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Abstract
Consumer Affairs Victoria, on behalf of the Department of Justice and Regulation, commissioned EY
Sweeney, an independent research agency, to conduct market research as part of the public
consultation for the Review of the Residential Tenancies Act 1997. The themes explored in this
research are aligned with those covered in the Issues Papers. 1
The purpose of this research is to provide an evidence base to inform the needs and options for
reforms to the Residential Tenancies Act. This research differs from other residential tenancy research
in that it focusses specifically on experiences in the rental market of tenants, landlords, property
managers, and parks residents. This study was commissioned to provide evidence for the Review and
provides rich detail to support this. This study collects and analyses data that is not available through
other sources.
To meet the research objectives, primary data from tenants, landlords, property managers and parks
residents (residents of moveable homes and caravans) was collected and analysed via quantitative
surveys. A mixed methodology was employed and included 1,709 online and 127 telephone surveys
with tenants (1,836 surveys in total), 250 telephone interviews with landlords, 50 telephone
interviews with property managers, and 105 hard copy surveys with parks residents. All participants in
this research were randomly selected and invited to participate (not self-selected). The quantitative
research was informed by a series of qualitative focus groups with tenants and landlords and in-depth
interviews with parks residents.
The results of this research provide comprehensive information about participants’ experiences in the
rental market, the impact of those experiences, and their preferences and expectations of residential
rental accommodation in Victoria.

1

The issues papers and details of the Review can be found at www.fairersaferhousing.vic.gov.au
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Executive summary
Introduction
The Victorian Government has initiated a comprehensive, evidence-based review of the Residential
Tenancies Act 1997 (the Review) under the Fairer Safer Housing initiative.
Consumer Affairs Victoria, on behalf of the Department of Justice and Regulation, commissioned EY
Sweeney, an independent research agency, to conduct market research as part of the public
consultation for the Review.
The purpose of this market research project is to provide an evidence base to inform the needs and
options for reforms to the Residential Tenancies Act. To this end primary data from tenants, landlords,
residents of moveable homes, and residents of caravan parks was collected and analysed in relation to
their experiences in the rental market, the impact of those experiences, and their expectations and
preferences in terms of the rental industry in Victoria.
This comprehensive quantitative study consisted of an online survey with tenants, telephone
interviews with tenants, landlords, and property managers, and a hard copy survey with parks
residents. The design of the quantitative research was informed by qualitative focus groups with
tenants and landlords and in-depth interviews with parks residents.

Overall experiences with renting in Victoria
Overall satisfaction
The majority of tenants and landlords report being satisfied with their experiences in the Victorian
rental market (73% of tenants and 86% of landlords). Around one in five (18%) tenants and one in 11
landlords (9%) report being dissatisfied while the remainder are neither satisfied nor dissatisfied.
Tenant satisfaction decreases with experience in the rental market – 81% of first time renters are
satisfied compared to 71% of experienced tenants, and those who have been renting for more than ten
years are the least satisfied (64%).
Of note, tenants who hold a concession card and those who have a disability or health condition that
limits their everyday activity show significantly lower satisfaction compared to other tenants (64% and
58% satisfied respectively, compared to the average of 73%).
The majority of landlords (78%) report that they rarely or never experience problems with their
tenants. A small minority (3%) experience frequent problems and 19% report that they occasionally
experience problems with their tenants. Landlords with only one rental property are significantly more
likely to have never experienced problems with their tenants (38% compared to 26% on average).

Balance of rights of rental laws
Perceptions of the balance of rental laws in Victoria are mixed with tenants and landlords commonly
believing that the rental laws favour the other party.
One in two (50%) tenants surveyed believe the rental laws are adequately balanced between tenants
and landlords, while more than four in ten (44%) believe the laws favour landlords. The remaining 6%
are of the view that the laws are in favour of tenants. Consistent with the overall satisfaction results,
long term tenants and tenants with a disability or health condition are significantly less likely to view
the rental laws as being balanced between the landlord and tenant (41% and 37% respectively,
compared to an average of 50%).
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Four in ten (39%) landlords indicate the laws are adequately balanced, while six in ten (58%) indicate
that the laws favour tenants. Only a small minority (3%) of landlords believe rental laws favour the
landlord.
The majority (79%) of property managers believe rental laws in Victoria favour the tenant, with one in
five (21%) viewing the rental laws as balanced between landlords and tenants. No property managers
report that the rental laws favour landlords.
The main reasons why some tenants feel rental laws favour the landlord are lack of security in living
arrangements, landlords holding more rights, and landlords being favoured by VCAT in the event of a
dispute.
From a landlord’s perspective, the reasons why the laws are thought to favour the tenant include
difficultly in recovering funds (such as rent payments or payment for damages), previous experience
as a landlord, lack of assistance from VCAT, and difficulty in proving cases of problematic tenants or
tenants causing damage to the property.
Among property managers, the most common belief underlying the perception that rental laws favour
the tenant is that the VCAT process is unfair or biased towards helping tenants.

Security of tenure
Fixed term lease agreements
Most tenancies begin with a one year fixed term agreement (or lease), with 85% of tenants reporting
that the original lease term for their current rental property was 12 months.
The 12 month fixed-term lease is clearly preferred by landlords when new tenants move into their
property, with 79% indicating that they usually use a one year lease in this circumstance.

Upfront periodic (month-to-month) agreements
Just under one in five (17%) landlords have previously entered into an upfront month-to-month lease
arrangement with new tenants (i.e. no initial fixed-term lease).
Most landlords (75%) would not consider an upfront month-to-month lease arrangement for new
tenants (this includes 46% who definitely would not consider this type of lease). Landlords who have
previous experience with entering month-to-month lease arrangements upfront (with no initial fixed
term agreement) are more likely to consider them in the future.
The main barriers for landlords entering into upfront month-to-month agreements with a new tenant
are lack of financial security and the hassle and costs involved with re-tenanting the property.

Longer lease terms (more than 12 months)
Close to two in three (65%) landlords would consider a fixed term lease of more than 12 months with a
new tenant and four in five (79%) would consider the longer lease term for an existing tenant. The risk
of problematic tenants is the biggest barrier to entering longer lease terms.
Landlords were asked to consider fixed term lease agreements of five years in the following scenarios:
1.
2.
3.
4.

If the tenant paid for property expenses such as maintenance, body corporate fees or rates
If eviction processes ensured problematic tenants could be evicted before the end of the lease
If the landlord had experience with or knew the tenant and
If the tenant had a good rental history.
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Across each of the four scenarios, approximately one in two landlords would consider a five year lease
term. While one in two of landlords rejected the five year lease term in each scenario, only one in nine
(11%) reject the longer lease term across all four scenarios.

Security of tenure
There are mixed views among tenants about whether they will be able to stay in their current property
for as long as they want to. Approximately one in two tenants (55%) believe they will be able to stay,
one in five (21%) believe they won’t be able to stay, and one in four (24%) are uncertain of their likely
tenure.
The most common reasons why some tenants believe they won’t be able to stay in their current
property for as long as they want to include changes to the landlord’s situation, cost of rent/rent
increases, the condition of property not being well-maintained, and the landlords’ reluctance to
commit to a longer lease term.

Notice to vacate for ‘no specified reason’
There is limited use of the ‘no specified reason’ clause when issuing a notice to vacate a rental
property. Of those surveyed, 4% of tenants report that they have received a notice to vacate using
this clause and 9% of landlords report using this clause.
The reasons for landlords using this clause are varied and include circumstances such as problematic
tenant behaviour, tenants causing damage to the property, and late rent payments.
Landlords report mixed views when asked about the prescribed notice periods for using the ‘no
specified reason’ clause. In the case of a fixed term lease of six months or more, 58% of landlords
believe the 90 day notice period is suitable while 38% believe it should be less than 90 days. For
month-to-month lease arrangements, 32% of landlords believe the 120 day notice period is suitable
while 66% believe it should be less than 120 days.

Rent increases
Of the tenants surveyed, more than one in two (56%) have received a rent increase. Tenants with a
low income (in the bottom two ABS quintiles) are less likely to report that they have ever received a
rent increase.
Of those tenants who have received a rent increase, four in ten (40%) considered the increase to be
excessive or unreasonable. Of these tenants, a small minority (2%) requested a rent assessment from
CAV while one in five (21%) asked the real estate agent or property manager to review the increase.
Nearly one in two (48%) agreed to pay the higher rent amount and 37% moved out of the property.
There is no clear consensus from tenants around suitable notice periods for rent increases – 4%
believe 30 days is reasonable, 27% believe 60 days is reasonable, 48% believe 90 days is reasonable,
and 21% believe the notice periods should be greater than 90 days.
Market dynamics in the local area is one of the common factors influencing rent increases from the
perspective of both landlords and property managers. Increases in property costs or borrowing costs
also influence landlords to instigate rent increases. For property managers, company procedures or
directive, requests from landlords, and periodic reviews will influence when rent increases are
recommended to landlords.
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Property conditions and standards
Property condition
From the perspective of tenants, the vast majority of occupied rental properties are thought to be in
at least reasonable condition or better, at the time of moving into the property. Two in three tenants
(68%) rated their current rental property in ‘excellent’ or ‘good’ condition when they moved in.
Low income tenants (those in the bottom two income quintiles) are more likely to report that their
property was in ‘poor’ condition when they moved in and less likely to report that it was in ‘excellent’
condition.
From a landlord’s perspective, more than three in four landlords (78%) rate both the interior and
exterior of their property as being in good condition that does not require work, one in six (16%)
properties need work on either the interior or exterior while only a small proportion (6%) of properties
are thought to require both interior and exterior improvement.
Two in three (64%) tenants report that they would consider paying higher rent for a property that
contained energy efficient features (insulation, draught proofing, heating, cooling) and water saving
features (water saving shower head and taps).

Repairs and maintenance
Nearly four in ten (37%) tenants have made requests for urgent repairs/maintenance and seven in ten
(71%) have made requests for non-urgent repairs/maintenance in the property that they are currently
renting.
Nearly one in two (47%) tenants who requested urgent work report that the request was completed
promptly and to an acceptable standard. For non-urgent works, 40% of cases were reported to be
fixed in a reasonable time to an acceptable standard.
For tenants who have requested repairs/maintenance, around one in two (53%) experienced problems
in getting the work completed.
Tenants from the highest income quintile are more likely to have requested urgent repairs. Similarly,
those who pay $600 or more per week in rent are more likely to have requested urgent repairs.
Tenants who pay less than $300 per week in rent are more likely to have requested non-urgent
repairs. There were no differences in requesting non-urgent repairs by income level.
Landlords tend to experience requests for repairs/maintenance occasionally (37%) or rarely (46%).
Only 7% have experienced frequent requests and 10% never receive requests from their tenants.
Approximately four in ten (44%) property managers believe that changes need to be made to the
Residential Tenancies Act in relation to repairs and maintenance. The main changes suggested were
related to greater clarity around what constitutes urgent vs. non-urgent work, mandated timeframes
for the completion of works, specification of responsibility for repairs of telephone and internet
connections, and increasing the maximum amount of money that property managers or tenants can
authorise for urgent work if the owner does not respond to a request.

Rights and responsibilities of landlords and tenants
Privacy and open for inspections
One in four (27%) tenants have been living in a rental property that was sold during their tenancy and
one in seven (15%) landlords have experience of selling rental properties whilst occupied with tenants.
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Nearly one in two (47%) landlords and two in three (62%) property managers believe it would be
reasonable for landlords to be required to provide tenants some form of compensation, such as a
reduction in rent, if they are renting a property during a sales campaign.
Tenants tend to have a higher threshold for how many sales related visits are reasonable when
compensation is offered (compared to when compensation is not offered).

Pets
One in three (31%) tenants have a pet such as a cat or a dog at their current property – increasing to
42% among those who have a disability or health condition that limits their everyday activity.
One in four (24%) landlords always allows pets at their rental property, increasing to 31% for landlords
who own a house rather than an apartment or unit. A further 38% of landlords consider pets in some
circumstances while 38% never allow pets at their property.
Among those landlords who do not always allow pets at their property, 41% would consider allowing
pets if they could charge an additional pet deposit. From a tenants’ perspective, more than one in two
(57%) would definitely or maybe consider paying an additional pet deposit to allow them to have a pet
such as a dog or cat. Tenants with a higher income display a greater willingness to pay a pet deposit.

Rental bidding
Around one in five tenants (19%) report having put in a bid to pay more than the advertised rent to
secure a rental property, with one in two of these tenants reporting that their bid was successful. In
most cases (72%) it was the tenants’ decision to offer the higher rent however, for some tenants (23%)
the higher rent bid was requested or suggested by the real estate agent/landlord.
Around one in seven (15%) property managers report that, in their experience, rental bidding occurs
frequently (15%) and a further 48% report that it occurs occasionally. Four in ten (42%) property
managers believe that rental bidding is not always successful for the tenants while 8% report that
rental bidding always results in a successful outcome for the tenant and 48% report that it is
sometimes successful.

Dispute resolution
Disputes between tenants and landlords
One in four tenants (24%) tenants have been involved in a dispute with a landlord. A larger proportion
(44%) of landlords have been involved in a dispute with a tenant.
Tenants who hold a concession card and those who have a disability or health condition are more
likely to have been involved in a dispute with a landlord (30% and 37% respectively). Single parents
with children at home are also more likely to have been involved in a dispute with a landlord (32%).
From the perspective of tenants, the most common areas of dispute are property repairs and
maintenance (62%), agent or landlord conduct (36%), and bond claims (33%).
Landlords believe the most common areas of dispute relate to rent payments (51%), property damage
(33%), and tenant conduct/behaviour (22%).
The majority of landlords (84%) and property managers (77%) see some merit in a less formal dispute
resolution mechanism than VCAT.
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Parks residents
Overall satisfaction
Overall, two in three (68%) residents of moveable homes are satisfied with their experience as a park
resident in Victoria, including 23% who are extremely satisfied. One in five (22%) residents of
moveable homes are dissatisfied with their experience, including 10% who are extremely dissatisfied.
Residents of caravan parks tend to be more satisfied overall than residents of moveable homes (81%
satisfied vs. 68%). Nearly one in two (48%) residents of caravan parks are extremely satisfied with
their experience. About one in nine (11%) residents of caravan parks are dissatisfied with their
experience, but none are extremely dissatisfied.
Balance of rights of rental laws
Residents of moveable homes and residents of caravan parks have different perspectives on the
balance of rental laws in Victoria. Residents of moveable homes are more strongly of the opinion that
the rental laws favour the park manager (59% agree with this statement) while only one in three (33%)
residents of caravan parks agree with this. Residents of caravan parks are more likely to believe that
the rental laws favour the resident than residents of moveable homes (19% compared to 5%).
A similar proportion of residents of moveable homes and residents of caravans believe that the rental
laws are adequately balanced between residents and park managers (35% and 37%, respectively).
Reasons for living in park accommodation
Cost/affordability was the overwhelming reason for moving into a residential park across both
residents of moveable homes (68%) and residents of caravan parks (81%). This was a particularly
strong driver for residents of caravan parks.
The second most common reason was location (45% of residents of moveable homes and 41% for
residents of caravan parks).
Purchase of moveable homes
Three in four (76%) residents of moveable homes purchased their home from the park manager (e.g. it
was packaged with the site rental). Of those who purchased their moveable home from the park
manager, 20% were provided with an independent valuation of the dwelling structure while the
majority (75%) were not.
Of those who purchased their moveable home from the park manager and received an independent
valuation of the structure, the majority (75%) indicate that it was very important in deciding whether to
purchase the moveable home.
Residents of moveable homes who purchased their property from the park manager were asked
whether park managers should be required by law to provide an independent valuation of the dwelling
structure and the vast majority (86%) agreed with this sentiment.
Site agreements
Two in three (67%) residents of moveable homes have a fixed term site agreement and the vast
majority (90%) of these residents have a fixed term site agreement of 10 years or more. Of the
residents of movable homes who have a fixed term site agreement, the vast majority (90%) are
satisfied with the length of their agreement. One in three (33%) residents of caravan parks have a
written agreement with the park manager.
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Currently, residents of caravan parks are required to give seven days’ notice to the park manager if
they wish to move out. About one in two (56%) believe that this notice period is about right, and one in
five (22%) believe that it is too short. Just over one in two (56%) residents of caravan parks believe the
tenancy laws should specify a minimum length of lease offered to residents. Among those residents,
the most commonly specified lease term is 12 months (40%).
Parks residents were asked to evaluate required notice periods when a park manager wants a resident
to leave the park in various circumstances. For residents of moveable homes, three in four (72%)
believe that 14 days’ notice is about right if the site is being used for illegal purposes. If there is no
specified reason for asking the tenant to vacate, it is expected that the required notice period should
be much longer with more than one in two (59%) indicating that one year notice is suitable. Residents
of moveable homes are divided over whether 14 days’ notice is sufficient if the site is being sub-let
without permission (49% agree that this is sufficient time, 45% believe this is too short). Similarly, they
are divided over whether 14 days’ notice is sufficient if the resident has not complied with an order
from VCAT (39% agree, 50% believe this is too short).
For residents of caravan parks, two in three (67%) believe that seven days’ notice is sufficient if the
resident has not complied with an order from VCAT. If the site is being used for illegal purposes, 59%
believe that seven days’ notice is adequate. If the resident is in arrears with rent, one in two (55%)
believe that seven days’ notice is sufficient. Similarly, residents of caravan parks are split over whether
six months’ notice is adequate if the park is being closed down (43% agree, 57% indicate that this is not
a sufficient amount of time). Lastly, one in three (36%) believe that four months’ notice is sufficient if
there is no specified reason for asking the resident to vacate.
Bonds, condition reports, and repairs and maintenance
The vast majority (83%) of residents of moveable homes did not pay a bond when they first occupied
the site. One in eight (12%) did pay a bond upon moving in. One in three (32%) of those in moveable
homes received a condition report when they first occupied the site while nearly two in three (59%) did
not receive a condition report upon moving in. Of those who did receive a condition report, more than
one in two (56%) felt the report was not missing any pertinent information. Notably, four in ten (40%)
were uncertain if the condition report was lacking any information.
Results among residents of caravan parks were quite similar with 30% reporting that they received a
condition report when they first moved in and 56% indicating that they did not. Among those who
received condition reports, the majority (88%) received information on the condition of their caravan,
cabin, or moveable home. A small proportion (13%) indicated that their report contained a description
of the condition of the site itself.
Seven in ten (71%) residents of moveable homes report that their site agreement specifies who is
responsible for repairs and maintenance to their site. Among those, in most cases (69%) the resident is
responsible for repairs and maintenance, with the park manager responsible in one in four (27%) cases.
Utilities
The vast majority (82%) of residents of moveable homes received a written statement of fees and
charges when they moved in. Of those who did receive a written statement, 70% report that it
contained a description of how utility charges (electricity, gas, water) would be calculated.
Half as many (41%) residents of caravan parks received a written statement upon moving in to the
caravan park. One in two (55%) residents of caravan parks who received a written statement indicate
that it included information about how utility charges would be assessed.
Nearly all (94%) residents of moveable homes indicate that their sites are separately metered for utility
usage. Similarly, 90% receive an itemised account for utility charges (electricity, gas, water). A similar
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proportion (93%) of residents of caravan parks report that their sites are separately metered for
utilities. Nearly three in four (70%) receive an itemised account for their utility charges.
Accommodation costs and rent increases
On average, residents of moveable homes pay $160 per week for accommodation (including rent and
site fees). About one in two (54%) residents of moveable homes pay less than $150 per week and the
remaining 46% are fairly evenly distributed across higher accommodation amounts.
Accommodation fees are higher for residents of caravan parks at $180 per week. Nearly four in ten
(37%) residents of caravan parks pay more than $200 per week. One in four (26%) pay less than $150
per week, and the same proportion pay $151 to $160 per week.
Four in ten (41%) residents of caravan parks have received a notice of rent increase or increase in site
fees which they believed was unfair. Among those who have received an unfair increase, the main
reason for believing it was unfair was that the increase was excessive (64%).
Park rules and residents committees
The vast majority of both residents of moveable homes and residents of caravan parks report that
their park has a set of park rules (99% and 96%, respectively). In both cases, the park manager is the
most common enforcer of the park rules (73% of residents of movable homes with park rules, and 73%
of residents of caravan parks with park rules).
Three in four (73%) residents of movable homes with park rules report that the residents have been
consulted about the rules. Just under one in two (45%) indicate that there have been disputes about
the park rules. These disputes commonly relate to rules that are not consistently enforced, issues with
staff or management, or issues with parking or parking fees.
In caravan parks, there appears to be less consultation with residents and also fewer disputes about
the rules. One in two (50%) residents of caravan parks with park rules indicate that there has been
consultation with residents about the rules. One in four (23%) report that there have been disputes
about the park rules. Disputes are often about fees (including utility charges), maintenance, parking,
security, pets, and relationships between residents.
Four in ten (40%) residents of moveable homes report that their park has a residents’ committee. Of
these residents, one in three (32%) indicate that there have been disputes between the committee and
the park manager. Disputes relate to a range of topics including availability of sites, parking, children in
the park, amenities, fees and charges, and security.
Residents’ committees are much less common at caravan parks, with very few (4%) residents reporting
that they have a residents’ committee.
Disputes
Nearly one in two (44%) residents of moveable homes have been in a dispute with the park manager.
Disputes most commonly centre on utility charges (24% of residents of moveable homes), park rules
(23%), or rent or site fees (18%).
Disputes are more common in moveable homes, as half as many (22%) residents of caravan parks
report having had a dispute with the park manager. For these residents, the park rules are the most
common source of a dispute with the park manager (19%) followed by rent or site fees (15%) or utility
charges (15%).
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Two in three (63%) residents of moveable homes who have had a dispute with the park manager report
that they are generally able to resolve the dispute. Three in four (73%) residents of caravan parks who
have had a dispute agree that they are generally able to resolve disputes.
Exit fees and lease transfers
One in two (53%) residents of moveable homes are aware that they will be charged deferred
management or exit fees if they vacate the park or sell their moveable home. Nearly one in five (19%)
do not know whether they would be charged deferred management or exit fees. Of those who know
they will be charged exit fees, two in three (69%) are aware of how much those fees will be.
Nearly all (93%) residents of moveable homes agree that the tenancies laws should stipulate the
maximum amount of deferred management or exit fees. Only 4% of residents of moveable homes
disagree with this sentiment.
Sale of moveable homes
Two in three (69%) residents of moveable homes have the sale of their home addressed in their site
agreement (meaning that they have an agreement with the park manager regarding the sale of their
home by the manager and the commission that can be charged when they sell). Of those residents,
about one in two (57%) are aware of how the commission would be calculated by the park manager.
Two in three (61%) residents of moveable homes who own their homes would consider using the
property manager to sell their home (including 43% who probably would). One in four (23%) probably
or definitely would not consider using the property manager to sell their home on their behalf.
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The detailed
report
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Introduction
The Residential Tenancies Act 1997 outlines the rights and responsibilities of tenants and landlords in
the residential rental sector, and is the main source of consumer protection for Victorians living in
rental housing.
Since the Act’s introduction, there have been many changes, both in the rental market itself, and in the
characteristics, needs, and expectations of tenants and landlords.
In the past, private rental was commonly a relatively short-term transitional arrangement, which ended
in tenants moving to home ownership or into social housing. This is no longer the case. There is a
growing number of Australians living in rental housing, and around one in three private tenants
nationally are considered to be ‘long-term’, having rented continuously for over ten years2. An
increasing number of long-term tenants are either older people on fixed incomes, or families with
children, for whom stability in their living arrangements is important.
The reasons why people become and remain landlords have also changed, with rental property
becoming an important investment and a key feature of many Victorians’ retirement plans.

Review of the Residential Tenancies Act 1997
Against the backdrop of these emerging trends, the Victorian Government initiated a comprehensive,
evidence-based review the Residential Tenancies Act 1997 (the Review) under the Fairer Safer Housing
initiative. The Review commenced in 2015 with a public consultation paper Laying the Ground Work,
followed by a series of six Issues Papers. A Public Options Paper setting out the legislative and nonlegislative proposals for reforming the Residential Tenancies Act is scheduled for release in late 2016.
Consumer Affairs Victoria, on behalf of the Department of Justice and Regulation, commissioned EY
Sweeney, an independent research agency, to conduct market research as part of the public
consultation for the Review. The themes explored in this research are aligned with those covered in the
Issues Papers.
The purpose of this research is to provide an evidence base to inform the needs and options for
reforms to the Residential Tenancies Act. To this end primary data from tenants, landlords, residents of
moveable homes, and residents of caravan parks was collected and analysed in relation to:

•

What are the experiences in the rental market?

•

What is the impact of those experiences on them?

•

What are their expectations and preferences?

To answer these objectives, a mixed method (quantitative and qualitative) research study was
conducted. The following pages outline the methodologies employed for both phases of the research,
and this report summarises the findings from the quantitative phase of the study.

The role of this report
This research differs from other residential tenancy research in that it focusses specifically on
experiences in the rental market of tenants, landlords, property managers, and parks residents. This
study was commissioned specifically to provide evidence for the Review and provides rich detail to
support this. This study collects and analyses data that is not available through other sources.

2

www.fairersaferhousing.vic.gov.au
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Quantitative methodology
The quantitative phase involved five separate surveys with the following audiences: tenants, landlords,
property managers, and residents of caravan and moveable homes parks (referred to in this report as
‘parks residents’).

