[> Log Out

Logged in as Fair.Trading@customerservice.nsw.gov.au

This displays the email address of the account holder currently logged in to the retirement village portal.

2. Logout

[» Log Out

The logout option allows an account holder to log out of their retirement village portal account.

3. Search

Search
[
The search field allows an account holder to search and filter the retirement village records viewable on screen.

You can search by the village name or address. The results returned will be based on the name/address of the
retirement village containing the text entered in the search field.

Your Villages

Search

’ fai I
Fair Trading test village —_—

92 DONNISON ST GOSFORD NSW 2250

If the Show Inactive Villages button is turned on the results returned using the search field will show both active
and inactive retirement village records.
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4, Show inactive villages

If a retirement village has been deactivated as it is no longer in operation or ownership has been transferred
to another retirement village operator, the original retirement village record will remain on your account with a

status of Inactive.

By default, inactive retirement village records are hidden from view. If the account holder sets the slider button to
the right on the Show Inactive Villages option, both active and inactive retirement village records will appear on
the screen. Inactive retirement village records can be identified by the status to the right of the retirement village

record displaying as Inactive.

Inactive

Your Villages

Search

I

Show Inactive Villages: .

— (i)

Active

5. Create village

Create Village

The create village button allows the account holder to create a new retirement village record.

6. Hyperlinks

Retirement Yillapes Act 1295 Retirement Villapes Regulation 2017

Erivacy Collection

Hyperlinks to the retirement villages Act and Regulation have been provided for additional assistance if required.
There is also a link to view information contained within the Privacy Collection Notice an account holder agrees to
when signing up for a retirement village portal account.
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4, Creating a new retirement village record

To create a new retirement village record, select the Create Village button on the retirement village portal home
screen.

Create Village

aliﬁj; Retirement Villages Portal [ Log Out

NSW  pepartment of Customer Service Loggedines

Your Villages

Search

Show Inactive Villages:

No villages found. Create a village by clicking the button below.

[ | sh—

W pay respect ta the Traditional Custodians and First Peoples of NSW, and scknowledge their continusd connection to their ceuntry and culture,

Retirement Villages Act 1998 Retirament Villeges Regulation 2017 Privacy Collection

Copyright @ 2022

Enter the name and address of the of the retirement village.

Create Village X

Village Name &

[t ]

Village Address ™

[ )

Cancel Create

When you enter the village address into the village address field, the field will begin looking up the address as
you type, select the correct address from the results displayed.

Create Village X

Village Name "

Fair Trading test village I

Village Address *

92-100 donn ll
J
92-100 DONNISON ST, GOSFORD NSW 2250
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Once you have selected the correct address from the returned results in the address field a green tick will appear
to the right of the address field.

Create Village X

Village Name *

l Fair Trading test village

Village Address *

{ 92-100 DONNISON ST, GOSFORD NSW 2250 v ‘

Once you have finished entering the name and address of the retirement village, select the Create button.

A prompt will temporarily appear advising the retirement village record is being created.

Create Village X

The prompt will then disappear, and you will be returned to the retirement villages portal home screen. The new
retirement village record created will now appear on the home screen.

Wil Retirement Villages Portal [ Loz Out

§l§"!! Department of Customer Service Logged inas

Your Villages

Search

I Show Inactive Villages: »

No villages found. Create a village by clicking the button below.

Fair Trading test village P

92-100 DONNISON ST GOSFORD NSW 2250

Create Village

W pay respect fo the Traditional Custodians and First Peoples of MSW, and acknowledge their continued connection te their country and culture.

Retirement Villages Act 1990 Retirement Villages Regulation 2017 Privecy Collection

Capyright © 2022
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5. Navigating the retirement village record home screen

To open the retirement village record from the retirement villages portal home screen hover over the record

with the mouse and left click, you will notice when you hover over the retirement village record, the colour of the

record will change from white to blue and the mouse will change from a pointer to a hand in most cases.

