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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.

 

https://www.fairtrading.nsw.gov.au/housing-and-property/retirement-villages
mailto: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.

 
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.
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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.
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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.

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.

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.
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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.

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.
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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.
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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.

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

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.
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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.

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.



11A guide to using the retirement villages portal 

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. 

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. 

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

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

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

1. Logged in as

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

2. Logout

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

3. 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.

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.

 

5. Create village

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

6. Hyperlinks

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.

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

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.
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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. 

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. 

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.
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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.

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

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

The Village tab will be covered in section 1.6.

Users, Manage, Feedback will be covered directly below.
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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.

 

Adding a new user

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

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.

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.

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.

mailto:accommodationregister@customerservice.nsw.gov.au
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If you add a user record in error, select the  Remove button option to the right of the email field.

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

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.

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

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.
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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.

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.

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.

mailto:AccommodationRegister@customerservice.nsw.gov.au
mailto:AccommodationRegister@customerservice.nsw.gov.au
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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. 

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

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.
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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.

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

 

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

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. 

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.

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

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.

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

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.

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

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.

 



25A guide to using the retirement villages portal 

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.

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.

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

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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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.

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. 

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 I agree to the above box and then select the Submit button. The Submit button will not become 
active until the I 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.

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.

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.

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.
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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.
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7. What happens next
7.1 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.

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.
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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.

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.

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.

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 I 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.
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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    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.

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

A new window will display. It will contain prefilled information from the last time the retirement village record was 
submitted to Fair Trading.
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Select the financial year for the annual return. 

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

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

 
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.

 

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

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.

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.

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.
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