Tenants
For tenants, the quantitative phase of the study involved the conduct of 1,709 online interviews and
127 telephone interviews (total of 1,836 interviews). A larger sample size of tenants was deliberately
chosen due to the emphasis on gathering representative data, and because the demographics and
experiences of tenants tend to vary significantly, meaning that a larger sample size was required to be
able to robustly drill down into these differences across subgroups. The survey was open between 22
January and 4 March 2016 to allow adequate time for interested tenants to participate.
To be eligible for participation, all respondents:

•

Were tenants of a residential property in Victoria

•

Were parties to a bond lodged with the RTBA since August 2015

►

Provided an email address or phone number to the RTBA upon lodging their bond.

The sample for the survey was drawn from the database of rental bonds held by the Residential
Tenancies Bond Authority (RTBA). The ability to provide online lodgements since August 2015 has
meant that tenants’ email addresses are now collected by the RTBA. Consumer Affairs Victoria
provided a list of 38,235 tenant email addresses that were collected since August 2015. These tenants
were then contacted via email by EY Sweeney and invited to participate in this research.
Potential respondents were informed that the survey was anonymous and all responses would be
treated confidentially as per Australian Market and Social Research Society (AMSRS) standards and
privacy principles. The response rate for the online portion of this survey was 4.5%, which is based on
the number of completed interviews divided by the number of people invited to participate. The survey
took an average of 15 minutes to complete via an online methodology.
To supplement the online tenant survey and provide a broader, representative sample, an additional
127 telephone surveys were conducted. To achieve this, Consumer Affairs Victoria provided a
randomly drawn list of 2,603 tenant phone numbers to contact tenants via telephone and invite them
to participate in this research. All of these tenants did not have an email address recorded and
therefore would not have been invited to participate in the online version of the survey. The survey
took an average of 16 minutes to complete via a Computer Assisted Telephone Interviewing (CATI)
methodology.
The representation of the survey data was compared to the overall population drawn for this study to
determine whether weighting of the data was required. The key variable examined was location of
residence (metropolitan Melbourne vs. regional areas of Victoria) as further demographic variables
(age, gender, etc.) are not collected in the RTBA database. The survey data very closely matches that
of the overall population (within 1% difference). As a result, the survey data is deemed to be
representative of the population and does not require weighting.
There are some limitations of the sampling approach which should be taken into consideration when
interpreting the survey results. The sample is skewed towards those who have lodged a bond with the
RTBA since August 2015. In this way, tenants from longer-term tenancies may be under-represented in
the sample. The RTBA database was chosen despite this limitation because it provides the most
comprehensive source of contact information for tenants in Victoria and is a much more cost-effective
way of sampling tenants than randomly contacting Victorians (such as through telephone records) and
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enquiring about whether they were renting their property. It should also be noted that the tenant
sample does not allow for representation of tenants living in public or community housing. Less than
one per cent of the tenant sample report living in public or community housing.

Landlords
The survey for landlords was completed by 250 landlords in Victoria between 2 and 12 February 2016.
Surveys were completed via a Computer Assisted Telephone Interviewing (CATI) methodology and took
an average of 19 minutes to complete. Note that the sample size for landlords was deliberately much
smaller than that of tenants; uniformity across landlords in general meant that a smaller sample size
was permissible yet still reliable.
Consumer Affairs Victoria provided a random sample of telephone numbers for landlords who have
lodged a bond with the RTBA. Landlords were contacted via telephone and invited to participate in this
research. To be eligible for participation, all respondents:

•

Were owners of a residential property in Victoria that is rented out to tenants (not a caravan or
moveable home)

•

Were parties to a bond lodged with the RTBA.

As a result of the sampling approach (contacting private or self-managing landlords who had lodged a
bond with the RTBA), the survey sample of landlords is skewed towards landlords who self-manage
their property (63%) whereas ABS Census data indicates that 74% of private rental landlords use an
estate agent or property manager 3. This limitation should be taken into consideration when
interpreting the findings of the landlords survey.

Property managers
A total of 52 property managers participated in this study. Surveys were completed via a Computer
Assisted Telephone Interviewing (CATI) methodology between 2 and 12 February 2016. The average
survey took 10 minutes to complete.
Consumer Affairs Victoria provided a random sample of telephone numbers for RTBA registered
property managers who were then contacted via telephone during normal business hours and invited
to participate in this research. To be eligible for participation, all respondents are currently employed
by a property management company and manage at least one residential property in Victoria.
The same size for property managers was deliberately much smaller than that of tenants or landlords.
Uniformity across property managers in general meant that a smaller sample size was permissible yet
still reliable.

Parks residents
The population of residents who reside in moveable homes and caravan parks is very small in number
and difficult to reach by other means. To obtain responses from residents who reside in moveable
homes and caravan parks in Victoria, EY Sweeney first contacted the management offices of residential
or caravan parks listed on the Caravan Parks Association website to explain the purpose of the
research and request management’s assistance with distributing hard copy surveys to their long term
residents.
Once the office managers agreed to assist with the research, a bulk pack of postal surveys were sent to
the manager of each caravan or residential park and the managers were asked to distribute a survey to
each long term tenant in their residential park (not holiday or short stay tenants). Attached to the
postal survey was a pre-paid return envelope so that each participating resident could return the
survey directly to EY Sweeney (not through their manager); in this way, the responses collected are
3

ABS, Customised 2011 Census Report, 2015
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anonymous and confidential. As an incentive, each park office was paid $100 in shopping vouchers
(Coles Myer group) as compensation for their time and assistance with the research.
A total of 105 postal surveys were received from parks residents including 78 from those residing in
moveable homes and 27 from residents of caravan parks. It is expected that the survey took 15
minutes to complete in hard copy format.
This methodology relied on the cooperation of park managers who acted as gatekeepers to their
residents, and could have declined to allow their residents to participate. A total of 24 parks were
contacted with 14 parks agreeing to assist. Survey responses were received from residents at nine of
the parks. This limitation should be taken into consideration when reviewing the survey results.

Overall sample structure
Despite the limitations of each sample outlined previously, the overall sample is sufficiently large and
robust for the purposes of the statistical analysis undertaken and presented in this report. In particular,
the tenants and landlords samples are particularly statistically robust, with small margins of error.
The sample sizes, and therefore margins of error, are larger for property managers and residents of
moveable homes (as shown in the table below) but are still sufficient for the extent of analysis
performed and described in this report.
The small sample size for residents of caravan parks means that the results for this population are
indicative rather than conclusive.
The final achieved sample structure is shown below.
Table 1: Overall sample structure
Sample structure
No of interviews
(unweighted)
#

Maximum Margins of
Error
+/-

1,836

2.2%

250

6.2%

Property managers

52

13.7%

Residents of moveable homes

78

11.2%

Residents of caravan parks

27

19.2%

Tenants
Landlords

*Maximum margins of error shown are based on a research finding of 50% at the 95% Confidence Interval

In this report, significant differences between subgroups are shown at the 95% Confidence Interval. A
significantly higher subgroup finding is indicated by
and a significantly lower subgroup finding is
indicated by
.
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Qualitative methodology
Qualitative research is useful for unlocking community knowledge and attitudes because it provides the
framework, depth, understanding, and high level of detail that helps to shape the understanding of the
quantitative part of the project.
In this study, the purpose of the qualitative phase of research was to develop a thorough, in-depth
understanding of the experiences of tenants, landlords, and parks residents in order to inform the
questionnaire development for the quantitative phase.

Tenants and landlords
A series of three focus groups were conducted on 9 and 10 November. Tenants from a range of rental
amounts (above and below the median rental amount) and landlords were included in this phase of the
research.
Tenants were eligible to participate in this research if they were aged 25+, live in a rental property in
Victoria (not a rooming house), are on the lease, are the main or joint decision makers regarding their
living situation, and have been through the full rental cycle of moving in and out of a rental property.
Landlords were eligible if they are age 18+, own a rental property in Victoria that is not a rooming
house, and have been through the cycle of tenants moving in and out of the property.
Each session lasted approximately 90 minutes and involved 6-8 research participants. Each respondent
was provided with a cash incentive of $80 for taking part.
Landlords were recruited from a list of private landlords who lodged bonds with the Residential
Tenancies Bond Authority (RTBA) provided by CAV. Tenants were recruited from through an external
market research recruitment provider.

Parks residents
Three in-depth interviews were conducted with parks residents who rent a site in a caravan park or
residential park. One respondent owned a caravan, one owned a moveable home (cabin), and the third
rented a caravan as well as the site.
Parks residents were eligible to participate in this research if they are age 18+, are long-term residents
of a residential park (90+ consecutive days), and are the main or joint decision makers regarding their
living situation. They were recruited via their residential park property managers.
One interview was conducted face-to-face and two via telephone. Each interview lasted between 30-45
minutes and was conducted by a senior EY Sweeney researcher.
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Section 1:
Overall experiences with renting in Victoria
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Overall satisfaction with rental experiences
As shown in Figure 1, overall, the majority of tenants and landlords tend to be satisfied with their
experiences in Victoria. In general, landlords are more satisfied than tenants (86% satisfied vs. 73% of
tenants).
The rate of dissatisfaction with rental experiences in Victoria is quite low, with only 18% of tenants
and 9% of landlords reporting that they are dissatisfied.
Figure 1: Tenants and landlords - overall satisfaction with rental experiences in Victoria
Tenants

Landlords

17%

Extremely satisfied

Moderately satisfied

20%

Neither satisfied nor dissatisfied

9%

Somewhat dissatisfied

9%

Moderately dissatisfied

Extremely dissatisfied

Moderately satisfied

37%

Somewhat satisfied

30%

Extremely satisfied

Nett satisfied

47%

Somewhat satisfied

9%

73%

Neither satisfied nor dissatisfied

Nett dissatisfied
18%

Somewhat dissatisfied

Moderately dissatisfied

5%

Extremely dissatisfied

4%

Nett satisfied
86%

5%

3%

Nett dissatisfied
9%

4%

2%

Base: Total sample Tenants (n=1,836); Landlords (n=250)
Q10.1 Overall, how satisfied or dissatisfied are you with your experience as a tenant in Victoria?
Q55 Overall, how satisfied or dissatisfied are you with your experience as a landlord in Victoria?
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Tenants
Looking at tenants specifically, overall satisfaction is higher among those who are renting for the first
time (81% satisfied vs. 71% of those who have rented previously), those who do not hold a Health Care
or Pensioner Card (75% satisfied vs. 64% of those who do hold one of these cards), and those who do
not have a disability or health condition (75% satisfied vs. 58% of those who do).
In addition to this, satisfaction tends to decline as the number of years spent living in rental
accommodation increases. Those who have rented for ten years or more are most likely to be
dissatisfied with their overall experience (26% dissatisfied). This result is not unexpected given a
longer time period provides more opportunity for problems to occur.
For tenants, levels of satisfaction or dissatisfaction do not vary based on income level.
Table 2: Tenants - overall satisfaction with rental experience in Victoria

Total sample (n=1836)

Nett satisfied

Nett dissatisfied

73%

18%

Nett satisfied

Nett dissatisfied

73%

18%

Yes (n=307)

64%

26%

No (n=1,476)

75%

16%

Prefer not to say (n=53)

72%

19%

Yes (n=118)

58%

34%

No (n=1,667)

75%

16%

Prefer not to say (n=51)

57%

33%

Total sample (n=1836)
Health Care or Pensioner Card

First time renting
Yes (n=362)

81%

10%

No (n=1474)

71%

20%

Time living in rental accommodation
Less than 1 year (n=71)

82%

10%

1-2 years (n=162)

75%

15%

3-4 years (n=303)

77%

16%

5-6 years (n=214)

74%

18%

7-8 years (n=150)

71%

19%

9-10 years (n=117)

68%

24%

More than 10 years (n=461)

64%

26%

Disability/health condition

Base: Total sample Tenants (n=1,836)
Q10.1 Overall, how satisfied or dissatisfied are you with your experience as a tenant in Victoria?

Indicates result significantly higher than other subgroups
Indicates result significantly lower than other subgroups
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Tenants were asked to provide any general comments about their experience as a tenant of a
residential property in Victoria. Two in three (62%) tenants did not make any comments.
Of those who did provide feedback, the most common themes related to poor experiences with
property managers including discussion of unreliable or unethical practices. Whilst this was the most
common theme, it was only mentioned by 7% of tenants overall so should not be construed to be
frequently experienced by all tenants.
Other common themes include mentions of high or increasing rental costs and properties in poor
condition or disrepair.
Figure 2: Tenants - general feedback about rental experiences
Poor experience with real estate agent/agents are unreliable/unethical

7%

Rent too high/increasing too much

5%

Properties are in poor condition/dirty/left unrepaired by the agent or landlord

5%

62% of tenants did not make any
comment

4%

Difficulty with application process/inspection

4%

Poor experience with landlords/unreliable/unethical
Fix the legislation/ make it fairer/ needs to be regulated

3%

Tenants are powerless to do anything/ reporting to CAV or VTAC is ineffective

3%

Happy with landlord/real estate agent

3%

Properties are lacking utilities /utilities not up to standard

3%

Allow tenants to have pets

I find it difficult to deal with estate
agents. They can be dismissive and you
feel that they are only working for the
landlord and not the tenant.

3%

Leases aren't long enough/not secure enough

2%

Frustrating/ hate renting/ want out

2%

Bond transfer is complicated/difficult to get bond back

2%

Inspections are invasive/inconvenient

1%

Need more rental properties/ very competitive

1%

Bonds are too expensive

1%

Other

I think my one worry there is an
expectation that rent is going to go up
and it's going to go up after every lease
and the longest lease you can get is 12
months.

4%

Base: Total sample Tenants (n=1,836)
Q10.4 Are there any other comments you would like to make about your experience as a tenant in Victoria?
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Landlords
Underscoring the high level of satisfaction generally expressed by landlords in Victoria (86% satisfied),
the overall incidence of problems experienced by landlords with their tenants is fairly low. Only 3% of
landlords report that they frequently experience problems with their tenants (this is indicatively higher
in regional areas at 7%).
One in five (19%) landlords report that they occasionally experience problems with tenants. The
majority (52%) of landlords rarely experience problems with their tenants.
One in four (26%) never have problems with their tenants. Landlords with only one rental property are
significantly more likely to have never experienced problems with their tenants (38%); this
unsurprising result indicates that there is a higher propensity for problems to develop with multiple
properties and multiple tenancies.
Figure 3: Landlords - frequency of problems with tenants in rental properties

Frequently

Occasionally

3%

Indicatively higher amongst landlords in regional
areas (7%) compared to metro (1%)

19%

Rarely

Never

52%

26%

Significantly higher amongst landlords
with only one property (38%)

Base: Total sample Landlords (n=250)
Q58 In general, how often do you experience problems with tenants in your rental property?
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Landlords were asked to provide any general comments about their experience as a landlord of a
residential property in Victoria. Just over one in two (54%) landlords did not provide feedback.
Among those who did leave comments, the most common theme related to the desire to have more
options for protecting their property including choosing the right tenants. The desire for tenancy laws
that are more balanced between landlords and tenants was also commonly mentioned by landlords.
Six percent of landlords made positive comments about their experience including that they have been
lucky and it has been a beneficial experience. The same proportion commented on the high costs
associated with owning rental property (taxes, rates, insurances etc), and the same percentage
mentioned that they try to maintain a positive, friendly relationship with their tenants.
Figure 4: Landlords - general feedback about rental experiences
Landlords should have more rights/to protect their house/ picking the right
tenant/ more guidance

12%

Needs to be a fair system/laws need to be more balanced between landlords
and tenants

10%

We've been lucky/ had no problems/ happy/ beneficial

6%

Can be costly/land taxes/ taxes/ water rates/ insurances

6%

Try to be on friendly terms with my tenant/ gain respect/ good relationship

6%

Problems with the real-estate/ property managers don’t do enough to
protect the property/ rather not use a agent

4%

Difficulties with VCAT/CAV/ need to process things more quickly/ fairer

4%

Problems with the RTBA/ take too long

3%

VCAT/ CAV have been very helpful

2%

Had bad experience/ never be a landlord again

2%

Other

54% of landlords did not make any
comment

I find most tenants fail to read the
contract they signed adequately and are
unaware of certain responsibilities.

I feel that personal positive relationships
between landlord and tenant and the
willingness to compromise make for
successful tenancy.
5%

Base: Total sample Landlords (n=250)
Q59 Are there any other comments you would like to make about your experience as a landlord in Victoria?
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Balance of rights of rental laws
Tenants, landlords, and property managers have divergent views when it comes to their perceptions
of the balance of rental laws in Victoria as shown in Figure 5.
It is not unexpected that tenants and landlords will believe that the rental laws favour the other party.
Over four in ten tenants believe that the laws favour landlords (44%); similarly, nearly six in ten
landlords indicate that the laws favour tenants (58%).
Tenants are most likely to believe the rental laws are adequately balanced between tenants and
landlords (50%), whereas only 39% of landlords indicate that the laws are adequately balanced.
Property managers are least likely to agree with this sentiment (21%). Property managers are of the
strongest conviction that the rental laws favour tenants (79%).
Figure 5: Tenants, landlords, and property managers - perceptions of the balance of laws in Victoria
Tenants

Rental laws in Victoria adequately
balance the rights and responsibilities
of tenants and landlords

50%

Rental laws in Victoria favour the
landlord

Rental laws in Victoria favour the
tenant

Base:
Q10.2/Q56/Q23

Landlords

44%

Property Managers

39%

21%

3%

6%

0%

58%

79%

Total sample Tenants (n=1,836); Landlords (n=250); Property Managers (n=52)
Which of the following statements do you agree with most?
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Tenants
Tenants are more likely to report that rental laws adequately balance the rights and responsibilities of
tenants and landlords if they are new to renting (63% of first time renters vs. 46% of those who have
rented previously). Longer-term renters who have been living in rental accommodation for seven or
more years are less likely to believe that the laws are adequately balanced (41%) and more likely to
report that the laws favour landlords (55%).
Those who have a disability or health condition are more likely to believe that rental laws favour
landlords (57%) and less likely to report that the laws are adequately balanced between both parties
(37%) as shown in Figure 6.
For tenants, perceptions of the balance of laws in Victoria do not vary based on income level.
Figure 6: Tenants - perceptions of the balance of laws in Victoria
First time renting

Rental laws in Victoria adequately balance
the rights and responsibilities of tenants and
landlords

50%

44%

Rental laws in Victoria favour the landlord

Rental laws in Victoria favour the tenant

6%

Time living in rental accommodation

Disability/health condition

Yes
(n=362)

No
(n=1,474)

1-2 years
(n=233)

3-6 years
(n=517)

7+ years
(n=728)

Yes
(n=118)

No
(n=1,667)

Prefer not
to say
(n=51)

63%

46%

57%

50%

41%

37%

51%

43%

29%

48%

31%

44%

55%

57%

43%

57

9%

6%

12%

6%

4%

6%

7%

0

Base: Total sample Tenants (n=1,836)
Q10.2 Which of the following statements do you agree with most?

Indicates result significantly higher than other subgroups
Indicates result significantly lower than other subgroups
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Tenants who believe rental laws favour landlords tend to have this perception because they feel
tenants lack security in their living arrangement (this could be because long-term rental agreements
are not commonly offered, or lease terms are misleading or confusing). Another common perception
underlying the belief that rental laws favour landlords is that landlords have more rights (tenants are
required to comply with the wishes of the landlord as the landlord owns the property) or that landlords
are favoured by VCAT in the event of a dispute.
"Landlords have all the benefits - tax benefits, someone paying their mortgage, no urgency to pay for repairs, they
can cancel the tenancy whenever they want with a flippant reason (e.g. 'family to move in', whether that is true or
not), they can increase rent, but the tenants just have to accept whatever they can get, with zero benefits and the
prospect of an eviction looming over even the best tenants all the time." - Tenant

Tenants who perceive that the rental laws favour tenants tend to believe this because tenants have
more rights or some abuse their rights. From comments given, it appears that some perceive that
once tenants have moved into a property, it is very difficult for landlords to remove them if they do
not adhere to the lease terms and it can be difficult for landlords to recoup costs (e.g. unpaid rent,
damages to the property).
“The grounds under which termination of a tenancy agreement can occur, including failure to pay rent, etc.,
favour the tenant. The fact that landlords/property managers have to go to VCAT for eviction despite clear breach
of terms is evidence of this." –Tenant

Figure 7: Tenants - reasons underlying perceptions of balance of rental laws
Reasons why tenants believe the laws favour the landlord
No security for the tenant/ no long term
agreements/ misleading terms

Reasons why tenants believe the laws favour the tenant

58%

Landlords have more right/ intimidated
the tenants with VCAT

Tenant have more rights/some abuse
their rights

40%

Landlords have financial control over
the bond

7%

Real estate agents neglect
responsibilities/ abuse position

6%

Past experience

Hear the stories in the media

Past experience

2%

Tenant have more rights/some abuse
their rights

1%

Hear the stories in the media

0%

Other

6%

Don't Know

6%

Real estate agents neglect
responsibilities/ abuse position

59%

7%

5%

3%

No security for the tenant/ no long term
agreements/ misleading terms

1%

Landlords have financial control over
the bond

1%

Other

Don’t know

20%

9%

Base: Tenants – believe laws favour the landlord (n=805); believe laws favour the tenant (n=118)
Q10.3 Why do you say that?
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Landlords
The most common reason why landlords believe that rental laws favour tenants is that it is difficult to
recover funds (such as rent or payment for damages) or force tenants to repay outstanding debts.
Just over one in four landlords believe that the laws favour tenants based on what they have
personally experienced or heard from others.
"Because you're not allowed to evict them for non-payment of rent for 3 months. If there are breakages in the
house, even though they're not paying rent, I have to pay for it. I have to sell property because they didn't pay
rent for 3 months." – Landlord

Other common reasons include lack of assistance from VCAT (or that the VCAT process takes too
long), difficulties in proving damage to the property (including the distinction between damages and
normal wear and tear), and inequality of notice periods (for periodic leases, landlords are required to
give 90 to 120 days’ notice to vacate depending on the circumstances, whereas tenants are only
required to give 30 days’ notice).
Figure 8: Landlords - reasons underlying perception that rental laws favour tenants
Reasons why landlords believe the laws favour the tenant
32%

Difficult to recover funds/ rent /tenants are not forced to pay
From what I/others have experienced

28%

No help from VCAT/tribunal/ takes too long

20%

Difficult for landlords to prove problematic tenants/ prove damage including wear and tear rule

19%
14%

Inequality of notice periods

13%

Difficult to remove a tenant/ process to evict/end a tenancy agreement
10%

Too much red tape/ other agreement terms make it difficult for landlords
VCAT/tribunal favours tenants

10%

Heard in media reports

8%

Difficult to recover money for bond/ takes too long/costs out weights the bond

8%

Notice period (90-120 days) is too long when the tenant is damaging the house or not paying
rent
May have to sell the property to recover costs from tenants

5%
4%

Tenants have all the rights
Laws seem to make sure landlord doesn’t have too much power
Other states have better / more equal/balanced laws
Other

3%
2%
1%
8%

Base: Landlords – believe rental laws favour the tenant (n=145)
Q57 Why do you say that?
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Property managers
Among property managers, the most common belief underlying the perception that rental laws favour
the tenant is that the VCAT process is unfair or biased towards helping tenants.
About one in five property managers are of the belief that the laws favour tenants based on their
experiences managing rental properties.
Lack of financial control (wherein landlords suffer costs that they are unable to recoup from tenants)
is another common reason why property managers believe the laws favour tenants.
Figure 9: Property managers - reasons underlying perception that rental laws favour tenants
Reasons why property managers believe the laws favour the tenant

41%

VCAT process is unfair

From our experience

22%

Landlords suffer from loss of rent/ cost of repairs/ tenants aren't forced
to pay

15%

VCAT/tribunal favours tenants

12%

Heard in media reports

10%

Other

10%

Base: Property managers – believe rental laws favour the tenant (n=32)
Q24 Why do you say that?

Property managers were also given the opportunity to provide general comments about the
residential tenancy laws in Victoria. Given the small number of property managers who provided
feedback, and the wide range of topics mentioned, these have not been formally coded into similar
themes.
Property managers provided a range of comments on the following topics:
► The need for legislation about pets and other animals at rental properties
► The need for greater clarity in the legislation about the difference between general wear and tear
and legitimate damage to the property
► The need for quicker scheduling of hearings at VCAT, particularly if the tenant is in arrears with
rent (as it currently stands, by the time the hearing takes place the property owner has generally
been without rental income for several weeks, often putting them in financial hardship)
► The need for greater protection for landlords particularly when disputes arise
► The need for a quicker, easier VCAT process generally (which is currently seen to be long and
complex, and not overly beneficial for landlords).
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Section 2:
Security of tenure
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Fixed term lease agreements
Most tenancies begin with a one year fixed term agreement (or lease), with 85% of tenants reporting
that the original lease term for their current rental property was 12 months.
The 12 month fixed-term lease is clearly preferred by landlords when new tenants move into their
property, with 79% indicating that they usually use a one year lease in this circumstance. Landlords in
metropolitan areas are even more likely to favour the 12 month fixed-term lease (86% compared to
67% of those in regional areas) as are those who use a property manager (90% compared to 73% of
those who self-manage their property).
Figure 10: Tenants and landlords – original lease term, and usual lease terms for new tenants
Landlords – usual lease term

Tenants – original lease term for current property

6 months

7%

6 months fixed-term

12 months

2 years

No fixed term (month-to-month)

Other

85%

4%

12 months fixed-term

More than 12 months fixed-term

1%

Month-to-month

3%

Do not have a usual lease term

Base: Total sample Tenants (n=1,836)
Q1.8 What was the length of the original lease for your current rental property?