Your Villages

Search

I J

Fair Trading test village \“
82-100 DONNISON ST GOSFORD NSW 2250

Create Village

Show Inactive Villages: »

Once you have opened the record, the retirement village record home screen will then be displayed.

ﬂ:ﬁj; Retirement Villages Portal

NSW Department of Customer Service

4 Back tovillages

Fair Trading test village

Village Users Manage Feedback

Logged in as!

Wi pay respect to the Traditional Custodians and First Peoples of NSW, and acknowledge their contirued connection to their country and culture.

Contracts and pricing Finance Residency Information
NOT STARTED ) (NOTSTARTED ) NOT STARTED )

- -»> ->

Village Complaints Village Details Village Name and Contact Details
V:D_rilnﬁzf_u ) '_NOTSTARTED '.NDr STMTIEIE

- = =

Village Operator Details Village Services and Amenities

NOT STARTED ( _N(ﬂ STARTED |

- -

Retircement Villages Act 1998 Retirement Villages Regulation 2017 Privacy Collection

Gopyright & 202

[+ Log Out

You will notice on the retirement village record home screen there are several tabs across the screen; Village,

Users, Manage, Feedback.

& Back tovillages

Fair Trading test village

Village Users Manage Feedback =

The Village tab will be covered in section 1.6.

Users, Manage, Feedback will be covered directly below.

A guide to using the retirement villages portal
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5.1 Managing account holder access to the retirement village record

Select the Users tab. This tab will display the account holders who currently have access to edit the retirement
village record.

& Back to villages

Fair Trading test village
Village Users Manage Feedback

Fair.trading@customerservice.nsw.gov.au i

Add Users

Adding a new user

To add a new account holder, select the Add Users button.

Add Users

The Add User(s) screen will appear. Enter the email address of the account holder you would like to grant access
to the retirement village record.

Add User(s)

test.user@customerserv'\ce.nsw\gov,au\ l @ Remove

© Add additional user

Cancel Create User(s)

If you have multiple people you would like to grant access to the retirement village record, select the @ button to
the left of the Add additional user option.

Add User(s)

test.user@customerservice.nsw.gov.au| ] @ Remove

© Add additional user ie—

%
Cancel Create User(s)

A second email field will appear, enter the email address of the second account holder you would like to grant
access to the retirement village record.

Add User(s)

test.user@customerservice.nsw.gov.au @ Remove

M @ Remove

Please enter a valid email address

@ Add additional user

Cancel Create User(s)
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If you add a user record in error, select the @ Remove button option to the right of the email field.

Add User(s)
test.user@customerservice.nsw.gov.au @ Remove
—l @ Remove
Please enter a valid email address
@ Add additional user
Cancel Create User(s)

Once you have finished adding the user(s), select the Create User(s) button.

Create User(s)

The Add User(s) screen will close, a temporary window will appear advising the user(s) is being added to the
retirement village record, once this has been completed the window will be closed and you will be returned to the

retirement village record.

Add User(s)

Adding users...

The new users added will appear in the list of account holders who have access to edit the retirement village

record.

¥ . -
Ml Retirement Villages Portal
NSW  pepartment of Customer Service

Cormen

& Back tovillages

Fair Trading test village

Village Users Manage Feedback

Fair.trading@customerservice.nsw.gov.au

Add Users

testuser@customerservice.nsw.gov.au  Jii—

We pay respect to the Traditional Custodians and First Peoples of NSW. and acknowledge their continued connection to their country and culture.

Loggedinas

-

Coppright & 2022

Retirement Villages Act 1993 Retirement Villages Regulation 2017

Privacy Collection

[» Log Out
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The new account holders added will receive an automated email to the email account used when the new user
was added to the retirement village record. The automated email received, titled “You have been invited to
manage Fair Trading test village” will contain a link that the newly added user can use to access the retirement
village record.

They will need to select the Click here to sign in or register button contained within the email. If the newly added
user cannot locate the email in your email inbox, they should check their email junk/spam folders.

Note: Please do not reply to this auto-generated email.