10%

79%

2%

3%

Significantly higher for landlords in
metro areas 86% vs. regional 67%
Significantly higher for landlords
who use property managers 90%
compared to those who selfmanage properties 73%

6%

Significantly higher for
landlords in regional areas
14% vs. metro areas 2%

Base: Total Sample Landlords (n=250)
Q24. What is your usual lease term for a new tenant?
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Length of tenancy
The majority (86%) of landlords who participated in this study currently have tenants in their rental
property. The length of time that the current tenants have lived in the property varies widely, with
nearly equal proportions of new tenants (less than six months tenure; 19%), medium-term tenants (35 years tenure; 19%), and longer-term tenants (more than five years; 18%).
Figure 11: Landlords - current tenants’ tenure and lease term

86% of landlords currently have tenants in their rental property
Length of tenure – current tenants

Lease term – current tenants

19%

Less than 6 months

A 6 month fixed term lease

12 months

8%

18 months

9%

A 12 month fixed term lease

A fixed term lease (longer than 12 months)
2 years

Base:
Q11.
Base:
Q12.

46%

5%

15%

3-5 years

19%

More than 5 years

18%

Don’t know

9%

11%

6 to less than 12 months

Significantly higher for
landlords who use property
managers (65%)

A month to month arrangement

Other

1%

Total sample Landlords (n=250)
Do you currently have tenants in this property?
Landlords with tenants in property (n=211)
How long have the current tenants been renting this property?

35%

5%

Significantly higher for
landlords who do not use
property managers (43%)

Base: Landlords with tenants in property (n=211)
Q13. Are the current tenants on…?

One in five (21%) tenants would prefer to continue living in the property for longer than two more
years (usually 3-4 years, however this includes 10% who would like to remain indefinitely). One in
three are uncertain about how long they would like to continue living in their current rental property.
Tenants demonstrate a stronger preference for longer tenancies if they are longer-term renters (30%
prefer a tenancy longer than two years), concession card holders (30%), or have a disability or health
condition (32%). In contrast, tenants who speak a language other than English at home are less likely
to want a longer tenancy (12%). There were no differences according to income levels.
Figure 12: Tenants - preferred lease terms
6 months

13%

12 months

18%

2 years

14%
NETT MORE THAN 2 YEARS: 21%

3-4 years
5-7 years

8%

Significantly higher amongst:

Long term renters (7+ years) 30%

2%

HCC/Senior card holders 30%
8-10 years

0%

More than 10 years

1%

Indefinitely

Tenants with disability/health condition 32%
Significantly lower amongst:
Speak LOTE at home 12%
10%

Don't know

33%

Base: Total sample Tenants (n=1,836)
Q1.10 How much longer would you ideally like to continue living in that property?
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Upfront periodic (or month-to-month) agreements
A periodic or month-to-month agreement is one that rolls over each month and does not have a fixed
end date. Unlike during a fixed term agreement, during a month-to-month agreement, either the
tenant or landlord may terminate the tenancy by giving the required notice period. The Residential
Tenancies Act states that a month-to-month agreement is automatically created at the end of a fixed
term agreement if the fixed agreement is not terminated by either party, however there is no
requirement for an initial fixed term agreement.
One in six (17%) landlords have previously entered into an upfront month-to-month lease arrangement
with new tenants (i.e. no fixed-term lease).
Most landlords (75%) would not consider an upfront month-to-month lease arrangement for new
tenants (this includes 46% who definitely would not consider this type of lease).
Landlords who have previous experience with entering month-to-month lease arrangements upfront
(with no initial fixed term agreement) are more likely to consider them in the future (55% would
consider compared to 14% of those with no prior experience).
Figure 13: Landlords - experience with and consideration of upfront month-to-month leases
Experience with upfront month-to-month lease
arrangements (with new tenants)

Likelihood of considering upfront month-to-month lease
arrangement (with new tenants)

Definitely consider
Yes, have entered month-to-month
arrangement

No
experience

26%

3%

29%

11%

7%

17%
Probably consider

14%

Probably not consider

No, have not entered month-to-month
arrangement

Previous
experience

83%

29%

Definitely not consider

Unsure

Base: Total sample Landlords (n=250)
Q25. Have you ever entered into a tenancy arrangement with a new tenant that did not involve a fixed-term lease?
Q26. In the future, how likely would you be to consider entering a tenancy arrangement with a new tenant that did
not involve a fixed-term lease? Would you…?

46%

4%

Indicates result significantly higher than other subgroups
Indicates result significantly lower than other subgroups
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One in four (27%) landlords who would consider an upfront month-to-month agreement with a new
tenant report that they would consider it if it suited both parties. One in five are open to a month-tomonth agreement because it gives them the flexibility to ask the tenant to vacate the property when
required. A similar proportion (17%) are thinking of selling or renovating the property which means a
flexible month-to-month lease is appealing.
The most common reason why landlords would not consider an upfront month-to-month arrangement
with a new tenant is the lack of financial security in the event that the tenant moves out (31%). The
same proportion cite the hassle of re-tenanting frequently as a barrier to considering an upfront
month-to-month agreement. One in four landlords who would not consider an upfront month-to-month
lease are averse to the costs involved with re-tenanting the property when tenants leave.
Figure 14: Landlords - drivers and barriers to considering an upfront month-to-month agreement
with a new tenant
Reasons for considering upfront month-to-month lease
with new tenant
If it suited both parties

Reasons for not considering upfront month-to-month lease
with new tenant

27%

Flexibility to ask a tenant to leave when
required

20%

I am thinking about selling or renovating
the property

No financial security

31%

Too much hassle to re-tenant frequently

31%

17%

Has financial benefits

24%

Costs involved with re-tenanting

8%

To get a better/ more reliable tenant

14%

Opportunity to evaluate/assess the
tenant before committing to a longer
lease term

2%

Everyone knows where they
stand/Security for both parties

7%

I am/family members are thinking about
moving into the property

2%

Risk of property becoming run down if
tenants move in and out frequently

6%

I am thinking about using the property
for another purpose

2%

Tenants interested in this arrangement
might be problematic

Other

Unsure

Other

32%

Don’t Know

2%

Base: Landlords who would consider non-fixed lease term (n=59)
Q27. Can you tell me the reasons why you would offer a month to month lease to a new
tenant?

5%

15%

1%

Base: Landlords who would not consider non-fixed lease term (n=181)
Q28. Can you tell me the reasons why you would not offer a month to month lease to a
new tenant?
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Longer term lease agreements
Two in three landlords (65%) would consider a fixed-term lease of more than 12 months in length for a
new tenant. Landlords are more likely to consider this type of lease with an existing tenant who they
already have a relationship with (79%). One in seven (14%) definitely would not consider a longer term
lease with a new tenant and one in twelve (8%) would not consider this even with an existing tenant.
Figure 15: Landlords - consideration of longer term lease agreements
Existing tenant

New Tenant

36%

Definitely consider

45%

Definitely consider

Nett consider

Nett consider

65%

12%

Probably not consider

14%

Definitely not consider

34%

Probably consider

18%

Probably not consider

Unsure

79%

29%

Probably consider

8%

Definitely not consider

2%

Unsure

1%

Base: Total sample Landlords (n=250)
Q29. How likely would you be to consider an initial lease term of more than 12 months with a new tenant? Would you…?
Q31. How likely would you be to consider a lease term of more than 12 months when renewing a lease for an existing tenant? Would you…?

The biggest barrier to lease arrangements of longer than 12 months for landlords is the risk of
problematic tenants (35%). This is followed by the lack of existing relationship with the tenant (25%).
Other barriers are less common and include the need to test the relationship with the tenant before
committing (7%), potential need to sell the property (4%), and no opportunity to increase rent (2%).
Figure 16: Landlords - barriers to longer term lease agreements
35%

Risk of problematic tenants

Tenant is unknown to me/no experience with tenant

25%

Test landlord/tenant relationship

7%

May need/want to sell the property

4%

Harder/less opportunity to increase rent

May need/want to move into the property

Risk of property becoming run down

2%

1%

1%

Other

Don’t Know

23%

1%

Base: Landlords who would not consider lease term of more than 12 months (n=81)
Q30. Why wouldn’t you consider an initial lease term of more than 12 months?

© 2016 Ernst & Young. All Rights Reserved.
Liability limited by a scheme approved under Professional Standards Legislation
25463 & 25464 – Consumer Affairs Victoria – Review of Residential Tenancies Act 1997 Final Report – 17 May 2016 | 36

Landlords were asked whether they would consider a longer term lease agreement of five years in
duration in four specific circumstances. As shown in Figure 17, approximately one in two landlords
would not consider a five year lease agreement under each of the scenarios, however only one in nine
landlords (11%) reject the longer lease term across all scenarios.
One in two (51%) would consider a fixed five year lease if the tenant paid for additional property
expenses (such as maintenance, body corporate, or rates). A similar proportion (50%) would consider
this type of lease if eviction processes were in place that would allow them to evict a problematic
tenant before the end of the lease.
Slightly fewer than one in two (48%) landlords would consider a long-term lease if they had an existing
relationship with the tenant. Similarly, 46% would consider if the tenant has a good rental history (this
circumstance is least favourable of the four to landlords).
Figure 17: Landlords - consideration of longer term lease agreements in specific circumstances
Nett consider 51%
In addition to rent, the tenant agrees to pay for
property expenses such as property maintenance,
body corporate fees or rates

3%

12%

36%

49%

Nett consider 50%
Eviction processes could ensure that a problematic
2%
tenant could be evicted before the end of the lease

9%

39%

50%

Nett consider 48%

If you had experience with or knew the tenant 1%

19%

28%

52%

Nett consider 46%

If the tenant has a good rental history 2%

16%

28%

New tenant

54%

Existing tenant

Both

Would not consider

Base: Total Sample Landlords (n=250)
Q32. For each of these four situations, would you consider a fixed-term lease of five years if…?
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In property managers’ experience, lease terms of longer than 12 months are less common. One in two
(50%) property managers rarely see these types of leases with new or existing tenants. One in five
(19%) property managers frequently see landlords entering into longer lease terms with new tenants,
and 12% with existing tenants.
Upfront month-to-month agreements with new tenants are also uncommon according to property
managers. Two in three (65%) never see this type of arrangement, and a further 31% rarely see this.
Figure 18: Property managers - reported frequency of longer-term and flexible lease arrangements
Lease longer than 12 months
with new tenants

Frequently

50%

Never

15%

2%

12%

Occasionally

13%

Rarely

Don’t know

Frequently

19%

Occasionally

Lease longer than 12 months
with established tenants

31%

Rarely

Never

Don’t know

50%

6%

2%

Upfront month-to-month lease
arrangements

Frequently

2%

Occasionally

2%

Rarely

31%

Never

Don’t know

65%

0%

Base: Total Sample Property Managers (n=52)
Q4. In your experience managing rental properties, how often do property owners enter into a lease term longer than 12 months with new tenants?
Q7. And in your experience, how often do property owners enter into a lease term of longer than 12 months with existing or established tenants?
Q8. How often do property owners enter into periodic or month-to-month agreements with new tenants from the start, that is, with no initial fixed term agreement?
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Nearly one in three (29%) property managers would support a fixed lease of longer than 12 months for
a new tenant if the landlord requested it. A smaller proportion (10%) would support this type of lease
at the tenant’s request. About one in three (29%) would not consider this option with new tenants, the
main reasons being the risk of problematic tenants and potential change in the landlord’s situation.
Figure 19: Property managers - drivers and barriers to supporting longer-term fixed lease with new
tenants
Reasons for supporting lease term of more than 12 months

29%

If the landlord requested it

10%

If tenants requested it

21%

If tenants had good rental history

If you thought it would help to attract
long-term tenants

Risk of problematic tenants to manage

n=8

Landlords’ situations often change

n=4

Properties more likely to become run down and require more repairs

n=1

More flexibility for rent increases at the end of each 12 month lease

n=1

Other

n=7

Don’t know

n=1

4%

38%

Other

Would not consider

Reasons for not considering lease term of more than 12
months

29%

Base: Total Sample Property Managers (n=52)
Q5.
Under what circumstances would you support a lease term longer than 12 months
for new tenants?

Base: Property managers who would not support lease term of more than 12 months
(n=15)
Q6.
What are the reasons why you wouldn’t support a lease term of longer than 12
months for new tenants?
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Security of tenure
Just over one in two (55%) tenants believe that they definitely or probably will be able to stay in their
current property for as long as they wish (most think it is ‘probably likely’ – 45%). This does not vary
based on income level.
One in five (19%) tenants report that they think it is unlikely they will be able to stay in their current
rental property for as long as they wish (13% indicated that they probably will not, and 8% reported
that they definitely will not be able to stay as long as they wish). The most common reason why these
tenants believe it is unlikely they will be able to stay in their current property is that the landlord’s
situation may change (for example, the landlord may need to move back in or sell the property).
The cost of rent is also a common factor which may influence whether tenants can continue living in
their currently property, with 32% citing expensive rent and 30% pointing to rent increases as barriers
to staying in their current property (overall, 45% mentioned the cost of rent as a factor).
One in four (27%) tenants believe that their personal situation may change, which might mean they
can’t stay in their current property for as long as they wish. One in five (18%) believe that the property
will become rundown or not maintained to an appropriate standard and this will prevent them from
continuing to live in the property.
Low income tenants (those in the bottom two income quintiles) are more likely to report that their
household members or housemates may change, which will mean they are unable to stay in their
current property as long as they would like (14% vs. 6% overall).
Figure 20: Tenants - security of tenure and influencing factors
Reasons why tenants don’t think they will be able to
stay in current rental property
Landlord's situation may change
Definitely yes

39%

10%

Rent is too expensive

32%
NETT
45%

Probably yes

Rent increases

45%

30%

My personal situation may change
Probably no

27%

Property will become rundown/not maintained

13%

18%

Landlord will not commit to a long lease term
Definitely no

8%

Size of household likely to increase
Household members/housemates likely to change

Don't know

15%

11%

6%

24%

Other

Base: Total sample Tenants (n=1,843)
Q1.11 Do you think you will be able to continue living in your current rental property for
as long as you wish to?

16%

Base: Tenants who think they won’t be able to stay in current rental property for as long as
they want to (n=380)
Q1.12 Why do you think it is unlikely you will be able to stay in your current rental property for
as long as you wish to?
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Terminations and notice periods
Tenants
It is most common for tenants to initiate the termination of a tenancy, with 79% of those who have
previously moved out of a rental property reporting that they chose to move out of their last property
and only 21% indicating that the landlord asked them to move out.
The most common reasons why tenants initiate tenancy terminations relate to changes in their
personal circumstances (for example, they have purchased a property, moved interstate or overseas,
decided the property was no longer suitable for their circumstances, relocated due to job
requirements, separated or divorced) (22%). This is followed closely by the desire to live in a different
suburb or type of property (20%).
It is less common for tenants to choose to leave based on the actions of the landlord (these factors are
highlighted in yellow in Figure 21). Fewer than one in ten tenants (7%) have moved out owing to a rent
increase, 4% due to an issue with getting repairs or maintenance completed, 4% because of an issue
with the property condition, 3% because of an issue with the landlord, and 2% due to an issue with the
real estate agent or property manager.
Landlords tend to terminate tenancies if they are selling the property or moving back in to the
property (41% and 27% of tenants who have had a lease terminated by the landlord cited these
reasons, respectively). It is less common for properties to be renovated or demolished (this has been
experienced by 14% of tenants who have had a lease terminated by the landlord).
A small proportion (4%) of tenants report that they have been asked by the landlord to move out of
the property for no specified reason.
The proportion of tenants who have terminated the tenancy, the proportion who were asked to move
out by the landlord, and the reasons why either party terminated the tenancy do not vary based on
income level.
Figure 21: Tenants - terminating parties and reasons for lease terminations

79% of tenants chose to move out of their last

21% of tenants were asked to move out of their last

rental property

rental property by their landlord

Reasons why tenants moved out of their last rental
property

Reasons why tenants were asked to move out of their
last rental property

Personal reasons/circumstances

22%

To live in a different suburb or type of
property
Size of household has changed

7%

Rent increase

7%

Issue with housemates
Issue with getting
repairs/maintenance completed
Issue with the condition of property
after moving in

4%

14%

Property being renovated/demolished

5%
4%

27%

Landlord moving into the property

►

Purchased a property

►

Moved
interstate/overseas

Issue with the landlord

3%

►

Property not suitable

Issue with the local area

2%

►

Job relocation

Issue with neighbours

2%

►

Divorce/separation

Issue with the real estate agent/
property manager

2%

Other

41%

Landlord selling the property

20%

4%

No specified reason

4%

Property to be used for another purpose

Other

24%

Base: Tenants who have been through end of tenancy (n=1,475)
Q2.4 Did you decide to move out of your last rental property or was it the landlord’s
decision?

End of fixed term lease

2%

8%

Q2.5 Which of the following best describes why you decided to move out of your last
rental property? (n=1,158)
Q2.6 What was the reason given by the landlord or real estate agent/property manager
when you were asked to vacate the property? (n=317)
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When landlords initiate a tenancy termination, the most frequently given notice period is 60 days (44%
of terminations have been requested with 60 days’ notice). Ninety days’ notice is the second most
common notice period (22%).
It is noted that the minimum notice period that a landlord must give a tenant when terminating a
tenancy for the reasons outlined in Table 3 is 60 days. Some tenants have reported that they received
a notice period that was shorter than the minimum requirement (30 days, 14 days, or immediate).
This could be due to reporting error on behalf of the tenant, the tenant may have reported the time
period in which they actually moved out of the property (rather than the notice period given), the
tenant could have been asked to leave the property for another reason for which a shorter notice
period is legally permitted (e.g. if the tenant has acted illegally), or it could be that the landlord or
property manager gave an incorrect notice period.
Three in four (74%) tenants indicated that the notice period was long enough for them to find another
property. This does not vary based on income level.
Table 3: Tenants - notice periods given by reasons for terminating tenancy, and reasonableness of
notice period
Total
(n=317)

Landlord selling the
property
(n=129)

Landlord moving into the
property
(n=85)

Property being
renovated/demolished
(n=45)

Other
(n=58)

Immediate

1%

1%

0%

0%

3%

14 days (2 weeks)

3%

1%

0%

4%

9%

30 days (1 month)

16%

12%

22%

16%

17%

60 days (2 months)

44%

52%

45%

49%

21%

90 days (3 months)

Notice period given by landlord

22%

29%

20%

18%

16%

120 days (4 months)

8%

4%

5%

7%

21%

Other

5%

2%

5%

7%

14%

Don't know

1%

1%

4%

0%

0%

Notice period long enough to find another rental property?
Yes

74%

81%

76%

62%

62%

No

26%

19%

24%

38%

38%

Base: Tenants who were asked to move out of last rental property by landlord (n=317)
Q2.7 What was the notice period given by the landlord?
Q2.8 Was the notice period long enough for you to find another rental property?

Indicates result significantly higher than other subgroups
Indicates result significantly lower than other subgroups

A 60 day notice period is deemed to be sufficient time by three in four tenants (76%). Ninety days’
notice is seen to be long enough time to find a new property by the vast majority of tenants (92%).
Figure 22: Tenants - notice periods long enough to find another property by length of notice period

Total
(n=317)

Immediate
(n=3*)

14 days
(2 weeks)
(n=8*)

30 days
(1 month)
(n=51)

60 days
(2 months)
(n=139)

90 days
(3 months)
(n=71)

120 days
(4 months)
(n=24)

Other
(n=17)

Don’t know
(n=4)

Notice period long enough to find another property
Yes

74%

0%

13%

49%

76%

92%

83%

76%

100%

No

26%

100%

87%

51%

24%

8%

17%

24%

0%

Base: Tenants who were asked to move out of last rental property by landlord (n=317)
Q2.7 What was the notice period given by the landlord?
Q2.8 Was the notice period long enough for you to find another rental property?

Indicates result significantly higher than other subgroups
Indicates result significantly lower than other subgroups
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Landlords
Among those landlords who have had other tenants in their rental property previously, the length of
time that those tenants stayed in the property varies widely. One in three (32%) landlords report that
the tenant resided for one year or less. Four in ten indicate that the tenants stayed for three or more
years.
Nearly three in four (72%) landlords report that the previous tenancy was ended by the tenant (similar
to 79% of tenants who report that they initiated the end of the tenancy).
One in four (26%) landlords ended the previous tenancy. The most common reason for this was that
the tenants were in arrears with the rent (29%). One in six (16%) landlords ended the tenancy so that
they could sell the property, and one in nine (11%) evicted the tenants for reasons other than rent
arrears.
Figure 23: Landlords - experiences with previous tenancies
Length of tenure – previous tenants
Less than 6 months

8%

6 to less than 12 months

7%

12 months

18 months

How previous tenancy was ended

Tenant evicted for rent
arrears
72%

Ended by tenant

11%

18%

3-5 years

No specified reason
Property was to be used
for another purpose

28%

12%

Don’t know

2%

You and/or family member
were moving into property
Other

2%

Base: Landlords with previous tenants in property (n=214)
Q14. Thinking about your previous tenants, how long did
they rent this property?

9%

26%

Ended by landlord

Don’t know

16%

Property was to be sold

Property was to be
renovated/demolished

7%

More than 5 years

29%

Tenant evicted for other
reasons

17%

2 years

Reason for landlord ending tenancy

5%

4%

2%

24%

Base: Landlords with previous tenants in property (n=213) Base: Landlords with previous tenants in property (n=55)
Q15. Was the previous tenancy ended by the tenants or by Q16. What was the reason you provided to tenants for
ending the tenancy?
you?
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Notice to vacate for ‘no specified reason’
Tenants
Four percent of tenants report that they have received a notice to vacate from their landlord with ‘no
specified reason’ clause used on the notice. This does not vary by income level.
One in three tenants (32%) indicate that the landlord provided 90 days’ notice, which is the required
notice period under the Residential Tenancies Act for the end of a fixed term agreement. One in four
tenants indicate that the landlord provided 120 days’ notice, which is required during a periodic or
month-month-to-month agreement. The ‘other’ notice periods given vary widely, including 21 days,
one month, six weeks, three months, and longer terms up to one year.
Tenants were asked to provide their opinion as to why they were asked to vacate the property, despite
the landlord not providing them with a reason. The reasons vary and include:
► Challenges posed by share houses with multiple tenants
► Landlord selling or demolishing the property
► Too many maintenance requests
► Rent in arrears
► Tenants issuing complaints about property manager/landlord conduct
Figure 24: Tenants – experiences receiving “no specified reason” clause on notice to vacate

4% of tenants have been asked to leave a property by a

Reasons why tenants think they were asked to leave

landlord using the ‘no specified reason’ clause on the notice to
vacate

Too many changes of tenants (has been 5 in the last six months).
They stated that tenancy changes at our share house were
inconvenient and caused too much paperwork.

Notice period given by landlords
90 days (3 months)

To increase the rent significantly.
It transpired the landlord was selling the property, but this was not
stated on the notice to vacate.

32%

The house was going to be demolished but it was not stated in the
notification.
Real estate agent didn't like us. Also made it hard for us to find a new
property.

120 days (4 months)

23%

Landlord and agents did a property inspection without notice. When I
complained we received a 120 day notice with no reason.
The landlord was coming to the house unannounced, in the guise of
doing ‘repairs’ but was actually doing unauthorised inspections.

Other

Don't know

Landlord did not want pets after we had moved in even though we had
told them we had pets. Landlord also did not want to fix all issues with
the property.

43%

There were too many maintenance applications for work to be done on
the property.

1%

We have been behind in rent previously and I think that contributed to
the reason.

Base: Tenants who have been through end of tenancy (n=1,475)
Q2.6/Q2.11 – no specified clause used by landlords

Q2.7/Q2.12 What was the notice period given by the landlord? (n=74)
Q2.10/Q2.13 In your opinion, why do you think you were asked to vacate the property?
(n=74)
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Landlords
One in 11 (9%) landlords have previously ended a tenancy using the ‘no specified reason’ clause. The
most common reasons for choosing this option to end a tenancy are due to the tenants’ problematic
behaviour (35%) followed by the tenants causing damage to the property (22%). One in six (17%)
landlords who have used the ‘no specified reason’ clause did so because tenants frequently paid rent
late. The ‘other’ reasons for using this clause generally relate to the tenants behaviour (such as
playing noisy music, clashing with neighbours, having pets without permission, etc).
If the ‘no specified reason’ clause was not available as an option to landlords, 13% would have
specified another reason on the notice to vacate and 9% would have tried to negotiate with the
tenants to leave. The ‘other’ actions that they would have taken include waiting until the lease
expired, requesting an eviction, going to VCAT, and increasing the rent.
Figure 25: Landlords - usage of ‘no specified reason’ on notice to vacate

9% of landlords have ended a tenancy using the ‘no specified reason’ clause
Likely action if ‘no specified reason’ clause
not an option

Circumstances when using the clause

35%

Tenants behaviour was problematic

Try to encourage or negotiate with
tenants to leave

17%

Relationship with tenant became
problematic

9%

There was a dispute with the tenant

9%

Other

13%

22%

Tenants caused damage to the property

Tenants frequently paid rent late

Specified another reason permitted
in the legislation

9%

57%

Other

Don’t know

61%

Base: Landlords who have used the ‘no specified reason’ clause (n=23)
Q17/20. What were the circumstances that led you to end the tenancy with ‘no specified
reason’?