Welcome to Retirement Villages Portal
Hi,

has invited you to manage Annual Return 1.

Click here to sign in or register —

Better Regulations Division
Department of Customer Service

Wik
NSW

This is a system generated email. Please do not reply to this email. We are unable
to respond to enquiries sent to this address.

Please consider the environment before printing this email.

When the newly added user selects the Click here to sign in or register button the retirement villages portal
login screen will automatically open in a browser window. If they are an existing account holder they can log in or
if they do not have an account, they can use section 1.2 of this guide to create a new account.

Removing user(s)

To remove an existing user, select the garbage can § image to the right of the account holder record.

Note: The garbage can & image will be greyed out on the main account holder’s record. There must always be at least
one active account holder for the retirement village record.

il Retirement Villages Portal (> Log Out

INSW  Department of Customer Service Logged inas

€ Back tovillages

Fair Trading test village

Village Users Manage Feedback

Fair.trading@customerservice.nsw.gov.au

-

test.user@customerservice.nsw.gov.au —p

Add Users

Wie pey respect to the Traditional Custodians and First Peoples of MSW, and acknewledge their continued connection to their country and culture.

Retirement Villages Ace 1298 Retirement Villages Regulation 2017 Privacy Cellection

Copyright © 2022
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5.2 Managing the retirement village record

Select the Manage tab. This tab will display options to manage the retirement village record. The account holder
can deactivate a retirement village record, in the circumstances such as the retirement village is no longer in
operation.

A retirement village can also be transferred to another account holder in circumstances such as the sale of the
retirement village. This functionality is not available to account holders. To transfer a retirement village record
please email AccommodationRegister@customerservice.nsw.gov.au including the name and address of the
village to be transferred along with the name and email address of the person the village is to be transferred to.

To deactivate a retirement village record, select anywhere on the Deactivate Village option.

& Back to villages

Fair Trading test village
Village  Annual Return Users Manage Feedback
L3
Deactivate Village — "

Once the Deactivate Village option has been selected, it will expand to display an inactive/close village button.
Select this button to deactivate the retirement village record.

Note: Once the retirement village record has been deactivated, it cannot be changed back to active by an
account holder. If you have inactivated a retirement village record in error, please email
AccommodationRegister@customerservice.nsw.gov.au to request the record to be reactivated. Please include
the name and address of the village and any other relevant information.

Inactivate/close village

Fair Trading test village

Village Users Manage Feedback

Deactivate Village o

De-activating/closing this village will remove the village from the public register and will generate a notification to the compliance team to validate the transaction.

—er Inactivate/close village

Once the inactive/close village button has been selected, you will automatically be returned to the retirement
villages portal home screen. The retirement village record will be shown on the home screen as inactive.

Your Villages

Search

[ Show Inactive Villages: .

—

Active
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5.3 Providing customer experience feedback

Select the Feedback tab. This tab provides the account holder the opportunity to provide feedback on their

experience using the retirement villages portal to Fair Trading.

& Back to villages

Fair Trading test village

Village Users Manage Feedback

—
Tell us your feedback

Your feedback is important to us and will help us improve our services.
Is the retirement village portal easy to use? *

Can you please tell us what made using this partal easy or hard for you, and what we can do to improve?

The feedback option allows the account holder to rate their overall experience by selecting either the thumbs up

or thumbs down icons.

ifp Good &! Bad

There is also a comments field, where the account holder can provide further information about their experience,

whether it be good or bad or whether they may have ideas or suggestions on how the experience could be

improved.

Once you have finished providing feedback on your experience using the retirement villages portal, select the
Submit button. Once the Submit button has been selected you will automatically be returned to the retirement

villages portal home screen.

A guide to using the retirement villages portal
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6. Completing the sections within the retirement village record

After the new retirement village record has been created, upon opening the record, the retirement village record
home screen will default to the Village tab.

The Village tab contains several sections that need to be completed for the retirement village record. All
sections, and fields within each of the sections, must be completed before a retirement village record can be
submitted to Fair Trading.