22%

Base: Landlords who have used the ‘no specified reason’ clause (n=23)
Q18/21. If you did not have the option to give notice for ‘no specified reason’, what would
you have done in this situation?
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Six in ten (58%) landlords believe that the required notice period of 90 days when issuing a notice to
vacate for ‘no specified reason’ is reasonable if the tenant is on a fixed term lease of six months or
more. Four in ten (38%) believe that the required notice period should be less than 90 days in this
instance.
The required notice period that applies to a month-to-month agreement is less acceptable to
landlords. Two in three (66%) believe the notice period should be shorter than the current requirement
of 120 days. Only one in three (32%) believe that the required notice period is reasonable and none
believe it should be longer than 120 days.
Figure 26: Landlords - reasonableness of required notice periods when issuing notice to vacate for
‘no specified reason’
Notice period when using ‘no specified reason’ clause
for fixed term leases of 6 months or more

58%

90 days is reasonable

90 days not reasonable, it
should be shorter
(less than 90 days)

90 days is not reasonable, it
should be longer
(more than 90 days)

Don’t know

Notice period when using ‘no specified reason’ clause
for month-to-month lease arrangements

38%

1%

32%

120 days is reasonable

120 days not reasonable, it should
be shorter
(less than 120 days)

120 days is not reasonable, it
should be longer
(more than 120 days)

Don’t know

3%

66%

0%

2%

Base: Total sample Landlords (n=250)
Q22. Currently the residential tenancy laws require landlords to give tenants a minimum of 90 days (3 months) notice before the end of the lease if they want to end a fixed term lease of 6
months or more with no specified reason provided to the tenant. In your opinion, is this timeframe reasonable?
Q23. Currently the residential tenancy laws require landlords to give tenants a minimum of 120 days (4 months) notice if they want to end a month-to-month arrangement with no specified
reason provided to the tenant. In your opinion, is this timeframe reasonable?
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Property managers
From the perspective of property managers, the usage of the ‘no specified reason’ clause at the
request of the landlord is quite infrequent. Nearly one in two (44%) property managers report that it is
used rarely and a further 15% report that it is never used.
When landlords do request that property managers use this clause on the notice to vacate, the most
common circumstances are that the tenant often pays rent late (46%), the relationship between
landlord and tenant has become problematic (29%), the tenant’s behaviour is problematic (25%), or
the tenant is damaging the property (17%).
Figure 27: Property managers - experiences with the ‘no specified reason’ on the notice to vacate
Frequency of property owners using ‘no specified
reason’ clause

46%

Tenants frequently pay rent late

8%

Frequently

Circumstances when property managers use the ‘no
specified reason’ clause

Relationship with tenant has
become problematic

25%

Tenants behaviour problematic

31%

Occasionally

29%

Tenants causing damage to the
property
44%

Rarely

They want to take the property off
the rental market
There was a dispute with the tenant

15%

Never

Tenants making frequent requests
for maintenance and repairs
Other

Don’t know

17%
12%
6%
4%
25%

2%
Don't know

35%

Base: Total Sample Property managers (n=252)
Q14. When issuing a notice to vacate, one of the grounds available to property owners is for ‘no specified reason’. How often, at the request of property owners, do you issue notices to vacate
using the ‘no specified reason’ grounds? Does this happen…?
Q15. In your experience, what circumstances generally lead property owners to use the ‘no specified reason’ grounds on the notice to vacate?
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Rent increases
Tenants
About one in two (56%) tenants have ever received a rent increase for a property they were renting.
Tenants with a low income (in the bottom two ABS quintiles) are less likely to report that they have
ever received a rent increase (49%, compared to 56% overall).
Approximately one in two (53%) tenants who have received a rent increase indicated that their most
recent rent increase was a fair or reasonable amount. This does not vary by income level.
Four in ten (40%) reported that the rent increase was excessive or unreasonable. Of these, nearly one
in two (48%) agreed to pay the increased rent anyway. Nearly four in ten (37%) moved out of the
property and one in five (21%) asked the property manager to review the increase. Only 2% requested
a rent assessment from Consumer Affairs Victoria.
Figure 28: Tenants – proportion who have received a rent increase, reasonableness of increase
amount, and outcome of rent increase

56% of tenants have received a rent increase for any of the properties they have rented
Significantly higher amongst tenants aged 30-44 years (66%)
Significantly lower amongst couples with no children (49%) and tenants who speak LOTE at home (42%)

Was the last rent increase…?

Outcome of rent increase
Agreed to pay the increased rent

48%

53%

A fair or reasonable increase

37%

Moved out of the property

Don't know

Asked the real estate agent/property
manager/landlord to review

40%

An excessive or unreasonable increase

21%

Requested a rent assessment from
Consumer Affairs Victoria (CAV)

2%

Other

4%

8%

Base: Total sample Tenants (n=1,836)
Q4.1 Have you ever received a rent increase for any of the rental properties you have
lived in?

Q4.2 Thinking about the last rent increase you received, would you say the increase
was…? (n=1,024)
Q4.3 How did you respond to the rent increase? (n=485)
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Tenants most commonly report that landlords increase rents every year (61%). One in eight (13%)
increase rent every six months, and a smaller proportion increase rent every two years (9%).
This is in contrast to the frequency for rent increases which tenants believe is reasonable. More than
one in two (54%) tenants believe that rent should be increased no more than once every two years.
One in three (35%) believe that annual rent increases are reasonable. The frequency of rent increases
does not differ by income level, however the perception of a reasonable frequency for rent increases
does. Those who have a higher income (top ABS quintile) are more likely to believe that an annual
increase is reasonable (50%, compared to 35% overall) and less likely to believe that an increase every
two years is reasonable (44% compared to 54% overall).
One in four (27%) tenants believe that 60 days’ notice for a rent increase is sufficient (this is the
amount of time currently mandated by the Residential Tenancies Act). Nearly one in two (48%)
tenants report that they should receive 90 days’ notice in advance of a rent increase, and one in five
(21%) believe that more than 90 days’ notice should be provided. These perceptions do not vary by
income level.
Figure 29: Tenants - frequency of rent increases and reasonableness of increases and notice
periods
Frequency of landlords increasing rent

Every 6 months

No more than once in a 6
month period

13%

Every 12 months

61%

Reasonable period of notice for rent
increase

Reasonable frequency for rent
increases

2%

No more than once in a 12
month period

30 days

4%

35%

60 days

Every 2 years

9%

No more than once in a 2
year period

27%

54%

90 days
Other

Don't know

Other

5%

Don't know

12%

Base: Total sample Tenants (n=1,836)
Q4.4 In your experience, how often do landlords generally issue rent increases?

48%

7%

3%

Longer than 90 days

21%

Q4.5 What do you think is a reasonable frequency for rent increases?
Q4.6 What do you think is a reasonable period of notice for a rent increase?
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Landlords and property managers
One in four (23%) landlords report that they increase rent every 12 months. Four in ten (39%) increase
rent less often. One in five (19%) landlords wait until the start of a new tenancy agreement to increase
the rent.
In their experience, property managers report that their landlords increase rent more frequently. Two
in three (62%) property managers report that landlords increase rent every 12 months, and only 4%
report that landlords wait until the start of a new tenancy agreement to increase rent.
Figure 30: Landlords and property managers - frequency of rent increases
Landlords

Property Managers

19%

At the start of new tenancy agreements

Every 6 months

Only at the start of new tenancy agreements

4%

Every 6 months

4%

0%

23%

Every 12 months

62%

Every 12 months
39%

Less frequently than every 12 months

15%

Less frequently

Never

8%

Other

8%

Unsure

There is too much variation to generalise

Other

2%

Base: Total sample Landlords (n=250)
Q34. In general, how often do you increase the rent amount for the rental properties
you own?

6%

10%

Base: Total sample Property Managers (n=52)
Q11. Thinking in general about the properties you manage, how often do rent increases
occur?
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Both landlords and property managers reported market dynamics - rental prices or increases in the
local area – as the strongest driver for rent increases. This was cited by two in three (62%) property
managers and four in ten (38%) landlords.
Landlords are also commonly influenced by increases in their property costs (31%) or mortgagerelated costs (23%).
Property managers have greater visibility of the availability of properties and supply and demand, so
31% reported that the landlords whose properties they manage are influenced by this. One in four
(25%) property managers report that company procedures or directives influence their landlords to
increase rents (in this way, it is likely that they recommend a rent increase to the landlords whose
properties they manage).
Figure 31: Landlords and property managers – factors influencing rent increases
Landlords

Property Managers
38%

Rent prices/rent increases in the local area

31%

Increase in your property costs

Market conditions/ availability/ supply and
demand

31%
25%

Company procedure/directive

Increase in mortgage repayments/borrowing
costs/interest rates

23%

Consumer Price Index/Cost of living

15%

Spending on maintenance or repairs

14%

Depends on the tenant

14%

Haven't increased rent\ do not plan on
increasing rent

3%

Advice from property manager

2%

Routine increase

2%

Other

62%

Rent prices/rent increases in the local area

Request by property owner

12%

Review every 6/12 months

10%

Lease end

6%

Quality of the tenant

6%

To reflect increase in property management
costs

4%

Owner’s spending on maintenance or repairs

4%

Haven't done any rent increases

4%

To remove problematic tenants

2%

9%

Other

Base: Total sample Landlords (n=250)
Q33. What factors influence your decision to increase the rent amount?

6%

Base: Total sample Property Managers (n=52)
Q9.
In general, what factors usually drive rent reviews for the properties you manage?
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The greatest factor which influences the amount of the rent increase for both landlords and property
managers is market rates (rent prices for comparable prices in the area). One in two (52%) landlords
and three in four (75%) property managers cite this as a factor which influences the amount of the
increase.
Landlords are also commonly influenced by their property expenses (18%) and one in seven (15%)
indicate that they seek advice from their property manager when deciding how much to increase the
rent.
One in five (19%) property managers report that they refer to CPI when recommending a rent
increase. The same proportion report that they always recommend adding a standard amount each
time (such as a $5 or $10 per week increase).
Figure 32: Landlords and property managers – factors influencing amount of rent increase
Landlords

Property Managers

Research rent amounts at other comparable
properties in the area

52%

75%

18%

Property expenses

Refer to Consumer Price Index (CPI)

19%

Add a standard amount each time (i.e. $5 or
$10 per week increase)

19%

15%

Seek advice from property manager

15%

Refer to Consumer Price Index (CPI)

Add a standard amount each time

11%

What is reasonable for me and the tenant

10%

Other

Research rent amounts at other comparable
properties in the area

4%

Follow company procedure/directive

2%

Other

6%

Base: Total sample Landlords (n=250)
Q35. How do you decide by how much to increase the rent?

Follow property owner request

38%

Base: Total sample Property Managers (n=52)
Q10. If you are recommending a rent increase, how do you generally decide how much
the increase should be?
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Section 3:
Property conditions and standards
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Property condition
Rental property conditions are generally good, with two in three (68%) tenants describing their
property as in ‘excellent’ or ‘good’ condition when they moved in (including 39% ‘good’). Only 11% of
tenants describe their property condition as ‘poor’ or ‘very poor’ when they moved in. Low income
tenants (those in the bottom two income quintiles) are more likely to report that their property was in
‘poor’ condition when they moved in (11% compared to 7% overall) and less likely to report that it was
in ‘excellent’ condition (22% compared to 29% overall). Tenants from the highest income quintile are
most likely to indicate that their property was in ‘excellent’ condition (37% compared to 29% overall).
Property conditions are generally consistent across rental prices, with one exception. Rental
properties which cost $600 or more per week are more likely to be rated as ‘excellent’ condition by
their tenants than those which are priced at less than $300 per week (39% vs. 21%).
Figure 33: Tenants - rating of property condition by weekly rent amount
Total Weekly Rent

Excellent

29%

Good

39%

Fair

22%

Poor

Very poor

7%

4%

Less than $300
(n=262)

$300-$399
(n=668)

$400-$499
(n=397)

$500-$599
(n=227)

$600+
(n=276)

21%

25%

30%

32%

39%

44%

39%

39%

39%

33%

23%

24%

20%

20%

18%

9%

7%

8%

5%

7%

4%

4%

4%

4%

2%

Base: Total sample Tenants (n=1,836)
Q5.1 Overall, how would you rate the condition of your current rental property when you first moved in?

Indicates result significantly higher than other subgroups
Indicates result significantly lower than other subgroups
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Landlords similarly provide positive ratings of the condition of their rental properties. Three in four
(78%) report that both the exterior and interior of their property are in good condition. One in six
(16%) properties need work on either the interior or exterior while only a small minority of properties
(6%) require improvements for both the interior and exterior.
The exterior of a rental property is more likely to be older but in good condition (52%) than modern
but in good condition (34%).
The interior of rental properties is more evenly split between older but in good condition (42%) and
modern and in good condition (44%). This reflects the relative ease with which the interior of a
property can be renovated as compared to the exterior of the property.
Figure 34: Landlords - rating of property condition

78% of landlords report that both aspects of their rental property are in good condition
Exterior of property

Modern exterior in good condition

Modern exterior that needs work

Interior of property

Modern interior that needs work

0%

Older exterior in good condition

Older exterior that needs work

Modern interior in good condition

34%

2%

Older interior in good condition

52%

Older interior that needs work

14%

Base: Total sample Landlords (n=250)
Q9
Which of the following best describes the exterior of this property??

44%

Q10

42%

12%

Which of the following best describes the interior of this property??

Nearly all tenants are living in rental properties with functioning access to electricity, water, a toilet, a
shower, and laundry facilities (90% or more of tenants report that their property has these amenities
and that they are in good working condition). The following were observed of those properties which
do not have basic amenities:
►

Of the two properties that do not have access to a toilet, both are units/flats/apartments.

►

Of the 11 properties that do not have access to water, nine are units/flats/apartments and two
are houses.

►

Of the nine properties that do not have access to electricity, seven are units/flats/apartments
and two are houses.

►

Of the five properties that do not have access to a shower, two are units/flats/apartments, two
are houses, and one is a rooming house.

Most (80%+) tenants also have access to cooking facilities, locks on all external doors, and heating
that are in good working condition.
Telecommunications features such as TV antenna for free-to-air channels, landline telephone
connection, and internet connectivity that are in good working condition are present in about three in
four tenants’ rental properties.
© 2016 Ernst & Young. All Rights Reserved.
Liability limited by a scheme approved under Professional Standards Legislation
25463 & 25464 – Consumer Affairs Victoria – Review of Residential Tenancies Act 1997 Final Report – 17 May 2016 | 55

Air conditioning and outdoor security lighting in good working condition are featured in about two in
three (60%+) tenants’ properties.
Flyscreens on windows and facilities to connect pay TV are least common, with about one in two (49%)
tenants reporting that their property has these features in good working condition.
The features and amenities which are most likely to be present, but not in good working condition, are
flyscreens on windows (15% of tenants), locks on external doors (12%), heating (11%), TV antenna for
free-to-air channels (11%), and outdoor security lighting (11%).
Low income tenants (those in the bottom two income quintiles) are less likely to report that their
property has the following features:
►

Air conditioning (63% have this compared to 74% overall)

►

Facility to connect pay TV (47% have this compared to 54% overall).

Figure 35: Tenants - report of property features and amenities
Access to electricity

97%

2%

Access to water supply

96%

3%

Access to toilet

95%

5%

Access to shower

91%

Access to laundry taps or communal laundry facilities

91%

Access to cooking facilities (stove/oven)

8%
6%

89%

Locks on all external doors

10%

83%

Heating

12%

80%

TV antenna (to access free-to-air channels)

75%

Facility to connect landline telephone

75%

Facility to connect Internet

11%

8%

Outdoor security lighting

49%
Yes, in good working condition

15%
4%

5%
8%

4%

25%

11%

49%

Facility to connect Pay TV

12%

10%

63%

Flyscreens on windows

9%
9%

10%

65%

4%
7% 2%

11%

74%

Air conditioning

3%

23%

2%

36%
24%

Yes, but not in good working condition

23%
No

Don't know

Base: Total sample Tenants (n=1,836)
Q5.2 Does your current rental property have the following features and amenities?
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Three in four (76%) landlords report that all of their rental properties are insulated (in the roof and/or
floor) and two in three (66%) have water saving shower heads or taps installed.
About four in ten landlords indicate that all of their properties have draught proofing or weather
sealing on windows and exterior doors, energy efficient heating, or energy efficient hot water.
Energy efficient cooling is less common at 32% of landlords, and safety and accessibility equipment is
least common (23% of landlords have this installed at all properties but 65% do not have it installed at
any rental properties).
Figure 36: Landlords - report of property features and amenities
Insulation in the roof and/or floor

76%

Water saving shower head and/or taps

66%

Draught proofing or weather-sealing on windows and
exterior doors

9%

44%

Energy efficient heating

42%

Energy efficient hot water system

41%

Energy efficient cooling

Safety and accessibility equipment such as hand rails,
non-slip tiles, seamless floors, ramps

9%

12%

12%

32%

23%

15%

10%

Yes, in all properties

33%

33%

46%

65%
Yes, in at least one property

7%

20%

36%

14%

8%

Not in any properties

6%

8%

11%

14%

8%

1%
Don't know

Base: Total sample Landlords (n=250)
Q36 Does your current rental property have any of the following features?
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Tenants were asked to consider a scenario in which they could pay slightly higher rent for a property
with energy efficient features (insulation, draught proofing, heating, cooling) or choose a comparable
property without these extra features, at a lower rent amount. As shown in Figure 37, two in three
(64%) tenants would be willing to pay more for an energy efficient property. There were no differences
in property preference by income level.
Only 19% of tenants would choose the property with cheaper rent and no energy efficient features,
and the remaining 18% are unsure which they would choose.
Figure 37: Tenants - trade-off between price and energy efficiency
Tenants were asked to consider the following
scenario…
You look at two very similar properties – Property A and
Property B.
They both meet your search criteria in terms of size, features
and location.

Property A

64%

The rent amount for Property A is higher than Property B.

Property A has energy efficiency features (such as insulation,
draught proofing, energy efficient heating and cooling) and
water saving features (such as water saving shower head and
taps).

Significantly higher amongst:
Property B

19%

Males 67%
Couples with kids 72%
Tenants who speak LOTE at home 71%

Property B does not have any of the energy efficiency or
water saving features.
Unsure

18%

Which property would you most likely choose?

Base: Total sample Tenants (n=1,836)
Q5.3 Which property would you most likely choose?
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Repairs and maintenance
Nearly four in ten (37%) tenants have made a request for urgent repairs or maintenance in their
current rental property, increasing to 46% for couples with children in the household.
Tenants from the highest income quintile are more likely to have requested urgent repairs (47%
compared to 37% overall). Similarly, those who pay $600 or more per week in rent are more likely to
have requested urgent repairs (46% compared to 37% overall).
Tenants are twice as likely to have requested non-urgent repairs or maintenance (71%) than urgent
repairs. Tenants who pay less than $300 per week in rent are more likely to have requested nonurgent repairs (62% compared to 71% overall). There were no differences in requesting non-urgent
repairs by income level.
More than one in four (28%) tenants have requested both urgent and non-urgent repairs and
maintenance at their current property.
Figure 38: Tenants – proportion who have requested urgent / non-urgent repairs or maintenance

Significantly higher amongst:

Requested urgent repairs/maintenance

37%

Couples with kids 46%
Significantly lower amongst:
One person households 31%

Significantly higher amongst:
Couples with kids 78%
Females 73% (vs. 68% for males)

Requested non-urgent repairs/maintenance

71%

30-44 year olds 75%
Significantly lower amongst:
Tenants who speak LOTE at home 65%
One person households 62%

Significantly higher amongst:

Both

28%

Couples with kids 35%
30-44 year olds 32%
Single parents 36%
Significantly lower amongst:
One person households 19%

Base: Total sample Tenants (n=1,836)
Q6.1 In your current rental property, have you requested any urgent repairs?
Q6.4 Have you requested any non-urgent repairs or maintenance in your current rental property?
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About one in two tenants who have requested urgent repairs or maintenance report that the issue was
fixed promptly to an acceptable standard. A further one in four (27%) report that the issue was fixed
but it took a long time to resolve. A small proportion (5%) indicate that the urgent issue was fixed
quickly, but not to an acceptable standard.
For non-urgent issues, four in ten (40%) tenants report that it was fixed in a reasonable time to an
acceptable standard (only 7% fewer than for urgent requests). One in five (20%) indicate that the issue
was resolved to an acceptable standard but took a long time. Very few (3%) indicate that the nonurgent issue was fixed quickly, but not to an acceptable standard.
The average length of time taken to complete an urgent request is approximately two weeks (14.4
days). This extends to nearly one month for non-urgent requests (28.4 days).
Looking at income levels, there were no differences in the outcome of request for urgent or nonurgent repairs, nor in the amount of time taken to complete the requests.
Figure 39: Tenants - outcome of request for urgent / non-urgent repairs or maintenance
Urgent repairs/maintenance

Non-urgent repairs/maintenance

Fixed promptly to an acceptable
standard

47%

Fixed to an acceptable standard but
took a long time

Fixed in a reasonable time but not to an
acceptable standard

5%

Other

29%

Fixed to an acceptable standard but
took a long time

13%

Fixed promptly but not to an
acceptable standard

40%

Repair/maintenance not completed
or still in progress

27%

Repair/maintenance not completed or
still in progress

Don't know

Fixed in a reasonable time to an acceptable
standard

7%

20%

3%

7%

Other

1%

Don't know

Average time taken to complete work
14.4 days
Base: Tenants who made a request for repairs/maintenance: Urgent repairs/maintenance
Q6.6
(n=682); Non-urgent repairs/maintenance (n=1,032)
Q6.2 What was the outcome of your last request for an urgent repair?
Q6.7
Q6.3 Approximately how many days did it take for the repair or maintenance to be completed?

1%

Average time taken to complete work
28.4 days
Thinking about the last time you made a request for a non-urgent repair, what was
the outcome?
Approximately how many days did it take for the repair or maintenance to be
completed?
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Plumbing-related repairs and maintenance requests are most common, at 24% of tenants who have
made a request for repairs. Electrical or lighting issues are second most common at 13% of tenants
who have requested repairs, followed by repairs to an existing appliance at 12%. The types of repairs
or maintenance requests are consistent across income levels.
Repairs to existing appliances have the longest average time for the work to be completed (37.5
days). Plumbing-related repairs are fixed most quickly (20.1 days on average).
Figure 40: Tenants - nature of request for urgent / non-urgent repairs or maintenance
Average number of days
for work to be completed
24%

Plumbing
13%

Electrical or lighting

12%

Repair to existing appliance installed in property
9%

Repair to a fixture in the property

3%

Installation of telecommunications
Repair/replacement carpet or flooring

2%

Minor storm or flood damage

2%
2%

Windows/glazing

36.9

2%

Pest issues
Mould caused by a leak

32.4

3%

Fencing

Repair/maintenance in communal area

37.5

23.0

5%

Repair/replacement blinds or curtains

21.9

27.5

8%

Repair/replacement locks on doors

20.1

1%
1%
13%

Other

Base: Tenants who made a request for non-urgent repairs/maintenance (n=1,032)
Q6.5 Thinking about the last time you made a request for a non-urgent repair or maintenance, which of the following best describes the nature of the request?
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One in two (53%) tenants who have requested repairs or maintenance report that they experienced
difficulties in getting the repairs completed.
To resolve these issues, the most common action taken is speaking directly to the landlord or property
manager (61%). One in four (24%) tenants who have experienced difficulties took matters into their
own hands and undertook the repair independently. Less than one in ten tenants (8%) contacted a
third party such as Consumer Affairs Victoria, VCAT, or Tenants Union Victoria.
There were no differences in experiencing difficulties in getting repairs or maintenance completed,
nor the actions taken to resolve, by income levels.
Figure 41: Tenants - difficulties in getting repairs or maintenance completed and actions taken to
resolve

53% of tenants have experienced difficulties in getting either urgent or non-urgent repairs or maintenance completed
Significantly higher amongst females 56% (vs. 48% for males)
Significantly higher amongst long term renters (renting for 7+ years) 62%

Action to resolve the problem
Resolved directly with landlord or real estate agent/ property manager

61%

Undertook repair/maintenance independently

24%

Moved out of the property

12%

Did nothing

10%

Contacted Consumer Affairs Victoria (CAV)

8%

Contacted VCAT

8%

Contacted the Tenants Union Victoria (TUV)

8%

Contacted another organisation

1%

Contacted Legal Aid

1%

Other
Base: Tenants who have made a request for repairs or maintenance (n=1,456)
Q6.8 Have you ever experienced any difficulties in getting either urgent or non-urgent
repairs or maintenance completed?

10%
Q6.9 When you have experienced difficulties in getting repairs or maintenance completed,
which of the following have you done to resolve the situation?

As shown in the following figure, only 7% of landlords frequently receive maintenance requests, and a
further 37% occasionally receive them. Just under one in two (46%) landlords rarely or never receives
maintenance requests from their tenants.
Landlords are inclined to approve a maintenance request if it is deemed reasonable (44% of those who
have received a maintenance request), if they would like to encourage the tenants to stay (25%), or if
the request will maintain or improve the standard of the rental property (19%). The availability of
funds for the repair influences one in 12 landlords (8%).
The most common factor which would encourage a landlord to decline a maintenance request is that
they deem the request to be unreasonable (46%). The cost of repairs discourages 15% of landlords,
and one in ten (10%) would decline a request if the tenants were causing the damage to the property.
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Figure 42: Landlords - frequency of receiving maintenance requests and factors which influence
them to approve or decline maintenance requests

7% of landlords receive maintenance requests frequently, 37% occasionally, 46% rarely, and 10% never
Factors which influence decision to approve
It is a reasonable request

8%

I would want it done if I was living in
the property

15%

Tenants are causing damage to the
property

19%

I have the funds/money available

10%

It will not add value or improve the
standard of the property

3%

Timing/want to delay to a later time

3%

7%

Long-term tenant (has been/will be
around for a long time)

4%
1%

Other
Don’t know

Base:
Q37

The cost/investment required/my
financial situation/cant afford it

25%

Want to maintain or improve standard
of property

46%

It is not a reasonable request

44%

Good tenant – want to encourage them
to stay

Help attract new tenants in the future

Factors which influence decision to decline

Tenants make frequent requests

2%

Tenants are problematic and
need/want them to leave

2%

Other
28%

Would not decline

3%

Don't know

Total sample Landlords (n=250)
How often do you receive requests for repairs and maintenance for this property? Would you say you
receive requests…?