You will notice the status of each of the sections is set to NOT STARTED. This status will change and update as
you move through and complete each of the sections.

£ Back to villages

Fair Trading test village

Village Users Manage Feedback

Contracts and pricing Finance Residency Information

WOT STARTED NOT STARTED NOTSTARTED

- = -

Village Complaints Village Details Village Name and Contact Details
NOT STARTED NOT STARTED NOTSTARTED.

4 - =3

Village Operator Details Village Services and Amenities

NOT STARTED NOT STARTED

- b d

There are three different status types that will appear on the sections as you work your way through completing
them.

NOT STARTED

The not started status on a section will appear when no information has been completed in the section.
DRAFT

The draft status will appear when some of the fields in the section have been completed and the save as draft
button has been selected.

(READY TO SUBMIT )

The ready to submit status will appear when all fields in that section have been completed and the section is
ready to be submitted to Fair Trading.

SUBMITTED

The submitted status will appear when all fields in all sections have been completed and the retirement village
record has been submitted to Fair Trading using the Submit Data button.

Each time a change is made to a section it will update the section with the date and time the section was
changed.

Contracts and pricing I

DRAFT
(© Last Updated: 24/08/2022 02:01 pm h

9
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When the section has a status of Draft or Ready to submit a garbage can O image will appear in the top right
hand corner of the section. It can be used to discard any changes made to the section.

Contracts and pricing s

(ReapY TO sUBMIT )
(© Last Updated: 24/08/2022 01:43 pm

—

When the garbage can is selected, a window will appear asking you to confirm you want to clear the information
from the section. Select the Clear button.

Clear section

Do you wish to clear this section? All pending data not synced will be lost.

caneet h

Once the clear button has been selected, a temporary window will appearing advising the portal is clearing the
section information.

Submitting...

Once it has been completed, you will be returned to the retirement village record. The fields in the section will be
cleared and the status of the section will be changed back to Not Started.

Contracts and pricing

NOT STARTED b

To open one of the sections, click on the arrow that appears on the section.

Fair Trading test village

Village Users Manage Feedback

Contracts and pricing

| NOT STARTED

S S—

All fields within every section are mandatory and must be completed. The red asterisk * shown next to each
field indicates that the field must be completed. You can use your mouse to scroll up and down through the
section form or use the scroll bar to the right of the section form.

At the bottom of each section form there are three button options available. Save Draft, Cancel and Save.

Save Draft
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Save Draft

If not all information is known or available at the time of completing the section form, the Save Draft button can
be used to save changes made so far and exit out of the section form. The status on the section will change to
Draft on the retirement village record home screen.

The Save button can only be used when all fields in the section form have been completed.

If not all fields have been completed, when the Save button is selected, a red validation error will appear in the bottom
right hand of the screen and red error messages will appear on the fields that are empty and havent been completed.

&% Number of units that have additional accessibility elements such as private lifts, stair lift %

[

€) Pleaseenteravalue Wi

Number of units owned by operator(s) »

|

€ Please enter a value —

0 A person is connected to the operator if:

- they are a relative or if the operator is a corporation, is a relative of the holder of an executive
position in the corporation
- they are loyed or by the oris a busi partner of the op

Please fix validation errors

If all fields have been completed in the section form, when the Save button is selected a temporary window will
appear advising the changes are being saved. It will then automatically close and you will be returned to the
retirement village record home screen.

Contracts and pricing

Submitting...

The status on the section will now show as ready to submit.

Contracts and pricing ﬁ

READY TO SUBMIT ) i

(© Last Updated: 24/08/2022 03:12 pm

9

Cancel

The Cancel button can be used to discard changes made and exit out of the section form. When the cancel
button is selected a second prompt will asking you to confirm if you would like to continue with the cancel option.
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Unsaved Changes

You have unsaved changes, are you sure you want discard them?

Save Draft Discard

Discard button - select to continue with canceling changes made to the section form. You will be returned to the
retirement village home screen. The status of the section will remain unchaged and the date time stamp will not
be updated with recent changes made.