5%

Base:
Q38
Q39

23%
7%

Total sample Landlords (n=250)
What factors influence your decision to approve a non-urgent repair or maintenance requested by
tenants? By non-urgent repairs we mean repairs to existing appliances, services or fixtures,
replacement of carpets or blinds, dealing with pests, installation of telecommunication lines etc.
What factors would influence you to decline a non-urgent repair or maintenance requested by tenants?

Property Managers
Just over four in ten (44%) property managers believe that changes need to be made to the
Residential Tenancies Act in relation to repairs and maintenance (54% do not believe that changes
need to be made, and the remaining 2% don’t know).
Property managers who do believe that changes need to be made to the Act were asked to specify
which changes need to be made. Their comments included the following topics:
► Greater clarity about what constitutes an urgent vs. non-urgent repair, and the circumstances in
which this might differ (for example, if the property has two toilets and one of them needs
repairing, is that considered urgent?)
► Mandated timeframes in which urgent and non-urgent repairs need to be resolved
► Specification of which party is responsible for repairs of internet and telephone connections
► Increasing the maximum amount of money that property managers or tenants can authorise to be
spent on urgent repairs if the owner does not respond to a request (currently $1800). A higher
limit is requested as the cost of most repairs and labour has increased since the Act was written.
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Section 4:
Rights and responsibilities of landlords and
tenants
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Privacy and open for inspections
One in four (27%) tenants have been living in a rental property that was sold during their tenancy.
Longer-term renters who have lived in rental accommodation for seven or more years are more likely
to have had the experience of their rental property being sold during their tenancy (44%).
Nearly one in four (23%) tenants who have been living in a rental property that was sold continued to
live in the property after the sale.
On average, tenants experienced nearly nine sales-related inspections during the sales campaign and
these inspections took place once or twice per week on average. One in five (18%) tenants reported
that inspections were conducted more than twice per week.
Looking at varying income levels, there were no differences in the proportion or tenants who lived in a
property that was being sold during the tenancy, the number or frequency of open for inspections
held, nor the proportion who remained in the property after it was sold.
Figure 43: Tenants - experiences in rental properties that are for sale

27% of tenants have been a tenant in a property
that was being sold during the tenancy

23% of tenants who lived in a property while it was

(44% of those renting for 7+ years)

being sold remained in the property after the sale

Number of open for inspections held

Frequency of open for inspections

12%

1 or 2

More than twice a week

3 or 4

18%

21%

Twice a week

5 or 6

8.8
inspections on
average

Once a week
7 or 8

33%

10%

9 or 10

Once a fortnight

15%

11 to 15

11%

16 to 20

5%

More than 20

5%

Less frequently

Don’t know

Base:
Q7.1
Base:
Q7.2

30%

22%

Total sample Tenants (n=1,836)
Have you ever been a tenant in a property that was being sold during your tenancy?
Tenants who have lived in a property that was being sold during tenancy (n=497)
Thinking about the last time this happened, approximately how many inspections and sales-related
visits were held at the property?

Base:
Q7.8
Q7.3

4%

8%

7%

Tenants who have lived in a property that was being sold during tenancy (n=497)
Did you remain a tenant in the property after it was sold?
How often were the inspections scheduled?
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Overall, one in two (52%) tenants indicated that the frequency of sales-related inspections was
reasonable, however this varies considerably based on how often inspections took place.
Once per week is the point at which the majority of tenants believe the frequency of inspections is
reasonable (62%). More frequent inspections are not considered reasonable by most tenants.
Figure 44: Tenants - reasonableness of open for inspections
Frequency of open for inspections

Yes

No

52%

48%

More than twice a
week
(n=89)

Twice a week
(n=149)

Once a week
(n=164)

Once a fortnight
(n=20*)

Less frequently
(n=41)

Don’t know
(n=34)

18%

42%

62%

65%

83%

82%

82%

58%

38%

35%

17%

18%

Base: Tenants who have lived in a property that was being sold during tenancy (n=497)
Q7.4 In your opinion, was the number and frequency of inspections reasonable?

Indicates result significantly higher than other subgroups
Indicates result significantly lower than other subgroups
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Tenants and landlords have different perceptions of the number of inspections per week that would be
considered reasonable if a property is occupied during a sales campaign. Two in three tenants believe
that a maximum of one inspection per week is reasonable. Only four in ten landlords agree with this.
Landlords tend to prefer more frequent inspections than tenants. Nearly four in ten (37%) landlords
believes that up to two inspections per week is reasonable (but only 11% of tenants agree with this).
The frequency at which there is maximum agreement from both parties is one inspection per week.
Figure 45: Tenants and landlords - preferences for number of inspections per week
Landlords

Tenants

No more than 1 inspection per week

68%

No more than 2 inspections per week

No more than 3 inspections per week

Don’t know

40%

No more than 2 inspections per week

11%

No more than 3 inspections per week

0%

Other

No more than 1 inspection per week

18%

37%

8%

Other

2%

Don’t know

Base: Tenants who have lived in a property that was being sold during tenancy (n=497)
Q7.5a How many inspections per week do you think would be reasonable?

11%

5%

Base: Total sample Landlords (n=250)
Q45 Considering your needs and the tenants needs, how many times per week do you
think would be reasonable to hold inspections during a sales campaign while
tenants occupy the property?
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Tenants and landlords have more agreement when it comes to the number of weeks that inspections
are held. There is the greatest level of agreement from both parties that inspections should continue
for no more than four weeks (43% of tenants, 32% of landlords).
Tenants tend to favour a shorter amount of time for sales campaigns, whereas landlords tend to
prefer a greater time period.
Figure 46: Tenants and landlords - preferences for number of weeks of inspections
Landlords

Tenants
No more than 1 week

No more than 1 week

5%

3%

No more than 2 weeks

No more than 2 weeks

14%

No more than 3 weeks

14%

5%

No more than 3 weeks

8%

No more than 4 weeks
No more than 4 weeks
No more than 5 weeks
No more than 6 weeks

No more than 7 weeks

43%

No more than 5 weeks

Don’t know

1%

No more than 6 weeks

3%

No more than 7 weeks

6%

14%
2%
10%

Until it is sold
3%

Would not sell with tenant in property
Other

32%

8%

Other

5%

Don’t know

Base: Tenants who have lived in a property that was being sold during tenancy (n=497)
Q7.5b And for how many weeks do you think it is reasonable to hold inspections?

1%
14%
10%

Base: Total sample Landlords (n=250)
Q46 And for how many weeks do you think it is reasonable to hold inspections during a
sales campaign while tenants occupy the property? Again, considering your needs
and the tenants’ needs
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One in seven (15%) landlords have sold a rental property while it was occupied by tenants. Those
landlords were almost evenly divided between those who did (46%) and did not (51%) offer some form
of compensation (such as a reduction in rent) to their tenants.
Figure 47: Landlords - experiences selling rental properties whilst occupied
Offered compensation to tenants

Yes
Yes

46%

15%

No

No

51%

85%

Unsure

Base: Total sample Landlords (n=250)
Q43 Have you ever sold a rental property that was occupied with tenants during the
sales campaign?

3%

Base: Landlords who have sold a property while occupied with tenants (n=37)
Q44 Were the tenants offered any form of compensation, such as a reduction in rent, during
the sale of the property?

The vast majority (96%) of property managers have managed a rental property that was being sold
whilst occupied with tenants. Most of these property managers identified at least one of the issues
from a list of possible issues that can arise during the sale (only 8% indicated that no issues arise).
The most common issue which arises is negotiating access to the property for inspections and salesrelated visits (this includes access for property managers, sales agents, and property owners).
Property managers also commonly hear concerns from tenants about their privacy, receive
complaints from tenants, and receive requests for compensation from tenants.
Figure 48: Property managers - experiences with managing occupied rental properties for sale

96% of property managers have managed a rental property that was being sold while occupied with tenants
Issues experienced during the sale of the property
Negotiating with tenants to get access to the property for inspections and salesrelated visits

76%
66%

Dealing with tenants’ concerns about privacy
Dealing with complaints from tenants

64%

Managing requests from tenants for compensation

62%

Tenants wanting to end the lease

58%

Dealing with sales agents about access to the property for inspections and salesrelated visits
Managing requests from property owners to ensure a high standard of
presentation of the property for inspections and sales-related visits

56%
56%
54%

Sale of property taking longer than anticipated

Dealing with property owners about access to the property for inspections and
sales-related visits

36%
6%

Other

8%

None

Don’t know

Base:
Q18

0%

Total sample Property Managers (n=52)
Have you ever managed a rental property that was being sold while occupied with tenants?

Base:
Q19

Property Managers who have managed a property that was being sold while occupied (n=50)
As a property manager, do you experience issues with any of the following when a rental
property occupied with tenants is being sold?
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One in ten tenants who occupied a rental property whilst it was being sold were offered compensation
during the sale of the property. The vast majority (90%) were not offered compensation.
Of those who were not offered compensation and felt that the number of inspections held was
unreasonable, 83% report that they would have felt that the number of inspections was reasonable if
compensation (such as a reduction in rent) had been offered.
There were no differences according to income levels.
Figure 49: Tenants - experiences with compensation and impact on perceptions of number of
inspections
Offered compensation during the sale

Yes

No

Number of inspections would have been reasonable if
compensation offered

Yes

10%

No

90%

Base: Tenants who have lived in a property that was being sold during tenancy (n=497)
Q7.6 Were you offered any form of compensation during the sale of the property (i.e.
reduction in rent)?

83%

17%

Base: Tenants who lived in a property while it was being sold, had an unreasonable number of
inspections, and were not offered compensation during the sale (n=217)
Q7.7 Do you think the number of inspections and sales-related visits would have been
reasonable if some form of compensation was offered (such as a rent reduction)?
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Landlords are divided over whether it should be mandatory to offer some form of compensation to
tenants who occupy a property that is being sold (47% agree, 53% do not). Landlords who have
previously sold a rental property that was occupied are more in favour of mandatory compensation
(65% agree, compared to 44% of landlords who have not previously sold an occupied property).
Property managers are more supportive of mandatory compensation for tenants than landlords. Two
in three (62%) believe that it should be mandatory that tenants are compensated (compared to 47% of
landlords). However it is worth noting that the level of support for mandatory compensation is similar
between property managers and landlords who have previously sold a rental property that was
occupied during the sale.
Figure 50: Landlords and property managers - reactions to mandatory compensation for tenants
Property Managers

Landlords

Yes

No

47%

65% among those who
have previously sold a
rental property that was
occupied during sale

No

53%

Base: Total sample Landlords (n=250)
Q47 Do you think it would be reasonable for landlords to be required to provide tenants
some form of compensation, such as a reduction in rent, if they are renting a
property during a sales campaign?

62%

Yes

38%

Base: Total sample Property Managers (n=52)
Q20 Do you think it would be reasonable for landlords to be required to provide tenants
some form of compensation, such as a reduction in rent, if they are renting a
property during a sales campaign?
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Pets
One in four (24%) landlords report that they ‘always’ allow pets at their rental property. A further 38%
‘sometimes’ allow pets depending on the type of pet (for a total of 62% of landlords who might allow a
pet at their rental property).
Landlords who are renting out a house (not an apartment or unit) are more likely to ‘always’ allow pets
at their property (31%).
Nearly four in ten (38%) landlords never allow pets at their rental property.
Among those landlords who do not ‘always’ allow pets, 16% would definitely allow pets and a further
25% might allow pets if they could charge an additional pet deposit. Almost two in three (59%) would
not allow pets even if they could charge a pet deposit.
When looking at all landlords, this means that 55% of all landlords either do currently always allow
pets such as dogs or cats, or would if they were permitted to charge an additional pet deposit.
Figure 51: Landlords - allowance of pets at rental property and influence of additional pet deposit
Allow pets at rental property

Yes, always

Yes, sometimes / depends
on type of pet

No

Would allow pets if could charge a pet deposit

31% among landlords
who are renting out a
house (not an
apartment or unit)

24%

Yes, definitely

Yes, maybe

38%

No

38%

Base: Total sample Landlords (n=250)
Q40 Do you allow pets such as dogs or cats at your rental property?

16%

25%

59%

Base: Landlords who do not “always” allow pets at their rental property (n=189)
Q41 If you could charge tenants an additional pet deposit, would you be more likely to
consider allowing pets such as dogs or cats at your rental property?
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Currently about one in three (31%) tenants have a pet at their rental property (this increases to 42% of
those who report having a disability).
Among those who have a pet, about one in two (49%) would definitely be willing to pay a pet deposit
and a further 24% might consider it. One in four (27%) are not willing to pay an additional pet deposit.
Across income levels, the proportion of tenants who currently have a pet at their rental property is
consistent, however the willingness to pay a pet deposit varies. Tenants with a higher income display a
greater willingness to pay a pet deposit (42% of those from the highest income quintile vs. 30% of
those from the two lowest income quintiles).
Figure 52: Tenants – proportion who currently have a pet and willingness to pay pet deposit

31% of tenants currently have a pet at their rental property
(42% of those with a disability have a pet)
Willingness to pay a pet deposit

Yes, definitely

Yes, maybe

No

No, not interested in having
a pet

Base:
Q8.1
Q8.2

33%

24%

21%

22%

Currently have a pet
(n=564)

Do not currently have a pet
(n=1,272)

49%

25%

24%

24%

27%

19%

0%

31%

Total sample Tenants (n=1,836)
Do you currently have a pet such as a dog or cat at your rental property?
Would you be willing to pay a deposit to have a pet such as a cat or dog at a rental property?

Indicates result significantly higher than other subgroups
Indicates result significantly lower than other subgroups
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The perception of a reasonable amount for a pet deposit varies between tenants and landlords.
Tenants are much more in favour of a smaller amount (53% prefer a maximum of one weeks’ rent, 29%
prefer no more than two weeks’ rent). In contrast, landlords favour a wider range of amounts and tend
to prefer larger deposits. Only 12% of landlords indicate that up to one weeks’ rent is sufficient, and
one in four would like up to four weeks’ rent as a pet deposit (25%).
Figure 53: Tenants and landlords - preferred amount of pet deposit
Tenants

Landlords

53%

No more than 1 week rent

No more than 2 weeks rent

No more than 3 weeks rent

No more than 4 weeks rent

Other

Don’t know

No more than 2 weeks rent

29%

No more than 3 weeks rent

2%

7%

1%

25%

Other

25%

5%

4%

Don’t know

Tenants who would be willing to pay a pet deposit (n=1,044)
What would be a reasonable deposit amount for a pet such as a dog or a cat?

26%

No more than 4 weeks rent

Base:
Base:
Q8.3

12%

No more than 1 week rent

Q42

12%

Landlords who would consider allowing pets at their rental property if they could
charge a pet deposit (n=77)
What would be a reasonable deposit amount for allowing a tenant to have a pet
such as a dog or a cat?
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Rental bidding
Tenants
About one in five (19%) tenants has offered a higher rental amount than the advertised price in order
to secure a rental property in Victoria. This practice is more common among longer-term renters (27%
of those who have been renting for 7 or more years have offered a rental bid). This practice is also
more common as the level of income increases. Those tenants in the highest income quintile are most
likely to have offered a rental bid (32%) followed by those in the middle income quintiles (21%). Those
in the lowest two income quintiles are least likely to have offered a rental bid (13%). Similarly, tenants
who are paying less weekly rent (under $300 per week) are least likely to have offered a rental bid (8%
compared to 19% overall).
Rental bidding appears to be successful about half of the time. Just over one in two (54%) tenants
report that their rental bid was successful and a further 39% report that it was not successful.
Tenants are most commonly self-motivated to offer a rental bid – 72% of those who have engaged in
rental bidding reported that it was their own decision to offer a higher rental amount than advertised.
One in four (23%) offered a rental bid at the suggestion of their real estate agent or landlord.
Figure 54: Tenants - usage of rental bidding, success of rental bids, and reasons for bidding
Incidence of rental bidding

Yes

19%

Success of rental bids

27% among longterm renters
(7+ years)

54%

Yes

39%

No

No

Reasons for rental bidding

My own decision in order
to have a better chance
of getting the property

72%

Requested or suggested
by real estate
agent/landlord

23%

81%

Don’t know

Base: Total sample Tenants (n=1,836)
Q3.1 Have you ever put in a bid to pay more than the advertised rent in order to
secure a rental property in Victoria? (This is often referred to as rental bidding)

7%

Other

5%

Q3.2 Was your final bid/offer successful?
Q3.3 Which of the following best describes why you chose to submit a rental bid?
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Property managers
Property managers were asked how often they observe rental bidding taking place, and how
successful the practice is. About one in seven (15%) property managers say that rental bidding takes
place frequently, and a further 48% report that it occurs occasionally.
In line with the feedback from tenants, the practice appears to be successful about half the time.
Nearly one in two (48%) property managers report that it works sometimes, and 8% indicate that it
works all of the time. Four in ten (42%) property managers suggest that rental bidding never succeeds
in helping tenants secure a rental property (very similar to the 39% of tenants who report that the
practice does not help them secure a property).
Figure 55: Property managers - occurrence of rental bidding and success of bidding
Frequency of rental bidding

Success of rental bidding

15%

Frequently

8%

Yes, always

48%

Occasionally

48%

Yes, sometimes
29%

Rarely

42%

No
Never

Don’t know

6%

Don’t know

2%

Base: Total sample Property Managers (n=52)
Q12 In your experience, how often do tenants offer a higher amount of rent than is
advertised or offer to pay more rent in advance? Would you say it happens….?

2%

Base: Total sample Property Managers (n=52)
Q13 In your opinion, does offering a higher amount of rent or offering to pay more rent in
advance help tenants secure rental properties?
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Section 5:
Dispute resolution
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Incidence of disputes between tenants and landlords
One in four (24%) tenants have been involved in a dispute with a landlord. Disputes are more common
among tenants with a concession card (30%), with a disability or health condition (37%), or single
parents with children at home (32%). The incidence of disputes does not vary according to tenant
income levels more broadly but does vary by rental amount. Those who are paying $600 or more per
week are most likely to have had a dispute with their landlord (30% vs. 24% overall).
A larger proportion (44%) of landlords have been involved in a dispute with a tenant. This includes 24%
who have initiated a dispute, 11% who have initiated a dispute as well as been involved in one initiated
by a tenant, and 10% who been involved in a dispute initiated by a tenant. Disputes are more common
among landlords from regional areas (55% have been involved in a dispute).
Figure 56: Tenants and landlords - involvement in disputes
Tenants

Landlords

Significantly higher amongst:
Have been involved in a
dispute with a landlord

Tenants with Pensioner or
Health Care Card 30%
24%

Have initiated a dispute with a tenant

Tenants with a disability or
health condition 37%
Single parents with children at
home 32%

Have initiated a dispute with a tenant
and been involved in a dispute initiated
by tenant

Have been involved in a dispute
initiated by tenant
Have not been involved in
a dispute with a landlord

24%

11%

Nett have been involved
in a dispute
44%
Significantly higher in
regional areas (55%)
compared to metro areas
(38%)

10%

76%

Have not been involved in any disputes
with tenants

Base: Total sample Tenants (n=1,836)
Q9.1. Have you ever personally been involved in a dispute with your landlord or real
estate agent/property manager?

56%

Base: Total sample Landlords (n=250)
Q48. Have you ever been involved in a dispute with a tenant that was initiated by the
tenant?
Q49. Have you ever been involved in a dispute with a tenant that you initiated?
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Just over one in two (57%) tenants who have been involved in a dispute indicated that the dispute was
initiated by them. Nearly four in ten (37%) reported that the dispute was initiated by the other party
(landlord, real estate agent, or property manager). Tenants from the lowest two income quintiles are
least likely to report that they initiated the dispute (43% compared to 57% overall).
Interestingly, the majority (68%) of landlords who have been involved in a dispute indicated that they
were the party who initiated the dispute. Only 32% reported that the tenant initiated the dispute.
Figure 57: Tenants and landlords – party that initiated dispute
Landlords

Tenants

Initiated by tenant

57%
68%

Initiated by landlord

Initiated by landlord, real estate
agent or property manager

37%

Initiated by tenant
Unsure

32%

6%

Base: Tenants involved in a dispute (n=434)
Q9.6 Thinking about the last occasion when you were involved in a dispute with a landlord
or real estate agent was the dispute initiated by you; or by the landlord or real
estate?

Base: Total sample Landlords (n=250)
Q50. Thinking about the last occasion when you were involved in a dispute with a tenant
was this dispute initiated by you or by the tenant?
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From the perspective of tenants, the most common areas of dispute are property repairs and
maintenance (62%), agent or landlord conduct (36%), and bond claims (33%). These areas are
consistent across income levels.
Landlords believe that the most common areas of dispute relate to rent payments (51%), property
damage (33%), and tenant conduct/behaviour (22%).
Figure 58: Tenants and landlords - areas of dispute
Landlords

Tenants
Property repairs and maintenance

Rent payment

62%

Agent/landlord conduct

36%

Bond claims
20%

Damage to the property caused by tenants

17%

Privacy issues

17%

Rent payments

33%

Tenant conduct/behaviour

33%

Rent increases

51%

Damage to the property/tenant contested
responsibility for damage to the property

14%

22%

Disagreement over bond return

6%

Unauthorised change of tenant(s) on the
lease

5%

Landlord relationship with tenant

4%

Tenant unhappy with quality of
repairs/maintenance undertaken

3%

8%

Tenant unhappy with timeliness of
completing requested repairs/maintenance

1%

Co-tenants/ Share house arrangements

7%

Declined a request for repairs/maintenance
as it was not reasonable/required

1%

Tenant conduct

5%

Utility bills

1%

Pets

Other

Other

13%

Base: Tenants involved in a dispute (n=434)
Q9.2 In your own experience, what would you consider to be the main areas of disputes
with landlords or real estate agents/property managers?

11%

Base: Landlords who have been in a dispute (n=111)
Q51C. What was this most recent dispute related to?
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Dispute resolution
Tenants who have been in a dispute very often speak to their real estate agent or landlord about the
dispute (82%). This is by far the most common action taken to resolve a dispute.
One in three (33%) tenants move out of the property in response to a dispute. A similar proportion
(32%) contact a government agency such as Consumer Affairs Victoria. One in four (25%) tenants
contacted the Tenants Union of Victoria when they had a dispute and one in five (20%) submitted an
application to VCAT in order to resolve the dispute.
For tenants, the actions taken in response to a dispute are consistent across income levels.
Landlords were asked how the dispute was resolved and the most common way was through a VCAT
order to remedy behaviour or compensate the other party (21%). A similar proportion of landlords
reported that the tenant moved out of the property of their own accord (19%), and 17% indicated that
they reached an agreement with the tenant. Fourteen percent of landlords reported that the tenant
was evicted by VCAT order.
Figure 59: Tenants and landlords - actions taken to resolve disputes
Tenants

Landlords

Discussed with agent / landlord

VCAT order to remedy behaviour or
compensate the other party

82%

Moved out of property on own accord

33%

Tenant moved out on their own accord

Contacted Consumer Affairs Victoria /
other government department

32%

Reached an agreement with the tenant

Contacted Tenants Union of Victoria

25%

Submitted application to VCAT

19%
17%
14%

Eviction of tenant by VCAT order

20%

Sought legal advice

21%

12%

Issue still unresolved
Tenancy terminated with a notice to
vacate

15%

9%

Agent/landlord submitted application to
VACT

11%

Tenant did not pursue the matter

3%

Contact Legal Aid / other community legal
organisation

10%

Police involved

3%

Landlord evicted tenant

2%

Moved out of property at agent /
landlord’s request

5%

Did nothing

2%

Through the courts

2%

Don’t know

1%

Assistance from a conciliation service
(CAV or other)

1%

Other

8%

Other

Base: Tenants involved in a dispute (n=434)
Q9.3 Which of the following actions have you taken when trying to resolve a dispute with
your landlord or real estate agent/property manager?

24%

Base: Landlords who have been in a dispute (n=111)
Q52. How was the dispute resolved?
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Three in four (78%) tenants indicated that they were able to resolve their dispute with the property
manager. A co-operative attitude from all parties is cited as the most important factor in resolving
disputes by nearly one in two tenants who have had a tenancy-related dispute resolved (47%). Quick
resolution of the problem is also important according to 24% of tenants who have had a tenancyrelated dispute resolved.
The outcome of disputes and factors which contribute to successful resolution do not vary across
income levels.
Figure 60: Tenants - outcome of disputes and factors which contribute to successful resolution
Resolution of disputes

Most important factor in resolving disputes

Co-operative attitude from
all parties
Yes

78%

No

47%

Having the problem
addressed quickly

22%

24%

Intervention from an
independent organisation

13%

Other

12%

Don't know

Base: Tenants who have been involved in disputes (n=433)
Q9.4 Have you been able to resolve dispute with landlords or real estate
agents/property managers, in general?

3%

Base: Tenants who have had tenancy disputes resolved (n=336)
Q9.5. Which of the following has been the most important factor in successfully
resolving a dispute with a landlord or real estate agent/property manager?