Back button - select to no longer continue with cancelling the changes made to the section form. Once the back
button is selected you will return to the section form and the changes made previously will still be in the form.

Save Draft button - select to no longer continue with cancelling the changes made to the section form. The save
draft button will keep the changes you made and return you to the retirement village record home screen. The
status of the section would have upated to Draft, the date and time stamp would have also updated to when the
most recent changes were saved.

Once all the section forms have been completed and every section has a status of Ready to Submit the Submit
Data button will change from being grayed out to being active. A orange banner message will also appear
advising that the retirement village record has not yet been submitted.

[ A This village has not yet been submitted to the database. Please click the Submit Data button above to submit your data.]

Before all sections have been completed and all sections don’t have a status of Ready to Submit

After all sections have been completed and all sections now have a status of Ready to Submit

After the Submit Data button is selected, the retirement villages portal declaration page will appear.

Declaration

Please carefully read each of the following statements to ensure your understanding.

| declare that:
» | am the operator or | am authorised on behalf of the operator to lodge this information and any attached
documents for this retirement village.

The information provided in this form is not false or misleading. | understand that providing false or
misleading information to a public authority is a serious offence under the Crimes Act.

The personal information | provide in this form and/or attached documents will be collected, stored and
managed in accordance with the privacy collection notice (link to below) and the Privacy and personal
Information Protection Act.

The Department may revoke my access to the Retirement Village Portal at any time for any reason.

The Department accepts no liability in relation to the use of the Retirement Village portal, by any party and
for any purpose.

Privacy Notice

The Department of Customer Service (the Department) on behalf of the Commissioner for Fair Trading gives
priority to protecting the privacy of your personal information. We do this by handling personal information and
health information in a responsible manner and in accordance with thePrivacy and Personal Infarmation
Protection Act 1998 (PPIP Act).

This form is for the operator of a retirement village to provide the relevant village information to the

Commissioner for the purposes of section 197B of the Act.

The personal information collected during this process is held by NSW Fair Trading by insert name of relevant
team.

We are collecting your personal information for the following purposes:

(a) the provision of relevant village information to the Secretary, and
(b) the exchange and sharing of relevant village information by government agencies, 57

Read through the Declaration and Privacy Notice information and scroll to the bottom using either your mouse or
the scroll bar to the right of the declaration screen.

Select the | agree to the above box and then select the Submit button. The Submit button will not become
active until the | agree to the above box has been selected.
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You can use the cancel button to cancel out of the Declaration screen and return to the retirement village record
home screen.

| agree to the above. - \

Once the Submit button has been selected a temporary prompt will appear advising the retirement villages
portal is working on submitting your retirement village record.

Submitting...

Once the submission has been completed, you will be returned to the retirement village record home screen.
The status on each of the sections has now been updated to Submitted, a new tab now appears called Annual
Return and a submission date and time now appears on the record.

& Back to villages

Fair Trading test village
sl Last Submitted At: 3:51 PM 24 Aug 2022

Village  Annual Return  Users  Manage Feedback

Contracts and pricing Finance Residency Information

( SUBMITTED ) (‘suBMTTED) i — SUBMITTED

(© Last Updated: 24/08/2022 03:51 pm (© Last Updated: 24/08/2022 03:51 pm (© Last Updated: 24/08/2022 03:51 pm

- - -

Village Complaints Village Details Village Name and Contact Details
[§ SUBMITTED | SUBMITTED | { SUBMITTED )

@ Last Updated: 24/08/2022 03:51 pm @ Last Updated: 24/08/2022 03:51 pm ® Last Updated: 24/08/2022 03:51 pm

- - -

If you select the new Annual Return tab, a green banner message will appear advising that your annual return is
up to date. Section 1.8.2 of this document will walk you through how to provide your annual return.

Fair Trading test village

Village  Annual Return Users  Manage Feedback

[ © Your annual returns are up to date.

Previous Returns

No previous annual returns found

A guide to using the retirement villages portal 27



You would have also received an automated email. The automated email received, titled “Retirement village
information confirmation”, will contain a link that you can use to download a PDF copy of your submission.