Six in ten (60%) landlords indicate that a less formal dispute resolution mechanism than VCAT would
‘definitely’ be helpful in resolving disputes between landlords and tenants and 24% believe it might be
helpful (total 84%). Nearly one in two (48%) property managers think a less formal resolution
mechanism would ‘definitely’ be helpful and a further 29% believe it might be helpful (a total of 77%).
Figure 61: Landlords and property managers - appeal of a less formal dispute resolution mechanism
than VCAT
Landlords

Yes, definitely

Yes, definitely

60%

Yes, maybe

48%

Yes, maybe

24%

No

Don't know

Property Managers

29%

No

16%

Don't know

0%

Base: Total sample Landlords (n=250)
Q53. Do you think a dispute resolution mechanism that is less formal than VCAT, such as
independent mediation would help to resolve disputes between landlords and
tenants?

19%

4%

Base: Total sample Property Managers (n=52)
Q21. Do you think a dispute resolution mechanism that is less formal than VCAT, such as
independent mediation would help to resolve disputes between landlords and
tenants?
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The most common reason why landlords indicated that a less formal dispute resolution mechanism
would not be helpful is that VCAT works fine as it is (33%). One in five (18%) are of the opinion that a
less formal resolution mechanism would not yield beneficial outcomes for them and 15% believe that it
would not be worth the hassle or the effort.
The same proportion (15%) tend to resolve disputes with tenants before they escalate and require
assistance from a third party.
Figure 62: Landlords - why a less formal dispute resolution mechanism than VCAT would not be
helpful
33%

VCAT works as it is
18%

It is pointless as nothing good will come out of it for me

Not worth the hassle or effort

15%

I can resolve it before it gets to that point

15%

Don’t know enough about the process

10%

Don’t have the time

5%

Don’t like confrontations

3%

Cost

3%

Other

13%

Base: Landlords who do not think mediation service will be useful (n=39)
Q54. Why don’t you think a dispute resolution mechanism such as independent mediation would be helpful?

Property managers were also asked why believed that a less formal dispute resolution mechanism
would not be helpful. The data has not been charted due to the small sample size of property
managers who indicated that a less formal resolution mechanism would not be helpful (n=10).
However overall, the comments made by property managers demonstrate that they tend to believe
that it would not be worth the hassle or effort, that it would cause delays in resolving disputes, or that
it is easy enough to go straight to VCAT for a possession order.
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Section 6:
Parks residents
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Overall satisfaction with rental experiences
Overall, two in three (68%) residents of moveable homes are satisfied with their experience as park
residents in Victoria, including 23% who are extremely satisfied. One in five (22%) residents of
moveable homes are dissatisfied with their experience, including 10% who are extremely dissatisfied.
Residents of caravan parks tend to be more satisfied overall than residents of moveable homes (81%
satisfied vs. 68%). Nearly one in two (48%) residents of caravan parks are extremely satisfied with
their experience. About one in nine (11%) residents of caravan parks are dissatisfied with their
experience, but none are extremely dissatisfied.
Figure 63: Parks residents – overall satisfaction with experience as a park resident
Moveable Homes

Moderately satisfied

17%

Neither satisfied nor dissatisfied

Extremely dissatisfied

Nett satisfied

Somewhat satisfied

68%

33%

Nett satisfied

0%

81%

7%

Neither satisfied nor dissatisfied

10%

Nett dissatisfied

5%

48%

Moderately satisfied

28%

Somewhat satisfied

Moderately dissatisfied

Extremely satisfied

23%

Extremely satisfied

Somewhat dissatisfied

Caravan Parks

22%

6%

Extremely dissatisfied

Base: Total sample Residents of Moveable Homes (n=78); Residents of Caravan Parks (n=27)
Q49/Q36. Overall, how satisfied or dissatisfied are you with your experience as a park resident in Victoria?

11%

7%

Moderately dissatisfied

10%

Nett dissatisfied

4%

Somewhat dissatisfied

0%

*Small sample size for caravan parks – results indicative only
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General feedback about rental experiences
Parks residents were asked to provide any general comments about their experiences in living in a
residential park in Victoria.
About one in two (56%) residents of moveable homes did not provide feedback. Among those who did,
the most common theme related to the cost of living in a moveable home including the fees, bills, and
increasing costs associated with this type of living (15%). Fourteen percent of residents of moveable
homes commented on poor management behaviour including lies, deception, and bullying.
One in 11 (9%) described the need for better legislation, regulation, or improved ways of resolving
disputes with park management. The same proportion mentioned that their park management need
better training or people skills.
Nearly two in three (59%) residents of caravan parks did not provide any general feedback about their
experiences. Those who did covered off a range of topics including the impact of changes to the
legislation (such as devaluing their site), concerns about the behaviour of management, the wider
societal benefits of living in a residential park, and problems with other residents of the park.
Figure 64: Parks residents – general feedback about rental experiences
Moveable Homes

Excessive fees / utility bills / only
interested in financial gain /
becoming unaffordable

59% did not make
any comment

14%

Need better legislation / regulate
/ better dispute avenues

9%

Management need better
qualifications / training / better
people skills

9%

Residents should have more
rights

Other

I brought my van as a permanent, now
due to the law changes I can only sell it
as an annual site which has devalued it
greatly.

15%

Management deception / lies /
bullying / deception

Happy / good experience / good
lifestyle

Caravan Parks

56% did not make
any comment

Park management only pay lip service and lie to the
residents concerns e.g. toilets and showers are not cleaned
with disinfectant swept but only mopped sometimes.
Ambulance Victoria very upset about street signs not being
there and no map in the park.
More park residential places should be offered because
not everyone can afford downsizing to a
home/unit/apartment with today's economic
environment. Park residency is great for community
(=safety) and economy (= good standard of living).

6%

3%

They let in too many people that haven't been
checked, and that's where all the trouble starts!
(Police, drugs, violence, theft, vandalism)…etc.
21%

Base: Total sample Residents of Moveable Homes (n=78); Residents of Caravan Parks (n=27)
Q51 / Q38. Are there any other comments you would like to make about your experience as a park resident in Victoria?

*Small sample size for caravan parks – results indicative only
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Balance of rights of rental laws
Residents of moveable homes and residents of caravan parks have different perspectives on the
balance of rental laws in Victoria.
Residents of moveable homes are more strongly of the opinion that the rental laws favour the park
manager (59% agree with this statement) while only one in three (33%) residents of caravan parks
agree with this.
Residents of caravan parks are more likely to believe that the rental laws favour the resident than
residents of moveable homes (19% compared to 5%).
A similar proportion of residents of moveable homes and residents of caravans believe that the rental
laws are adequately balanced between residents and park managers (35% and 37%, respectively).
Figure 65: Parks residents – perceptions of the balance of laws in Victoria
Moveable Homes

Rental laws in Victoria favour the
resident

Caravan Parks

Rental laws in Victoria favour the
resident

5%

Rental laws in Victoria favour the
park manager

59%

Rental laws in Victoria
adequately balance the rights
and responsibilities of residents
and parks managers

Not answered

35%

Rental laws in Victoria favour the
park manager

33%

Rental laws in Victoria
adequately balance the rights
and responsibilities of residents
and parks managers

Not answered

1%

Base: Total sample Residents of Moveable Homes (n=78)
Q50. Which of the following statements do you agree with most?

19%

37%

11%

Base: Total sample Residents of Caravan Parks (n=27)
Q37. Which of the following statements do you agree with most?
*Small sample size for caravan parks – results indicative only
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Reasons for living in park accommodation
Parks residents were asked the reasons why they chose to live in park accommodation over other
types of housing.
Cost/affordability was the overwhelming reason for moving into a residential park across both
residents of moveable homes (68%) and residents of caravan parks (81%). This was a particularly
strong driver for residents of caravan parks.
The second most common reason was location (45% of residents of moveable homes and 41% for
residents of caravan parks). The park community was the third most common reason for residents of
moveable homes (28%) while convenience was the third most common driver for residents of caravan
parks (26%).
Figure 66: Parks residents – reasons for living in park accommodation
Moveable Homes

Caravan Parks

Cost/affordability
Location

26%

Flexibility

Suits my current work arrangements

Base:
Q5.

22%

26%

Convenience

13%

Safety

41%

The park community

28%

Convenience

81%

Location

45%

The park community

Family and/or friends also live in park
accommodation

Cost/affordability

68%

Safety

7%

Flexibility

10%

Family and/or friends also live in park
accommodation

5%
1%

Suits my current work arrangements

Other types of accommodation not
available

1%

Other types of accommodation not
available

Other

1%

11%
7%
15%
4%

Other 0%

Total sample Residents of Moveable Homes (n=78); Residents of Caravan Parks (n=27)
Which of the following best describe why you chose to live in park accommodation over other types of housing?

*Small sample size for caravan parks – results indicative only
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Purchase of moveable homes
Three in four (76%) residents of moveable homes purchased their home from the park manager (e.g. it
was packaged with the site rental). One in eight (13%) purchased their home from an independent
retailer/supplier, and one in 12 (8%) purchased from the previous owner.
Of those who purchased their moveable home from the park manager, 20% were provided with an
independent valuation of the dwelling structure while the majority (75%) were not.
Of those who purchased their moveable home from the park manager and received an independent
valuation of the structure, the majority (75%) indicate that it was very important in deciding whether to
purchase the moveable home. Only 17% said that the valuation was not important to them.
Residents of moveable homes who purchased their property from the park manager were asked
whether park managers should be required by law to provide an independent valuation of the dwelling
structure and the vast majority (86%) agreed with this sentiment.
Figure 67: Residents of moveable homes – purchase of homes including independent valuations
Purchased home from
Park manager (e.g.
package with site
rental)

76%

Independent
retailer/supplier

Private seller
(previous owner)

Importance of independent
valuation

Independent valuations

Provided with an
independent valuation
of the dwelling
structure

20%

75%

Very important

13%

8%

I am renting a
moveable home

3%

No answer given

1%

Not provided with an
independent valuation
of the dwelling
structure

Don't know

Somewhat
important

75%

Not important

5%

8%

17%

86% of residents of movable homes think park managers should be required by law
to provide an independent valuation of the dwelling structure
Base: Total sample Residents of Moveable Homes (n=78)
Q32. Who did you purchase your moveable home from?

Base: Moveable home owners who bought from park manager (n=56)
Q33 Were you provided with an independent valuation of
the dwelling structure (not including site fees/charges, or the value of the land)?

Base: Moveable home owners who bought from a park manager (n=59)
Q35 In your opinion, when a park manager is selling a moveable home to a prospective resident, should they be required by law to provide an
independent valuation of the home structure (not including site fees/charges, or the value of the land)?

Base: Moveable home owners who bought from park
manager and were provided with an independent
valuation of the dwelling structure (n=12)
Q34. How important was the valuation in deciding
whether to purchase the moveable home?
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Site agreements
Two in three (67%) residents of moveable homes have a fixed term site agreement and the vast
majority (90%) of these residents have a fixed term site agreement of 10 years or more.
One in five (19%) residents of moveable homes with a fixed term site agreement have the option to
extend for further terms while four in ten (40%) do not have this option as part of their site agreement.
One in three (29%) were not aware whether their site agreement had the option to extend or not.
Figure 68: Residents of moveable homes – fixed term site agreements and option to extend

67% of moveable homes had a fixed term site

10% of residents of moveable homes with a fixed

agreement

term agreement negotiated length of the agreement

Less than 5 years

5-9 years

Base:
Base:
Q8

19%

No option to extend

0%

10 years or more

No answer given

Yes – option to extend

6%

40%

Don’t know

90%

No answer given

4%

Total sample Residents of Moveable Homes (n=78) | Q7 Do you have a fixed term site agreement?
Residents of Moveable Homes with a fixed term site agreement (n=52)
How long is the fixed term site agreement? | Q10 Did you negotiate the length of the fixed term site agreement? | Q11.

29%

12%

Does the site agreement include an option to extend for further term/s?

Of the residents of movable homes who have a fixed term site agreement, the vast majority (90%) are
satisfied with the length of their agreement. Only a small proportion (6%) would have preferred a
longer fixed term agreement.
Figure 69: Residents of moveable homes – satisfaction with length of fixed term site agreement
Satisfaction with length of fixed term site agreement

90%

Satisfied with length of current fixed term site agreement

Would have preferred a shorter fixed term site agreement

2%

6%

Would have preferred a longer fixed term site agreement

Would prefer a non-fixed term agreement (e.g. month-to-month)

No answer given

Base:
Q9.

0%

2%

Residents of Moveable Homes with a fixed term site agreement (n=52)
Are you satisfied with the length of your fixed term site agreement?
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One in three (30%) residents of caravan parks are aware of automatic tenancy rights (that is, that if a
resident starts living at a caravan park without a written agreement they automatically gain tenancy
rights after 60 days and are covered by the Residential Tenancies Act).
One in two (52%) residents of caravan parks believe that the 60 day waiting period is a reasonable
length of time for residents to live in a park before they automatically gain residency rights. One in five
(22%) believe that the time period should be shorter than 60 days, and one in seven (15%) believe it
should be longer than 60 days.
Figure 70: Residents of caravan parks – automatic tenancy rights
Appropriateness of 60 days tenancy before gaining
residency rights

Awareness of automatic residency rights

Yes, aware of automatic
residency rights

52%

Yes, 60 days is reasonable

30%

22%

No – it should be less than 60 days
No, not aware of automatic
residency rights

48%

No – it should be more than 60 days

Don’t know

15%

22%
Don’t know

Base: Total sample Residents of Caravan Homes (n=27)
Q32. If a park resident does not sign a written agreement when they start living at a park,
after 60 days they automatically gain residency rights and are covered by the
Residential Tenancy Act. Before today, were you aware of this?

11%

Base: Total sample Residents of Caravan Parks (n=27)
Q33. Do you think 60 days is a reasonable length of time for residents to live in a park
before they automatically gain residency rights?
*Small sample size for caravan parks – results indicative only

One in three (33%) residents of caravan parks have a written agreement with the park manager.
Currently, residents of caravan parks are required to give seven days’ notice to the park manager if
they wish to move out. About one in two (56%) believe that this notice period is about right, and one in
five (22%) believe that it is too short. The remaining 22% of residents are unsure about the adequacy
of the notice period.
Figure 71: Residents of caravan parks – written agreements and perceptions of notice periods

33% of residents of caravan parks have a written agreement with the park manager
About right

56%

Too short

Too long

Don’t know

Base:
Q7
Q30

22%

0%

22%

Total sample Residents of Caravan Parks (n=27)
Do you have a written agreement (such as a lease) with the park manager?
When a resident decides to move out of a park, they are required to give 7 days’ notice to the park manager. Do you think this
period of notice is…?

*Small sample size for caravan parks – results indicative only
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All residents of moveable homes (whether they currently have a fixed term site agreement or not) were
asked whether they believed that all new site agreements should contain a minimum fixed term. Two in
three (64%) agree with this, indicating that there is fairly strong support for a minimum fixed term for
new site agreements. Among those residents who believe there should be a minimum fixed term for all
new site agreements, the most common preferred length is 10 or more years (66%). There is a small
amount of support for other lease lengths.
For renewals of site agreements, just over one in two (56%) residents of moveable homes believe that
there should be a minimum fixed term when an existing resident renews their site agreement. Among
those, the majority (70%) believe the minimum term should be 10 years or more. There is a small
amount of support for other lease lengths.
For residents of caravan parks, just over one in two (56%) believe the tenancy laws should specify a
minimum length of lease offered to residents. Among those residents, the most commonly specified
lease term is 12 months (40%). There is substantial variation in the preferred minimum lease term
among residents of caravan parks who believe the law should specify a minimum length of lease.
Figure 72: Parks residents – minimum term for fixed term site agreements
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Base:
Q45.
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12%
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In your opinion, should a minimum fixed term apply to all new site
agreements?
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term agreement for new agreements (n=50)
How long should the minimum fixed term for a new site agreement be?
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Q34
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20%

Total sample Residents of Caravan Parks(n=27)
A lease or agreement with the park manager can be for a specified length of time
(for example, a 6 month lease). Do you think the law should specify the minimum
length of lease that park managers have to offer to residents?
Residents of Caravan Parks who believe law should specify minimum lease (n=15)
What do you think the minimum lease length should be?

*Small sample size for caravan parks – results indicative only
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Residents of moveable homes were asked to consider when it would be acceptable for a park manager
to deny a request to transfer a site agreement to a new tenant if the existing tenant wanted to leave
the park before the end of a fixed term agreement.
The most acceptable circumstance under which a park manager could deny a transfer request is if the
prospective residents are of a different age to other park residents (26%). Just under one in five
residents of moveable homes believe that it would be acceptable if the residents do not have good
references (18%), or if they have young children (17%).
One in seven indicate that it is up to the park manager’s discretion to refuse new residents under any
circumstances.
Figure 73: Residents of moveable homes – acceptable reasons for denying request to transfer site
agreement to new tenant
If prospective residents are not of a similar age
to other park residents

26%

If prospective residents do not have good
residential or rental references

18%

17%

If prospective residents have young children

It is reasonable for the park manager to use their
own discretion to decide

14%

It is not reasonable for the park manager to
refuse under any circumstances

6%

15%

Don’t know

Not answered

4%

Base: Total sample Residents of Moveable Homes (n=78)
Q47. If a resident wishes to transfer their site agreement to someone else (e.g. when the resident wants to move out of the park before the end of a fixed-term agreement), the law currently requires
the resident to get the consent of the park manager. In your opinion, which of the following situations would be reasonable grounds for the park manager to refuse the new residents?
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Parks residents were asked to evaluate required notice periods when a park manager wants a resident
to leave the park in various circumstances. For residents of moveable homes, three in four (72%)
believe that 14 days’ notice is about right if the site is being used for illegal purposes (and a further
19% believe the notice period should be shorter in this circumstance).
If there is no specified reason for asking the tenant to vacate, it is expected that the required notice
period should be much longer with more than one in two (59%) residents of moveable homes indicating
that one year’s notice is suitable and one in three (31%) indicating this notice period is too short.
Residents of moveable homes are divided over whether 14 days’ notice is sufficient if the site is being
sub-let without permission (49% agree that this is sufficient time, 45% believe this is too short).
Similarly, they are divided over whether 14 days’ notice is sufficient if the resident has not complied
with an order from VCAT (39% agree, 50% believe this is too short).
For residents of caravan parks, two in three (67%) believe that seven days’ notice is sufficient if the
resident has not complied with an order from VCAT (24% indicate that this is too short). If the site is
being used for illegal purposes, 59% of residents of caravan parks believe that seven days’ notice is
adequate (and 32% believe this is too long).
If the resident is in arrears with rent, one in two (55%) residents of caravan parks believe that seven
days’ notice is sufficient but 45% believe that this is too short. Similarly, residents of caravan parks are
split over whether six months’ notice is adequate if the park is being closed down (43% agree, 57%
indicate that this is not a sufficient amount of time).
Lastly, nearly two in three (59%) residents of caravan parks do not believe that four months’ notice is
sufficient if there is no specified reason for asking the resident to vacate; one in three (36%) report
that this notice period is sufficient.
Figure 74: Parks residents – perceptions of required notice periods
Moveable homes

14 days notice to leave if the
park manager believes the
site is being used for illegal
purposes
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manager believes the site is being used
for illegal purposes

10%
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39%
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24%
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Base: Residents of Moveable Homes who have an opinion (n=54-59)
Q48. In the following scenarios, is the required period of notice is about right, too short or
too long?

43%

57%

36%

59%

About right

Too short

Base: Residents of Caravan Parks who have an opinion (n=21-22)
Q31. In the following scenarios, is the required period of notice is about right, too short or
too long?
*Small sample size for caravan parks – results indicative only
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Bonds, condition reports, and repairs and maintenance
The vast majority (83%) of residents of moveable homes did not pay a bond when they first occupied
the site. One in eight (12%) did pay a bond upon moving in.
Figure 75: Residents of moveable homes – bond payments

Yes, paid a bond

12%

No, did not pay a bond

Base:
Q12.

83%

Don’t know

3%

No answer given

3%

Total sample Residents of Moveable Homes (n=78)
Did you pay a bond when you first occupied the site?

One in three (32%) of those in moveable homes received a condition report when they first occupied
the site while nearly two in three (59%) did not receive a condition report upon moving in.
Results among residents of caravan parks were quite similar with 30% reporting that they received a
condition report when they first moved in and 56% indicating that they did not.
Figure 76: Parks residents – receipt of condition report
Moveable Homes

No, did not receive condition
report

59%

Don’t know

30%

Yes, received condition report

32%

Yes, received condition report

No answer given

Caravan Parks

No, did not receive condition
report

56%

Don’t know

9%

No answer given

0%

Base: Total sample Residents of Moveable Homes (n=78)
Q13. Did you receive a condition report when you first occupied the site?

11%

4%

Base: Total sample Residents of Caravan Parks (n=27)
Q8.
Did you receive a condition report when you moved in?
*Small sample size for caravan parks – results indicative only
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Of those residents of moveable homes who did receive a condition report, more than one in two (56%)
felt the report was not missing any pertinent information. Notably, four in ten (40%) were uncertain if
the condition report was lacking any information.
Among those in caravan parks who received condition reports, the majority (88%) received information
on the condition of their caravan, cabin, or moveable home. A small proportion (13%) indicated that
their report contained a description of the condition of the site itself.
Figure 77: Parks residents – information contained in condition reports
Caravan Parks

Moveable Homes

Yes, there was
information missing
from condition report

4%

Condition of site

No, there was no
information missing
from condition report

Don’t know

n=1

n=7

Condition of caravan,
cabin or moveable home

56%

40%

Don't know

Base: Residents of Moveable Homes who received condition report (n=25)
Q14. Thinking about the condition report you received when you first occupied the site,
was there any information missing from the report that you thought should have
been included?

n=1

Base: Residents of Caravan Parks who received condition report (n=8)
Which of the following were included in the condition report?
Q9.
*Small sample size for caravan parks – results indicative only

Two in three (68%) residents of moveable homes believe that receiving a condition report is very
important. One in eight (12%) report that the condition report is somewhat important, and only 8%
indicate that it is not important.
Figure 78: Residents of moveable homes - importance of receiving a condition report
Moveable Homes

68%

Very important

Somewhat important

Not important

Unsure

12%

8%

13%

Base: Total sample Residents of Moveable Homes (n=78)
Q15. How important do you think it is that residents receive a condition report of the site?
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Seven in ten (71%) residents of moveable homes report that their site agreement specifies who is
responsible for repairs and maintenance to their site. Among those, in most cases (69%) the resident is
responsible for repairs and maintenance, with the park manager responsible in one in four (27%) cases.
Figure 79: Residents of moveable homes – repairs and maintenance
Site agreement specifies who is responsible for
repairs and maintenance

Yes

Party responsible for repairs and maintenance

71%

27%

Park manager

69%

Resident
No

Don’t know
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Base: Total sample Residents of Moveable Homes (n=78)
Q16. Does your site agreement specify who is responsible for repairs and maintenance
to your site?

Don’t know

2%

No answer given

2%

Base: Residents of Moveable Homes whose site agreement specifies who is responsible
for repairs and maintenance (n=55)
Q17. Who is responsible for repairs and maintenance to your site?
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Utilities
The vast majority (82%) of residents of moveable homes received a written statement of fees and
charges when they moved in. Half as many (41%) residents of caravan parks received a written
statement upon moving in to the caravan park.
Of those residents of moveable homes who did receive a written statement, 70% report that it
contained a description of how utility charges (electricity, gas, water) would be calculated.
One in two (55%) residents of caravan parks who received a written statement indicate that it included
information about how utility charges would be assessed.
Figure 80: Parks residents – written statements of fees and charges and description of how utility
charges would be calculated
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Did you receive a written statement of fees and charges when you moved in? / Q19. Did this statement describe how utility charges (electricity, gas, water) would be calculated?
Total sample Residents of Caravan Parks (n=27) / Those that received a written statement (n=11)
Did you receive a written statement of fees and charges when you moved in? / Q11. Did this statement describe how utility charges (electricity, gas, water) would be calculated?

*Small sample size for caravan parks – results indicative only
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Nearly all (94%) residents of moveable homes indicate that their sites are separately metered for utility
usage. Similarly, 90% receive an itemised account for utility charges (electricity, gas, water).
A similar proportion (93%) of residents of caravan parks report that their sites are separately metered
for utilities. Nearly three in four (70%) receive an itemised account for their utility charges.
Figure 81: Parks residents – utility metering and itemised accounts
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Is your site separately metered for utility usage (electricity, gas, water)? / Q21. Do you receive an itemised account for utility charges (electricity, gas, water)?
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*Small sample size for caravan parks – results indicative only

© 2016 Ernst & Young. All Rights Reserved.
Liability limited by a scheme approved under Professional Standards Legislation
25463 & 25464 – Consumer Affairs Victoria – Review of Residential Tenancies Act 1997 Final Report – 17 May 2016 | 99

Accommodation costs and rent increases
On average, residents of moveable homes pay $160 per week for accommodation (including rent and
site fees). About one in two (54%) residents of moveable homes pay less than $150 per week and the
remaining 46% are fairly evenly distributed across higher accommodation amounts.
Accommodation fees are higher for residents of caravan parks at $180 per week. Nearly four in ten
(37%) residents of caravan parks pay more than $200 per week. One in four (26%) pay less than $150
per week, and the same proportion pay $151 to $160 per week.
Figure 82: Parks residents – weekly rent costs
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*Small sample size for caravan parks – results indicative only
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Four in ten (41%) residents of caravan parks have received a notice of rent increase or increase in site
fees which they believed was unfair.
Among those who have received an unfair increase, the main reason for believing it was unfair was
that the increase was excessive (64%). One in two (55%) believed the increase was unjustified because
the park was in poor condition or not well maintained. One in four (27%) reported that the increase
was unfair because there had been other fee increases previously. One in 11 (9%) thought it was
unfair because other residents did not receive the same increase.
Figure 83: Residents of caravan parks – unreasonable rent or fee increases

41% of residents of caravan parks have received a notice of rent increase which they thought was unfair
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The increase was excessive
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Condition of the park was poor / not well maintained
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Total sample Residents of Caravan Parks (n=27)
In your experience as a park resident, have you ever received a notice of rent increase or increase to site fees that you believe was unfair?
Residents of Caravan Parks who have received an unfair rent or site fees increase (n=11*)
Why do you think the rent increase or increase to site fees was unfair?
*Small sample size for caravan parks – results indicative only
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Park rules and resident committees
The vast majority of both residents of moveable homes and residents of caravan parks report that
their park has a set of park rules (99% and 96%, respectively).
In both cases, the park manager is the most common enforcer of the park rules (73% of residents of
movable homes with park rules, and 73% of residents of caravan parks with park rules).
One in 11 (9%) residents of movable homes with park rules report that the rules are not enforced. One
in eight (12%) residents of caravan parks with park rules indicate that no-one enforces the park rules.
Figure 84: Parks residents – park rules and enforcement of the rules
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Q23 / Q15 Does the park have a set of park rules?
Base: Residents of Moveable Homes whose park has a set of rules (n=77) | Residents of Caravan Parks (whose park has a set of rules (n=26)
Q24 / Q16 Are the park rules enforced by…?

8%

*Small sample size for caravan parks – results indicative only
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Three in four (73%) residents of movable homes with park rules report that the residents have been
consulted about the rules. Just under one in two (45%) indicate that there have been disputes about
the park rules. These disputes commonly relate to rules that are not consistently enforced, issues with
staff or management, or issues with parking or parking fees.
In caravan parks, there appears to be less consultation with residents and also fewer disputes about
the rules. One in two (50%) residents of caravan parks with park rules indicate that there has been
consultation with residents about the rules. One in four (23%) report that there have been disputes
about the park rules. Disputes are often about fees (including utility charges), maintenance, parking,
security, pets, and relationships between residents.
Figure 85: Parks residents – consultation with residents about park rules and disputes
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Q25 / Q17 During your time living at the park, has there been any discussion/consultation with residents about park rules?
Q26 / Q18 As far as you are aware, have there been any disputes about the park rules – either amongst residents or with the park manager?

*Small sample size for caravan parks – results indicative only
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Four in ten (40%) residents of moveable homes report that their park has a residents’ committee. Of
these residents, one in three (32%) indicate that there have been disputes between the committee and
the park manager. Disputes relate to a range of topics including availability of sites, parking, children in
the park, amenities, fees and charges, and security.
Residents’ committees are much less common at caravan parks, with very few (4%) residents reporting
that they have a residents’ committee. The one resident of a caravan park who lives in a park with a
residents’ committee indicated that there had been disputes and described these as relating to
excessive rent increases and the state of the roads in the park. Note that these results have not been
charted due to the very small sample size.
Figure 86: Parks residents – residents’ committees and disputes with park management
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residents’ committee believe there should be laws to set out how a
residents’ committee should operate
Base:
Base:
Q28

Total sample Residents of Moveable Homes (n=78) | Q27 Does the park have a residents’ committee?
Residents of Moveable Homes with a residents’ committee (n=31)
As far as you are aware, have there been any disputes between the residents’ committee and the park
manager? | Q29 In your opinion, should there be laws to set out how a residents’ committee should
operate?

Base:
Q27

Total sample Residents of Caravan Parks (n=27)
Does the park have a residents’ committee?

*Small sample size for caravan parks – results indicative only
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Disputes
Over four in ten (44%) residents of moveable homes have been in a dispute with the park manager,
while only one in five (22%) residents of caravan parks report having had a dispute with the park
manager.
Residents of moveable homes reported that disputes with park managers most commonly centre on
utility charges (24% of residents of moveable homes), park rules (23%), or rent or site fees (18%).
About one in 11 residents of moveable homes have had a dispute with the park manager over the
condition of their site (9%) or the transfer of their site agreement to another person (8%).
For residents of caravan parks, the park rules are the most common source of a dispute with the park
manager (19%) followed by rent or site fees (15%) or utility charges (15%). One in 14 residents of
caravan parks has had a dispute over the condition of the site.
Two in three (63%) residents of moveable homes who have had a dispute with the park manager report
that they are generally able to resolve the dispute. Three in four (73%) residents of caravan parks who
have had a dispute agree that they are generally able to resolve disputes.
Figure 87: Parks residents - disputes with park managers and dispute resolution
Moveable Homes

44%

Caravan Parks

22%

of residents of moveable homes have been in a dispute
Utility charges

24%

72%

4%

Park rules

23%

74%

3%

Rent or site fees

18%

78%

of residents of caravan parks have been in a dispute
Park rules

19%

78%

Rent or site fees

15%

81%

4%

Utility charges

15%

81%

4%

4%

Condition of the site 7%
Condition of the site 9%

87%

4%

Transfer of your site
8%
agreement to another person

88%

4%

Ending a fixed-term site 3%
agreement

94%

Other 5%

92%
Yes

63%

4%

No

4%

Transfer of your lease
agreement

96%

4%

Condition of the caravan or
cabin

96%

4%

Other 11%

3%

Total sample Residents of Moveable Homes (n=78)
Have you ever personally been involved in a dispute with the park manager about any of the following?
Residents of Moveable Homes who have been in a dispute (n=56)
In general, have you been able to resolve disputes with the park manager?

4%

96%

85%
Yes

73%

have generally been able to resolve it with the park manager
Base:
Q30
Base:
Q31

89%

Ending a fixed-term site
agreement

Not answered

of residents of moveable homes who have been in a dispute

4%

No

4%
Not answered

of residents of caravan parks who have been in a dispute

have generally been able to resolve it with the park manager
Base:
Q28
Base:
Q29

Total sample Residents of Caravan Parks (n=27)
Have you ever personally been involved in a dispute with the park manager about any of the following?
Residents of Caravan Parks who have been in a dispute (n=15)
In general, have you been able to resolve disputes with the park manager?

*Small sample size for caravan parks – results indicative only
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Exit fees and lease transfers
One in two (53%) residents of moveable homes said that they are aware they will be charged deferred
management or exit fees if they vacate the park or sell their moveable home. Nearly one in five (19%)
do not know whether they would be charged deferred management or exit fees. Of those who know
they will be charged exit fees, two in three (69%) are aware of how much those fees will be.
Nearly all (93%) residents of moveable homes agree that the tenancies laws should stipulate the
maximum amount of deferred management or exit fees. Only 4% of residents of moveable homes
disagree with this sentiment.
Figure 88: Residents of moveable homes – deferred management or exit fees
Awareness of deferred management or exit
fees

Awareness of the amount the deferred
management or exit fees will be

Agreement of the law stipulating the
maximum amount for deferred management
and exit fees

Yes
Yes

Yes

53%

No

No

No

28%

Dont know

19%

Base:
Q41

1%

8%

Not answered

Base: Total sample Residents of Moveable Homes (n=78)
Q40. As far as you are aware, will you be charged any deferred
management fees or exit fees if you vacate the park or sell your
moveable home?

4%

23%

Don’t know
Dont know

93%

69%

Residents of Moveable Homes who are aware they will be charged
any deferred management or exit fees (n=39)
Do you know how much the deferred management fees or exit
fees will be?

Base:
Q42

1%

Total sample Residents of Moveable Homes (n=78)
In your opinion, should the law stipulate the maximum
amount of deferred management fees or exit fees a park
manager can charge?

No residents of caravan parks reported that they needed to transfer their lease in a park to someone
else (if they needed to move out before the end of their agreement with the park manager).

Park closures
One resident of a caravan park said they had experience of being a resident of a park that was being
closed down or repurposed. That person was given six months’ notice before they had to leave the
park, and was not without suitable accommodation for any period of time. Due to this extremely small
sample size, charts for these questions have not been included.
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Sale of moveable homes
Two in three (69%) residents of moveable homes have the sale of their home addressed in their site
agreement (meaning that they have an agreement with the park manager regarding the sale of their
home by the manager and the commission that can be charged when they sell). Of those residents,
about one in two (57%) are aware of how the commission would be calculated by the park manager.
The vast majority (97%) of residents of moveable homes who have the sale of their home addressed in
their site agreement believe that the law should stipulate how much commission can be charged by the
park manager.
Figure 89: Residents of moveable homes – sale of moveable homes and commission

69% have the sale of their moveable home addressed in their site agreement
Awareness of how commission is charged

Yes

57%

No

Dont know

No answer given

Base:
Q36.
Base:
Q37.

Whether law should stipulate how much commission
can be charged for selling moveable home

Yes

97%

33%
No

1%

Dont know

1%

6%

4%

Total sample Residents of Moveable Homes (n=78)
Is the sale of your moveable home addressed in your site agreement?
Residents of Moveable Homes whose home is addressed in their site agreement (n=54)
Do you know how the commission charged by the park manager would be calculated?

Base: Residents of Moveable Homes who own their home (n=74)
Q39. In your opinion, should the law stipulate how much commission the park manager can charge for
selling a moveable home?
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Two in three (61%) residents of moveable homes who own their homes would consider using the park
manager to sell their home (including 43% who probably would). One in four (23%) probably or
definitely would not consider using the park manager to sell their home on their behalf.
Figure 90: Residents of moveable homes – likelihood of using park manager to sell home on their
behalf
Definitely would

18%

Probably would

43%

Probably wouldn't

7%

Definitely wouldn't

16%

Unsire

Not answered

15%

1%

Base: Residents of Moveable Homes who own their homes (n=74)
Q38 If you wanted to sell your moveable home, how likely would you be to enter into an agreement with the park manager to allow them to sell your moveable home on your behalf?
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Appendix 1:
Sources of information and advice, and
awareness of Consumer Affairs Victoria
services
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Figure 91: Tenants, landlords, property managers – sources of information and advice
Tenants
Real estate
manager/property manager

51%

Booklet or documentation
provided with rental
agreement

34%

Consumer Affairs Victoria
(CAV) website or call centre

32%

Consumer Affairs Victoria
(CAV) website or call centre

44%

Real estate
manager/property manager

22%

Online forums/social
media/other websites

22%

VCAT website

28%

Tenants Union of Victoria
(TUV) website or call centre

24%

21%

VCAT website
Online forums, social media
or other websites

17%

5%

Other

5%

73%

Directly from the Residential
Tenancies Act

8%

Family, friends or other
landlords

6%

Landlord/tenancy booklet

6%

Don’t seek information or
advice

2%

Lawyer/solicitor

2%

Accountant/tax
advisor/financial advisor

2%

REIV

2%

VCAT

1%

Rental App

1%

Other

Base: Total sample Tenants (n=1,836)
Q10.5 In general, where do you get information and advice
about your rights and responsibilities when renting?

Consumer Affairs Victoria
(CAV) website or call centre

40%

10%

RTBA

Family, friends or other
tenants

Don't seek information or
advice

Property Managers

Landlords

On the job experience

10%

From colleagues / manager /
other agents

10%

VCAT website

10%

Formal training from
employer

8%

REIV (Real Estate Institute of
Victoria)

6%

Other

45%

Base: Total sample Landlords (n=250)
Q60. In general, where do you get information and advice
about your rights and responsibilities as a landlord?

35%

Base: Total sample Property Managers (n=52)
Q26. In general, where do you get information about the
rights and responsibilities of tenants and landlords?

Figure 92: Tenants, landlords, property managers – awareness of CAV services
Tenants

Information and advice to
tenants about their rights
and responsibilities

54%

Conciliation services to
resolve disputes between
tenants and landlords

Information and advice to
landlords about their
rights and responsibilities

79%

Information and advice to
landlords and property
managers about the
residential tenancies laws

98%

41%

A free Smartphone App
`Rent Right´
A free Smartphone App
`Rent Right´

Property Managers

Landlords

33%

Conciliation services to
tenants to help resolve
disputes with landlords

65%

14%

Base: Total sample Tenants (n=1,836)
Q10.6 Before today were you aware that CAV provides the
following services?

Base: Total sample Landlords (n=250)
Q61. Before today were you aware that CAV provides the
following services?

Base: Total sample Property Managers (n=52)
Q27. Before today were you aware that CAV provides the
following services?
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Figure 93: Parks residents – sources of information and advice
Moveable Homes

Caravan Parks

Park manager

45%

Booklet or documentation
provided with rental agreement

36%

Family, friends or other residents

27%

Consumer Affairs Victoria (CAV)
website or call centre

19%

Other tenant/community
organisations

Booklet or documentation provided
with rental agreement

30%
22%

Family, friends or other residents
Consumer Affairs Victoria website
(CAV) or call centre

7%

Tenants Union of Victoria (TUV)
website or call centre

7%

VCAT website

7%

15%

Tenants Union of Victoria (TUV)
website or call centre

63%

Park manager

9%

VCAT website

6%

Other tenant/community
organisations

4%

Online forums, social media or
other websites

6%

Online forums, social media or
other websites

4%

Other

4%

Other
Don’t seek information or advice

3%

Don’t seek information or advice

8%

Base: Total sample Residents of Moveable Homes (n=78); Residents of Caravan Parks (n=27)
Q52/Q39. In general, where do you get information and advice about your rights and responsibilities when renting?

19%

*Small sample size for caravan parks – results indicative only
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Appendix 2:
Sample demographics
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Tenants
Table 4: Tenants - demographic characteristics
No. of surveys

%

1,836

100%

No. of surveys

%

1,836

100%

760

41%

English only

Female

1,069

58%

Other

1,429

78%

407

Other

7

<1%

COUNTRY OF BIRTH

22%

18-24 years

186

10%

UK or Ireland

1,146

62%

135

25-29 years

296

16%

South-East Asia

7%

111

30-34 years

306

17%

6%

Europe

96

35-39 years

295

5%

16%

New Zealand

73

40-44 years

4%

206

11%

Other

275

15%

45-49 years

174

9%

ATSI

50-54 years

148

8%

Yes

12

1%

55-59 years

97

5%

No

1,786

97%

60-64 years

64

3%

Prefer not to say

38

2%

65-69 years

42

2%

DISABILITY / HEALTH CONDITION

70+ years

22

1%

Yes

118

6%

No

1,667

91%

51

3%

No. of surveys

%

1,836

100%

TOTAL
GENDER
Male

TOTAL
LANGUAGE SPOKEN AT HOME

AGE

Australia

Prefer not to say

Base: Total Sample Tenants (n=1,836)

Table 5: Tenants - rental and household characteristics

TOTAL

No. of surveys

%

1,836

100%

TYPE OF PROPERTY

TOTAL
HOUSEHOLD COMPOSITION

Unit, flat or apartment

958

52%

One person household

565

31%

House

669

36%

Couple with no children in household

483

26%

Townhouse

196

11%

Couple with children in household

389

21%

13

1%

Single parent with children in household

176

10%

Group household/share house

223

12%

Rooming house
LOCATION
Metro
Regional

1,474

80%

NUMBER OF ADULTS IN HOUSEHOLD

362

20%

One

696

38%

Two

943

51%

PROPERTY OWNER
Private owner

1,755

96%

Three

131

7%

Other

23

1%

Four

48

3%

Don't know

58

3%

Five or more

18

PROPERTY MANAGEMENT

Real estate agent/property manager
Directly with the landlord
Don't know

Average

1%
1.8

1,744

96%

70

4%

One

310

55%

7

<1%

Two

181

32%

Three

46

8%

22

FIRST TIME RENTING

NUMBER OF CHILDREN IN HOUSEHOLD

Yes

362

20%

Four or more

No

1,474

80%

Average

4%
1.6

Base: Total Sample Tenants (n=1,836)
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Table 6: Tenants - financial and rental characteristics
No. of surveys

%

1,836

100%

Up to $25,000

126

7%

$25,001 to $50,000

279

15%

$50,001 to $75,000

382

21%

Prefer not to say

$75,001 to $100,000

273

15%

GOVERNMENTAL RENT ASSISTANCE

$100,001 to $125,000

151

8%

None

$125,001 to $150,000

107

6%

Rent assistance

More than $150,000

180

10%

Bond loan

Prefer not to answer

338

18%

Other

TOTAL
HOUSEHOLD INCOME

No. of surveys

%

1,836

100%

Yes

307

17%

No

1,476

80%

53

3%

1500

82%

306

17%

7

0%

23

1%

TOTAL
PENSION OR HEALTH CARE CARD

APPROXIMATE WEEKLY RENT

TIME IN RENTAL PROPERTIES

Less than $300

262

14%

Less than 1 year

71

5%

$300-$399

668

37%

1-2 years

162

11%

$400-$499

397

22%

3-4 years

303

21%

$500-$599

227

12%

5-6 years

214

14%

$600+

276

15%

7-8 years

150

10%

9-10 years

117

8%

More than 10 years

461

31%

No. of surveys

%

250

100%

Base: Total Sample Tenants (n=1,836)

Landlords
Table 7: Landlords - demographic characteristics

TOTAL

No. of surveys

%

250

100%

GENDER

TOTAL
SPEAK LOTE AT HOME

Male

131

52%

No, English only

Female

119

48%

Other

AGE

182

73%

68

27%

COUNTRY OF BIRTH

18-34 years

17

7%

165

66%

35-44 years

36

14%

Europe

23

9%

45-54 years

58

23%

UK or Ireland

14

6%

55-64 years

74

30%

South-East Asia

9

4%

65+ years

65

26%

Southern and Central Asia

6

2%

33

13%

ATSI

Australia

Other

Yes

3

1%

No

247

99%

Base: Total Sample Landlords (n=250)
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Table 8: Landlords - rental characteristics
No. of surveys

%

250

100%

8

3%

One to two years

20

8%

Three to four years

21

8%

No

Five to seven years

30

12%

LOCATION OF RENTAL PROPERTY

25

10%

Metro

146

58%

Regional

TOTAL
LENGTH OF TIME AS A LANDLORD
Less than one year

Eight to ten years
More than ten years

No. of surveys

%

250

100%

Yes, all properties

39

16%

Yes, for some properties

53

21%

158

63%

159

64%

91

36%

158

63%

TOTAL
USE A PROPERTY MANAGER

NUMBER OF RENTAL PROPERTIES

TYPE OF RENTAL PROPERTY

One

116

46%

House

Two

64

26%

Townhouse

19

8%

Three

25

10%

Unit, flat or apartment

67

27%

Four

26

10%

Rooming house

4

2%

Five

9

4%

Other

2

1%

10

4%

APPROXIMATE WEEKLY RENT
Under $300 per week

104

42%

$301-$400 per week

100

40%

$401-$550 per week

27

11%

$551-$700 per week

13

5%

6

2%

Six or more

$700+ per week

Base: Total Sample Landlords (n=250)

Property managers
Table 9: Property managers - rental characteristics
No. of surveys

%

250

100%

No. of surveys

%

250

100%

Less than one year

4

8%

One to two years

5

10%

Less than 200

10

19%

200 to less than 500

17

Three to four years

12

33%

23%

500 to less than 1,000

13

Five to seven years

25%

9

17%

1,000 to less than 3,000

9

Eight to ten years

17%

7

13%

Don’t know

3

6%

15

29%

Melbourne

35

67%

Other areas in Victoria

14

27%

3

6%

TOTAL
LENGTH OF TIME AS A PROPERTY MANAGER

More than ten years

TOTAL
NUMBER OF PROPERTIES MANAGED

LOCATION OF WORK

Both

Base: Total Property Managers (n=52)
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Residents of Moveable Homes
Table 10: Residents of moveable homes - demographics
No. of surveys

%

78

100%

Male

39

50%

Female

37

47%

Other

2

3%

TOTAL

No. of surveys

%1

78

100%

Yes

70

90%

No

6

8%

Prefer not to say

2

3%

TOTAL

GENDER

PENSION OR HEALTH CARE CARD

AGE

DISABILITY OR CHRONIC HEALTH

Under 50 years

0

0%

Yes

25

32%

50-59 years

3

4%

No

52

67%

60-69 years

31

40%

Prefer not to say

1

1%

70+ years old

44

56%

ATSI
Yes

1

1%

Up to $25,000

32

41%

No

76

97%

$25,001 to $50,000

13

17%

Prefer not to say

1

1%

$50,001 to $75,000

5

6%

MAIN SOURCE OF INCOME

Wages/salary

ANNUAL PERSONAL INCOME (GROSS)

More than $75,000

0

0%

Prefer not to answer

28

36%

3

4%

58

74%

Other government payment/income
support

6

8%

Other

7

9%

Prefer not to say

4

5%

Age or disability pension

Base: Total Sample Residents of Moveable Homes (n=78)

Table 11: Residents of moveable homes - rental characteristics
No. of surveys

%

78

100%

Less than 12 months

3

4%

1 year

2

3%

2 years

4

5%

69

88%

TOTAL
LENGTH OF TENURE IN CURRENT PARK

More than 2 years

%

78

100%

None

11

14%

Rent assistance

65

83%

Bond loan

0

0%

Other

1

1%

Prefer not to answer

1

1%

GOVERNMENTAL RENT ASSISTANCE

LENGTH OF TIME IN PARK ACCOMODATION
Less than 12 months

No. of surveys
TOTAL

3

4%

LOCATION

1-2 years

4

5%

Metropolitan

33

42%

3-5 years

39

50%

Regional

42

54%

6-10 years

23

29%

No answer given

3

4%

More than 10 years

6

8%

No answer given

3

4%

Base: Total Sample Residents of Moveable Homes (n=78)

© 2016 Ernst & Young. All Rights Reserved.
Liability limited by a scheme approved under Professional Standards Legislation
25463 & 25464 – Consumer Affairs Victoria – Review of Residential Tenancies Act 1997 Final Report – 17 May 2016 | 116

Residents of Caravan Parks
Table 12: Residents of caravan parks - demographics
No. of surveys

%

27

100%

Male

13

48%

Female

13

48%

Other

1

4%

TOTAL
GENDER

No. of surveys

%

27

100%

Yes

18

67%

No

7

26%

Prefer not to say

2

7%

TOTAL
PENSION/HEALTH CARE CARD

AGE

DISABILITY / HEALTH CONDITION

18-49 years

5

19%

Yes

11

41%

50-54 years

5

19%

No

13

48%

55-59 years

5

19%

Prefer not to say

3

11%

60-64 years

4

15%

ATSI

65-69 years

3

11%

Yes

0

0%

70+ years

5

19%

No

26

96%

1

4%

10

37%

MAIN SOURCE OF INCOME

$25,001 to $50,000

8

30%

Wages/salary

$50,001 +

2

7%

Prefer not to say

7

26%

ANNUAL PERSONAL INCOME
Up to $25,000

Prefer not to say

5

19%

13

48%

Other government payment/income
support

3

11%

Other

3

11%

Prefer not to say

3

11%

No. of surveys

%

27

100%

Age or disability pension

Base: Total Sample Residents of Caravan Parks (n=27)

Table 13: Residents of caravan parks - rental characteristics

TOTAL

No. of surveys

%

27

100%

TIME AT CURRENT PARK

TOTAL
GOVERNMENT RENT ASSISTANCE

Less than 12 months

3

11%

None

7

26%

1 year

3

11%

Rent assistance

18

67%

2 years

3

11%

Prefer not to say

2

7%

17

63%

LOCATION

1

4%

21

78%

6

22%

More than 2 years
No answer given
LENGTH OF TIME IN PARK ACCOMODATION

Metropolitan
Regional

Less than 12 months

2

7%

1-2 years

7

26%

3-5 years

2

7%

6-10 years

7

26%

More than 10 years

9

33%

Base: Total Sample Residents of Caravan Parks (n=27)
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25464
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QUOTAS – FOR CATI CENTRE USE ONLY






No quotas
Sample of 50,000 contacts provided by Consumer Affairs Victoria from Residential Tenancies Bond Authority, all
contacts should be renters in Victoria
Target is as many completes as possible
The online survey will also be supplemented by n=125 telephone survey
For monitoring, set-up open quotas for gender, age and location

SURVEY INVITATION EMAIL TEXT
EMAIL SUBJECT: Experiences in the Victorian rental market – have your say
Dear <INSERT FIRST NAME>,
The Victorian Government is moving to better protect renters and landlords by reviewing the Residential Tenancies Act
1997. A comprehensive review being conducted by Consumer Affairs Victoria (CAV) will consider how rental laws can
best balance the rights and responsibilities of tenants and landlords across all forms of rental accommodation now and in
the future. Further information about the review can be found at http://fairersaferhousing.vic.gov.au.