Select the Download PDF link contained within the email.
If you cannot locate the email in your email inbox, please check your email junk/spam folders.

Note: Please do not reply to this auto-generated email.

Retirement village information confirmation
NSW Fair Trar!-ng has recetved information and/or documentation for Fair Trao-ng

test village located at 92-100 DONNISON ST GOSFORD NSW 2250. A copy of the
information that was provided can be downioaded by ciicking the following link

Downioad PDF i—

Ongoing obligations regarding village information

The village operator has ongoing obigations to supply village information including
An annual update of Vllbﬂ. information

An annual update of village information must be prcmaed within one month of the
village's nominated financial year via the relrement villages porta

Notification of any changes of relevant village information

If the village information changes afier the initial and/or annual information Is
provided, updated village information must beé provided via the retirement vilages
porial within 21 days of becoming aware of the change

Failing to meet these obligations may result in enforcement action being taken
More information

For more information on the obllga'llons of the opetawr of a retirement village,

please visit www fairirading nsw gov awhousing-ar opertyiretirement-villages
Better Regulations Division
Department of Customer Service

x!i_i_!;
NSW

GOVERNMENT

This is a system generated emall. Please do not reply to this email. We are unabie
to respond 10 enquiries sent o this address

Please consider the environment before printing this emadl
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/. What happens next

71  Updating your retirement village record when changes occur

Throughout the financial year, after you have completed your initial submission of the retirement village
information, if any of the retirement village details change, you must update your retirement village record using
the retirement villages portal.

Within each of the sections of the retirement village record, a = icon will appear against any field that needs to
be updated throughout the year if any changes occur.

Village Name and Contact Details

o Questions displayed with (2 should be updated within 21 days of the operator becoming aware of a
change

= Retirement village tr; £ name *

Fair Tradinwllage l

dd ress ¥

l 92-114 DONMNISON ST, GOSFORD NSW 2250 e l

You have 21 days from when the change occurred to log in to your retirement villages portal account and make
the changes to your retirement village record.

Login into your retirement villages portal account, if unsure on how to login, please use section 1 of this guide.

Once on the retirement villages portal home screen, select and open the retirement village record that needs to
be updated by hovering over the record with the mouse and left click, you will notice when you hover over the
retirement village record, the colour of the record will change from white to blue and the mouse will change from
a pointer to a hand in most cases.

Your Villages

Search

I l Show Inactive Villages: »
Fair Trading test village “ active
92-100 DONNISON ST GOSFORD NSW 2250

A guide to using the retirement villages portal 29



On the retirement village record home screen, you will notice all sections have a status of Submitted and the
Submit button is greyed out. Select and open the section that needs to be updated using the arrow displayed on
the section.

mj; Retirement Villages Portal [» Log Out

NSW  pepartment of Customer Service Logged inas

4= Back tovillages

Fair Trading test village

Village Users Manage Feedback

Contracts and pricing Finance Residency Infermation
NOT STARTED NOT STARTED NOT STARTED

=¥ 4 -

Village Complaints Village Details Village Name and Contact Details
N_Dr S.IAR?_ED NOY SURTEE! NDT S.r.MT!E

= -2 -

Village Operator Details Village Services and Amenities

NOT STARTED NOT STARTED |

= =2

W pay respect to the Traditional Custodians and First Peoples of MSW, and acknowledge their continued connection te their country and culture.

Retirement Villages At 1000 Retirament Willoges Regulation 2017 Py

rivacy Collection

Copyrizht £ 2022

Make the changes required and then scroll to the bottom of the window and select the Save button. A temporary
window will appear advising the changes made are being saved to the retirement village record, the window will
disappear and you will be returned to the home screen of the retirement village record.

Contracts and pricing

Submitting...

Once back on the retirement village record home screen, you will notice the status on the section amended has
now changed to Ready to submit and the Submit Data button is active. There will also be an orange banner
message appearing advising you that there are changes on the retirement village record that need to be
submitted.

Fair Trading test village

[ A Thers ars outstanding changes that have not been submitted to the database. Please click ths Submit Data button to submit your changes. il EG——

Last Submitted At: 3:51 PM 24 Aug 2022

Village  Annual Return  Users Manage Feedback

Contracts and pricing o Finance Residency Information
(‘reay wsuBer:T e, ( susmITTED SUBMITTED
© Last Updated: 25/08/2022 12:16 pm @ Last Updated: 24/08/2022 03:51 pm (@ Last Updated: 24/08/2022 03:51 pm
- - =l
Village Complaints Village Details Village Name and Contact Details
SUBMITTED | ( QIJRM\YYEI!_ SUBMITTED
(® Last Updated: 24/08/2022 03:51 pm (@ Last Updated: 24/08/2022 03:51 pm (© Last Updated: 24/08/2022 03:51 pm
- - =%
Village Operator Details Village Services and Amenities
%UEMITTED { éUBM\WED )
(@ Last Updated: 24/08/2022 03:51 pm (D Last Updated: 24/08/2022 03:51 pm
- -

ﬁ

If you have finished making all required changes, select the Submit Data button.
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The declaration and privacy statement page will appear, read through the information, scroll to the bottom, and
select the | agree to the above tick box. Once the tick box has been selected, click on the Submit button.

A temporary window will appear advising your changes are being submitted. It will then disappear, and you will
be returned to the retirement village record home screen. All sections will now have a status of Submitted and
the Submit Data button will be greyed out.

When the changes were submitted an automated email would have also been sent to your email account. The
automated email received, titled “Retirement village information confirmation”, will contain a link that you can use
to download a PDF copy of your submission.

Select the Download PDF link contained within the email.

If you cannot locate the email in your email inbox, please check your email junk/spam folders.

Note: Please do not reply to this auto-generated email.

Retirement village information confirmation
NSW Fair Traging has recetved information and/or gocumentation for Fair Tragng

test village located at 92-100 DONNISON ST GOSFORD NSW 2250. A copy of the
information that was provided can be downloaded by clicking the following link

oad PO —
Ongoing obligations regarding village information
The village operator has ongoing obiigations to supply village information including
An annual update of village information

An annual update of village information musl be p‘O‘b’M \'ﬂ’ﬂm one month of the
village's nominated financial year via the relrement villages ¢

Notification of any changes of relevant village information

If the village Information changes after the inftial and/or annual lnl‘orrnabon Is

plcmded updated village information must be provided via the relirement viiages
1l within 21 days of becoming aware of the change

Failing to meet these obligations may result in enforcement action being taken

More information

For more mTormabon on the obnga'uons of ll"te opelalor ofa mlremem v:llage

please visit w fainrading nsw.gov awh Ng-and-propety 10eS

Better Reguiations Division
Department of Customer Service

xli_l'_!;
NSW

GOVERNMENT

This is a system generated emall. Please do not reply to this email. We are unable
1o respond 10 enquiries sent 10 this address

Please consider the environment before printing this emadl
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7.2 Updating your retirement village record annually

The retirement village operator must also provide an annual update of information within one month of the
retirement villages financial year end.

The retirement villages portal provides an option for the operator to provide their annual update.
When your annual update becomes due you will see an orange triangle image 4 on the Annual Return tab. If

you select the Annual Return tab you will also notice an orange banner message appearing advising you have an
annual return due.

& Back tovillages

Fair Trading test village

Village\A Annual Return  Users  Manage  Feedback

[ A You have annual returns due for the following years: 2022 ss—

Lodge return

]

Previous Returns

No previous annual returns found

To lodge an annual return, select the Lodge return button.

Lodge return

& Back tovillages

Fair Trading test village

Village 4 AnnualReturn Users Manage Feedback

[ A Youhave annual returns due for the following years: 2022 ]

e o lodgereturn

Previous Returns

No previous annual returns found

A new window will display. It will contain prefilled information from the last time the retirement village record was
submitted to Fair Trading.

Review your Annual Return

1 am submitting for the year ending* Selact a year v

Village Name and Contact Details

Retirement village trading name Fair Trading test village
Address 92 DONNISON ST GOSFORD NSW 2250
Phane number 04100100100

Email — ——— g~ -
Website www.lest.com.au

Name of Operator testing operator name

Village Operator Details

Opsrator Entity Type
Othar Identifer Type
Other Identifer Value

How many retirement villages do you operate in
NSW?

Operated retirement villages in NSW since

Are you a member of any industry Association?
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Select the financial year for the annual return.

Review your Annual Return

| am submitting for the year ending*

Village Name and Contact Details

[ p—

2022
/' Edit

Review all information displayed in the window. Use the scroll bar to the right of the window to navigate down

the page.

Review your Annual Return

I am submitting for the year ending*

Village Name and Contact Details

Retirement village trading name
Address

Phone number

Email

Website

Name of Operator

Select ayear v

/' Edit

Fair Trading test village
92 DONNISON ST GOSFORD NSW 2250

04100100100

www.test.com.au

testing operator name

If any information needs to be amended during the review, select the Edit button to the right of the screen.

Review your Annual Return

| am submitting for the year ending*

Selectayear v

Village Name and Contact Details = / Edit

I Retirement village trading name Fair Trading test village

Any required information that may be missing that needs to be provided as part of the annual return will appear in
red on the annual return form.

Does the village have a 3-year report in place? Mo

I the village co-located with an aged care facility or - Mo

ather business?

Are any residents of the village paying significantly — Reguirerd s

higher recurrent charges than some other rezidents
af the village (for example they are receiving
additional optional services)?

Once you have completed reviewing and updating the information, scroll to the bottom. Read and agree to the
Declaration and Privacy Collection Notice.

You may apply to the Department to access your personal information held by the Department or to amend
any of your personal information held by the Department that is inaccurate, incomplete, not relevant or out of
date. To access or amend your personal information, applications should be made in writing to the Privacy
Coordinator, Department of Customer Service, 2-24 Rawson Place, Haymarket NSW 2000 or via email

BRDPrivacy@customerservice.nsw.gov.au

D | agree to the above. gh——
©
L}

. m
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Once you have agreed to the Declaration and Privacy Collection Notice the Submit my return button will become
active. If you have finished, select the Submit my return button.

You may apply to the Department to access your personal information held by the Department or to amend
any of your personal information held by the Department that is inaccurate, incomplete, not relevant or out of
date. To access or amend your personal information, applications should be made in writing to the Privacy

Coordinator, Department of Customer Service, 2-24 Rawson Place, Haymarket NSW 2000 or via email
BRDPrivacy@customerservice.nsw.gov.au

| agree to the above.

—_— Submit my return

Once you have selected the submit my return button, you will be returned to the retirement village record home

screen. There will no longer be an outstanding annual return due, and a green banner will be displayed advising
all annual returns are up to date.

& Back tovillages

Fair Trading test village

Village  Annual Return Users Manage Feedback

[@ Your annual returns are up to date. —————=

You will also notice the annual return you just completed will appear in the Previous Returns section. To the right
there is a PDF icon that can be used to open and view the previous returns submitted.

& Back tovillages

Fair Trading test village

Village  Annual Return  Users  Manage  Feedback

[@ Your annual returns are up to date.

Previous Returns

Annual Return-2022

Submitted by:

Submitted on: 30 Aug 2022 at 10:01 am a3

—_— T

N

You will also have received an email containing a link to a copy of the annual return submitted. Select the
Download PDF link in the email to open and view the annual return submitted.

Your annual return for year ending 2022 has been received. You can download a
copy of your annual return submission by clicking the link below:
Download PDF  Jileee—

Better Regulations Division
Department of Customer Service

()
NSW

GOVERNMENT

This is a system generated email. Please do not reply to this email. We are unable
1o respond to enquiries sent to this address.

Please consider the environment before printing this email
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