This is your chance to have your say about the rental laws in Victoria.
EY Sweeney has been commissioned by CAV to conduct a survey with Victorian tenants who have lodged a bond with
the Residential Tenancies Bond Authority (RTBA). Your email address has been provided to us by CAV for the purpose
of conducting this survey.
The purpose of the survey is to better understand the experiences, expectations, and preferences of Victorian tenants. By
completing this survey you will make a valuable contribution to the review and help to make sure the rights of all Victorian
tenants are considered.
The survey will take about 15 minutes to complete.
This survey is completely confidential and anonymous. The data obtained will be provided in de-identified form
to CAV and will not be linked to any identifying information from your bond lodgement.
To take part in the survey, please click HERE, or copy and paste the following link into your browser:

Survey link
We would appreciate your participation no later than (DATE)

SHOW CAV, FAIRER SAFER HOUSING AND EY SWEENEY LOGOS
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SURVEY INTRO
Consumer Affairs Victoria (CAV) is conducting a survey with Victorian tenants as part of a review of the Residential
Tenancies Act. The survey will take about 15 minutes to complete and is completely confidential and anonymous. We
would appreciate your participation no later than (DATE)

How To Complete The Survey…
Use your mouse to "SELECT" the relevant circles or boxes to mark your selection with a black dot or a tick. Some
questions require you to type in your answers or drag and drop responses.
You may close the survey down and re-enter at the point you left off using the link originally emailed to you.
Once you have completed all questions on a page you will need to SELECT the "Next" Button to proceed to the next
screen.
In order for your answers to be sent you must SELECT the "Submit" button at the end of the survey.
We thank you for participating and hope you find the survey interesting.
Please press NEXT to continue.
For access to EY Sweeney Privacy Policy, SELECT here ("http://eysweeney.com.au/contact-us/privacy-policy"). For any
technical problems with this survey please send an e-mail by selecting the link that appears at the bottom of each page.
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SCREENER
S1.

Are you renting a residential property in
Victoria AND named on the lease of that
property?

 1

Yes
No

(CLOSE)

 2

(PLEASE SELECT ONE RESPONSE
ONLY)
S2

What type of property are you currently
renting?
(PLEASE SELECT ONE RESPONSE
ONLY)

House

 1

Townhouse

 2

Unit, flat or apartment

 3

Rooming house (i.e. a building in which rooms are rented out
individually and common facilities such as kitchen and laundry are
shared)
 4
Caravan or cabin/moveable home at a caravan park or residential
park
 5
Other (please specify)

S3

 6

We are interested in your experiences living in a caravan or a cabin/moveable home at a caravan park or
residential park. Please provide your postal address and we will send a paper survey to you through the post.
(PLEASE TYPE IN YOUR ANSWER)
[PROGRAMMER – GO TO THANK YOU NOTE AND CLOSE]

Include option for ‘do not wish to participate’
TERMINATION SCRIPT
‘Thank you for your time but we are currently only looking to survey tenants who have a lease agreement for a rental
property in Victoria.’
IF ADDRESS COLLECTED FOR POSTAL SURVEY: Thank you for your time, we will send you a postal survey shortly.
IF ADDRESS NOT COLLECTED FOR POSTAL SURVEY: Thank you for your time.
SECTION 1: CURRENT RENTAL ARRANGEMENTS
Throughout this survey we use the term ‘landlord’; by this we mean the owner of the rental property.
Firstly, we’d like to ask you a few questions about your current rental arrangements.
Q1.1

What is the postcode for your current
residential rental property?
(PLEASE TYPE IN A NUMBER)

Q1.2

Which of the following best describes your
household?
(PLEASE SELECT ONE RESPONSE
ONLY)

One person household

 1

Couple with no children in household

 2

Couple with children in household

 3

Single parent with children in household

 4

Group household/share house

 5
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ASK Q1.3 IF Q1.2=3-5
Q1.3

How many adults (16+ years) live in your
household?
(PLEASE TYPE IN A NUMBER)

ASK Q1.4 IF Q1.2=3 OR 4
Q1.4

How many children (under 16 years) live in
your household?
(PLEASE TYPE IN A NUMBER)
 1

None
Q1.5a Which of the following best describes who
owns the rental property you live in?
(PLEASE SELECT ONE RESPONSE
ONLY)

Q1.5b Is your tenancy managed by a real estate
agent/property manager or directly by the
landlord?

Private owner (including property management group/investment
group)
Ask Q1.5b  1
Victorian government (public housing)

Go to Q1.6  2

Community housing organisation

Go to Q1.6  3

Other (please specify)

Ask Q1.5b  4

Don’t know

Ask Q1.5b  5

Real estate agent/property manager

 1

Directly with the landlord

 2

Don’t know

 3

(PLEASE SELECT ONE RESPONSE
ONLY)
Q1.6

What is the approximate total weekly rent
for your current rental property, that is, the
total amount paid by all tenants each week?

$

Allow 4 digits

(PLEASE TYPE IN A NUMBER)
Q1.7

When did you move into your current rental
property?
(PLEASE SELECT ONE RESPONSE
ONLY)

Q1.8

What was the length of the original lease for
your current rental property?
(PLEASE SELECT ONE RESPONSE
ONLY)

In the last 6 months

 1

6-12 months ago

 2

1-2 years ago

 3

2-3 years ago

 4

More than 3 years ago

 5

6 months

Ask Q1.9

 1

12 months

Ask Q1.9

 2

2 years

Ask Q1.9

 3

No fixed term (month-to-month)

Go to Q1.10

 4

Other (please specify)

Ask Q1.9

 5

Don’t know

Ask Q1.9

 6
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Q1.9

How many months do you have left on the
lease for your current property?
(PLEASE SELECT ONE RESPONSE
ONLY)

Q1.10 IF Q1.8≠4: At the end of the lease for your
current rental property, how much longer
would you ideally like to continue living in
that property?
IF Q1.8=4: How much longer would you
ideally like to continue living in that property?
(PLEASE SELECT ONE RESPONSE
ONLY)

Q1.11 Do you think you will be able to continue
living in your current rental property for as
long as you wish to?
(PLEASE SELECT ONE RESPONSE
ONLY)

Q1.12 Why do you think it is unlikely you will be
able to stay in your current rental property
for as long as you wish to?
(PLEASE SELECT ALL THAT APPLY)

1-3 months

 1

4-6 months

 2

7-9 months

 3

10-12 months

 4

More than 12 months

 5

On month-month arrangement

 6

Don’t know

 7

6 months

 1

12 months

 2

2 years

 3

3-4 years

 4

5-7 years

 5

8-10 years

 6

More than 10 years

 7

Indefinitely

 8

Don’t know

 9

Definitely yes

Go to Q2.1

 1

Probably yes

Go to Q2.1

 2

Probably no

Ask Q1.12

 3

Definitely no

Ask Q1.12

 4

Don’t know

Go to Q2.1

 5

Rent increases

 01

Rent is too expensive

 02

Landlord will not commit to a long lease term

 03

Landlord’s situation may change (i.e. they might decide to move
into the property, sell the property or knockdown/renovate the
property)
 04
Size of household likely to increase/need a bigger property  05
Household members/housemates likely to change

 06

Property condition/property will become rundown/not
maintained

 07

Planning to buy a property/saving to buy a property

 11

My personal situation may change

 08

Other (please specify)

 09

Don’t know

 10
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SECTION 2: PREVIOUS RENTAL HISTORY
Q2.1

Is this your first time renting?
(PLEASE SELECT ONE RESPONSE
ONLY)

Q2.2

In total, how long have you been living in
rental accommodation (including your
current residence)?
(PLEASE SELECT ONE RESPONSE
ONLY)

Q2.3

How long did you live in your previous rental
property?
(PLEASE SELECT ONE RESPONSE
ONLY)

Q2.4

Did you decide to move out of your last
rental property or was it the landlord’s
decision?

Yes

Go to Q3.1

 1

No

Continue

 2

Less than 1 year

 1

1-2 years

 2

3-4 years

 3

5-6 years

 4

7-8 years

 5

9-10 years

 6

More than 10 years

 7

Less than 1 year

 1

1-2 years

 2

3-4 years

 3

5-6 years

 4

7-8 years

 5

9-10 years

 6

More than 10 years

 7

My decision to move out

Ask Q2.5 then go to Q2.11

Requested by landlord

Go to Q2.6

 1
 2

(PLEASE SELECT ONE RESPONSE
ONLY)
Q2.5

Which of the following best describes why
you decided to move out of your last rental
property?
(PLEASE SELECT ONE RESPONSE
ONLY)

Rent increase

 01

Issue with the landlord (please specify)

 02

Issue with the real estate agent/property manager (please specify)
 03
Issue with the condition of the property after moving in

 04

Issue with getting repairs/maintenance completed

 12

Issue with neighbours

 05

Issue with the local area

 06

Issue with housemates

 07

Wanted to live in a different suburb or type of property

 08

Size of household has changed

 09

Other personal reasons/circumstances

 10

Other (please specify)

 11
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Q2.6

What was the reason given by the landlord
or real estate agent/property manager when
you were asked to vacate the property?
(PLEASE SELECT ONE RESPONSE
ONLY)

Q2.7

What was the notice period given by the
landlord?
(PLEASE SELECT ONE RESPONSE
ONLY)

Q2.8

Was the notice period long enough for you
to find another rental property?

Landlord moving into the property

 1

Landlord selling the property

 2

Property being renovated/demolished

 3

Property to be used for another purpose

 4

End of fixed term lease

 5

Breach of rental agreement by tenant

 6

Overdue rent

 7

No specified reason

 8

Other (please specify)

 9

Immediate

 1

14 days (2 weeks)

 2

30 days (1 month)

 3

60 days (2 months)

 4

90 days (3 months)

 5

120 days (4 months)

 6

Other (please specify)

 7

Don’t know

 8

Yes

 1

No

Ask Q2.9

 2

(PLEASE SELECT ONE RESPONSE
ONLY)
Q2.9

What would be your preferred notice period?
(PLEASE SELECT ONE RESPONSE
ONLY)

14 days (2 weeks)

 1

30 days (1 month)

 2

60 days (2 months)

 3

90 days (3 months)

 4

120 days (4 months)

 5

Other (please specify)

 6

Don’t know

 7

ASK Q2.10 IF Q2.6=8 (NO SPECIFIED REASON) – OTHERS GO TO Q2.11
Q2.10 You mentioned that there was no reason specified by the landlord when you were asked to vacate the property.
In your opinion, why do you think you were asked to vacate the property? (PLEASE TYPE IN YOUR ANSWER)
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ASK Q2.11 IF Q2.6≠8
Q2.11 Have you ever been asked to vacate a
rental property where a notice stated ‘no
specified reason’?
(PLEASE SELECT ONE RESPONSE
ONLY)
Q2.12 What was the notice period given by the
landlord?
(PLEASE SELECT ONE RESPONSE
ONLY)

Yes

Ask Q2.12-Q2.13  1

No

Go to Q3.1

 2

Did not receive a notice

Go to Q3.1

 3

Don’t know/can’t recall

Go to Q3.1

 4

90 days (3 months)

 1

120 days (4 months)

 2

Other (please specify)

 3

Don’t know

 4

Q2.13 In your opinion, why do you think you were asked to vacate the property? (PLEASE TYPE IN YOUR ANSWER)

SECTION 3: RENTAL BIDDING
Q3.1

Have you ever put in a bid to pay more than
the advertised rent in order to secure a
rental property in Victoria? (This is often
referred to as rental bidding)

Yes

Ask Q3.2-Q3.3

 1

No

Go to Q4.1

 2

(PLEASE SELECT ONE RESPONSE
ONLY)
Q3.2

Was your final bid/offer successful?
(PLEASE SELECT ONE RESPONSE
ONLY)

Q3.3

Which of the following best describes why
you chose to submit a rental bid?
(PLEASE SELECT ONE RESPONSE
ONLY)

Yes

 1

No

 2

Don’t know

 3

My own decision in order to have a better chance of
getting the property

 1

Requested or suggested by real estate agent/landlord

 2

Other (please specify)

 3
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SECTION 4: RENT INCREASES
Q4.1

Have you ever received a rent increase for
any of the rental properties you have lived
in?

Yes

Continue

 1

No

Go to Q4.5

 2

(PLEASE SELECT ONE RESPONSE
ONLY)
Q4.2

Thinking about the last rent increase you
received, would you say the increase
was…?

A fair or reasonable increase

Go to Q4.5

 1

An excessive or unreasonable increase Continue

 2

Don’t know

3

Continue

(PLEASE SELECT ONE RESPONSE
ONLY)
Q4.3

How did you respond to the rent increase?
(PLEASE SELECT ALL THAT APPLY)

Q4.4

In your experience, how often do landlords
generally issue rent increases?
(PLEASE SELECT ONE RESPONSE
ONLY)

Q4.5

What do you think is a reasonable frequency
for rent increases?
(PLEASE SELECT ONE RESPONSE
ONLY)

Q4.6

What do you think is a reasonable period of
notice for a rent increase?
(PLEASE SELECT ONE RESPONSE
ONLY)

Agreed to pay the increased rent

 1

Moved out of the property

 2

Asked the real estate agent/property manager/landlord
to review

 3

Requested a rent assessment from Consumer Affairs
Victoria (CAV)

 4

Other (specify)

 5

Every 6 months

1

Every 12 months

2

Every 2 years

3

Other (specify)

4

Don’t know

5

No more than once in a 6 month period

 1

No more than once in a 12 month period

2

No more than once in a 2 year period

3

Other (specify)

4

Don’t know

5

30 days

1

60 days

2

90 days

3

Longer than 90 days

4
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SECTION 5: PROPERTY CONDITION
Q5.1

Overall, how would you rate the condition of
your current rental property when you first
moved in?
(PLEASE SELECT ONE RESPONSE
ONLY)

Q5.2

Excellent

1

Good

2

Fair

3

Poor

4

Very poor

5

Does your current rental property have the following features and amenities?
(PLEASE SELECT ONE RESPONSE PER STATEMENT)

RANDOMISE

Yes, in good
working
condition

Yes, but not
in good
working
condition

No

Don’t know

1.

Access to electricity

 1

 2

 3

 4

2.

Access to water supply

 1

 2

 3

 4

3.

Access to toilet

 1

 2

 3

 4

4.

Access to shower

 1

 2

 3

 4

5.

Access to laundry taps or communal laundry facilities

 1

 2

 3

 4

6.

Access to cooking facilities (stove/oven)

 1

 2

 3

 4

7.

Air conditioning

 1

 2

 3

 4

8.

Heating

 1

 2

 3

 4

9.

Flyscreens on windows

 1

 2

 3

 4

10.

Locks on all external doors

 1

 2

 3

 4

11.

Outdoor security lighting

 1

 2

 3

 4

12.

Facility to connect landline telephone

 1

 2

 3

 4

13.

TV antenna (to access free-to-air channels)

 1

 2

 3

 4

14.

Facility to connect Pay TV

 1

 2

 3

 4

15.

Facility to connect Internet

 1

 2

 3

 4
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Q5.3

Please consider the following scenario:
You look at two very similar properties –
Property A and Property B. They both
meet your search criteria in terms of size,
features and location.

Property A

1

Property B

2

Unsure

3

The rent amount for Property A is higher
than Property B.
Property A has energy efficiency features
(such as insulation, draught proofing, energy
efficient heating and cooling) and water
saving features (such as water saving
shower head and taps).
Property B does not have any of the energy
efficiency or water saving features.
Which property would you most likely
choose?
(PLEASE SELECT ONE RESPONSE
ONLY)
SECTION 6: REPAIRS AND MAINTENANCE
Q6.1

Q6.2

In your current rental property, have you
requested any urgent repairs?
(Urgent repairs include gas leak, heating or
hot water system breakdown and any
dangerous faults or leaks)
(PLEASE SELECT ONE RESPONSE
ONLY)

Yes

Continue

1

No

Go to Q6.4

2

Don’t know

Go to Q6.4

3

What was the outcome of your last request
for an urgent repair?

Fixed promptly to an acceptable standard

1

Fixed to an acceptable standard but took a long time

2

Fixed promptly but not to an acceptable standard

3

Repair/maintenance not completed or still in progress
Go to Q6.4

4

Other (please specify)

5

(PLEASE SELECT ONE RESPONSE
ONLY)

Don’t know
Q6.3

Q6.4

Go to Q6.4

Approximately how many days did it take for
the repair or maintenance to be completed?
(PLEASE TYPE IN A NUMBER)
Have you requested any non-urgent
repairs or maintenance in your current
rental property?
These refer to all other repairs,
replacements and improvements that are not
urgent.

6

DAYS

Yes

Continue

1

No

Go to Q6.8

2

Don’t know

Go to Q6.8

3

(PLEASE SELECT ONE RESPONSE
ONLY)
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Q6.5

Thinking about the last time you made a
request for a non-urgent repair or
maintenance, which of the following best
describes the nature of the request?

Electrical or lighting (i.e. faulty light or power switch, additional
power switches)
 01

(PLEASE SELECT ONE RESPONSE
ONLY)

Repair to existing appliance installed in property

 03

Repair/replacement carpet or flooring

 04

Repair/replacement blinds or curtains

 05

Minor storm or flood damage

 06

Windows/glazing

 07

Mould caused by a leak

 08

Pest issues (i.e. rodents, possums)

 09

Repair to a fixture in the property

 10

Fencing

 11

Repair/replacement locks on doors

 12

Repair/maintenance in communal area

 13

Plumbing (i.e. dripping tap or minor leak, issue with toilet or
laundry taps)
 02

Installation of telecommunications (e.g. phone line/internet
connection)
 14
 15

Other (specify)
Q6.6

Thinking about the last time you made a
request for a non-urgent repair, what was
the outcome?

Fixed in a reasonable time to an acceptable standard

1

Fixed to an acceptable standard but took a long time

2

Fixed in a reasonable time but not to an acceptable standard 3
(PLEASE SELECT ONE RESPONSE
ONLY)

Repair/maintenance not completed or still in progress
Go to Q6.8

4

Other (specify)

5

Don’t know
Q6.7

Go to Q6.8

Approximately how many days did it take for
the repair or maintenance to be completed?
(PLEASE TYPE IN A NUMBER)

6

DAYS

IF Q6.1=2 OR 3 AND Q6.4=2 OR 3 GO TO Q7.1
Q6.8

Have you ever experienced any difficulties
in getting either urgent or non-urgent repairs
or maintenance completed?

1

Yes
No

Go to Q7.1

2

Don’t know/can’t recall

Go to Q7.1

3

(PLEASE SELECT ONE RESPONSE
ONLY)
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Q6.9

When you have experienced difficulties in
getting repairs or maintenance completed,
which of the following have you done to
resolve the situation?
(PLEASE SELECT ALL THAT APPLY)

Resolved directly with landlord or real estate agent/ property
manager
 01
Undertook repair/maintenance independently

 02

Contacted Consumer Affairs Victoria (CAV)

 03

Contacted the Tenants Union Victoria (TUV)

 04

Contacted another organisation (please specify)

 05

Contacted Legal Aid

 06

Contacted VCAT

 07

Did nothing

 08

Moved out of the property

 09

Other (specify)

 10

SECTION 7: PRIVACY AND OPEN FOR INSPECTION
Q7.1

Have you ever been a tenant in a property
that was being sold during your tenancy?

Yes

Continue

1

No

Go to Q8.1

2

(PLEASE SELECT ONE RESPONSE
ONLY)

Q7.2

Thinking about the last time this happened,
approximately how many inspections and
sales-related visits were held at the
property?
(PLEASE TYPE IN A NUMBER)

Q7.3

Q7.4

How often were the inspections scheduled?

More than twice a week

1

(PLEASE SELECT ONE RESPONSE
ONLY)

Twice a week

2

Once a week

3

Once a fortnight

4

Less frequently

5

Don’t know

6

In your opinion, was the number and
frequency of inspections reasonable?

Yes

Go to Q7.6

1

No

Ask Q7.5a/b

2

(PLEASE SELECT ONE RESPONSE
ONLY)
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Q7.5a How many inspections per week do you
think would be reasonable?
(PLEASE TYPE IN A NUMBER)

Q7.5b And for how many weeks do you think it is
reasonable to hold inspections?
(PLEASE TYPE IN A NUMBER)

Q7.6

Were you offered any form of compensation
during the sale of the property (i.e. reduction
in rent)?

No more than one inspection per week

1

No more than two inspections per week

2

No more than three inspections per week

3

No more than four inspections per week

4

No more than five inspections per week

5

No more than six inspections per week

6

No more than seven inspections per week

7

Other (specify)

8

Don’t know

9

No more than one week

1

No more than two weeks

2

No more than three weeks

3

No more than four weeks

4

No more than five weeks

5

No more than six weeks

6

No more than seven weeks

7

Other (specify)

8

Don’t know

9

Yes

1

No

2

(PLEASE SELECT ONE RESPONSE
ONLY)
ASK Q7.7 IF Q7.4=2 AND Q7.6=2; OTHERS GO TO Q7.8
Q7.7

Do you think the number of inspections and
sales-related visits would have been
reasonable if some form of compensation
was offered (such as a rent reduction)?

Yes

1

No

2

Yes

1

No

2

(PLEASE SELECT ONE RESPONSE
ONLY)
Q7.8

Did you remain a tenant in the property after
it was sold?
(PLEASE SELECT ONE RESPONSE
ONLY)
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SECTION 8: PETS
Q8.1

Do you currently have a pet such as a dog
or a cat at your rental property?

Yes

1

No

3

(PLEASE SELECT ONE RESPONSE
ONLY)
Q8.2

Q8.3

Would you be willing to pay a deposit to
have a pet such as a cat or dog at a rental
property?

Yes, definitely

Ask Q8.3

1

Yes, maybe

Ask Q8.3

2

No

Go to Q9.1

3

(PLEASE SELECT ONE RESPONSE
ONLY)

No, not interested in having a pet

Go to Q9.1

4

What would be a reasonable deposit amount
for a pet such as a dog or a cat?

No more than 1 week rent

1

No more than 2 weeks rent

2

No more than 3 weeks rent

3

No more than 4 weeks rent

4

Other (please specify)

5

Don’t know

6

(PLEASE SELECT ONE RESPONSE
ONLY)

SECTION 9: DISPUTES
Q9.1

Have you ever personally been involved in a
dispute with your landlord or real estate
agent/property manager?

Yes

Continue

1

No

Go to Q10.1

2

(PLEASE SELECT ONE RESPONSE
ONLY)
Q9.6

Thinking about the last occasion when you
were involved in a dispute with a landlord or
real estate agent was the dispute initiated by
you; or by the landlord or real estate
agent/property manager?

Initiated by me (the tenant)

1

Initiated by landlord/ real estate agent/property manager

2

Unsure

3

(PLEASE SELECT ONE RESPONSE
ONLY)
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Q9.2

In your own experience, what would you
consider to be the main areas of disputes
with landlords or real estate agents/property
managers?

Rent payments

 01

Rent increases

 02

Bond claims

 03

(PLEASE SELECT ALL THAT APPLY)

Privacy issues

 04

Agent/landlord conduct

 05

Tenant conduct

 06

Pets

 07

Property repairs and maintenance

 08

Damage to the property caused by tenants

 09

Co-tenants/ Share house arrangements

 10

Other (please specify)

 11

Don’t know

 12

Which of the following actions have you
taken when trying to resolve a dispute with
your landlord or real estate agent/property
manager?

Discussed with agent/landlord

 01

Moved out of the property of own accord

 02

Moved out of property at agent/landlord’s request

 03

(PLEASE SELECT ALL THAT APPLY)

Contacted Consumer Affairs Victoria (CAV)/other government
department
 04

RANDOMISE

Q9.3

Contacted the Tenants Union of Victoria (TUV)

 05

Contacted Legal Aid/another community legal organisation  06

Q9.4

Have you been able to resolve disputes with
landlords or real estate agents/property
managers, in general?

Sought legal advice

 07

Submitted an application to VCAT

 08

Agent/landlord submitted an application to VCAT

 09

Did nothing

 10

Other (specify)

 11

Yes

Ask Q9.5

1

No

Go to Q10.1

2

(PLEASE SELECT ONE RESPONSE
ONLY)
Q9.5

Which of the following has been the most
important factor in successfully resolving a
dispute with a landlord or real estate
agent/property manager?

Having the problem addressed quickly

1

Intervention from an independent organisation

2

Co-operative attitude from all parties

3

(PLEASE SELECT ONE RESPONSE
ONLY)

Other (specify)

4

Don’t know

5
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SECTION 10: OVERALL EXPERIENCE
Q10.1 Overall, how satisfied or dissatisfied are you
with your experience as a tenant in Victoria?
(PLEASE SELECT ONE RESPONSE
ONLY)

Q10.2 Which of the following statements do you
agree with most?
(PLEASE SELECT ONE RESPONSE
ONLY)
RANDOMISE

Extremely satisfied

1

Moderately satisfied

2

Somewhat satisfied

3

Neither satisfied nor dissatisfied

4

Somewhat dissatisfied

5

Moderately dissatisfied

6

Extremely dissatisfied

7

Rental laws in Victoria favour the tenant

Ask Q10.3  1

Rental laws in Victoria favour the landlord

Ask Q10.3  2

Rental laws in Victoria adequately balance the rights and
responsibilities of tenants and landlords
Go to Q10.4
3

Q10.3 Why do you say that? (PLEASE TYPE IN YOUR ANSWER)

Q10.4 Are there any other comments you would like to make about your experience as a tenant in Victoria? (PLEASE
TYPE IN YOUR ANSWER)
INCLUDE OPTION FOR NONE

Q10.5 In general, where do you get information and
advice about your rights and responsibilities
when renting?
(PLEASE SELECT ALL THAT APPLY)

Real estate manager/property manager

 01

Family, friends or other tenants

 02

Consumer Affairs Victoria (CAV) website or call centre

 03

Tenants Union of Victoria (TUV) website or call centre

 04

Booklet or documentation provided with rental agreement  05
VCAT website

 06

Other tenants’ organisations (specify)

 07

Other (specify)

 08

Online forums, social media or other websites

 10

Don’t seek information or advice

 09
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Q10.6 Consumer Affairs Victoria (CAV) is Victoria’s consumer affairs regulator. Before today were you aware that CAV
provides the following services?
(PLEASE SELECT ONE RESPONSE PER STATEMENT IN COLUMN)
Aware

Not aware

1.

Information and advice to tenants about their rights and
responsibilities

 1

 2

2.

Conciliation services to resolve disputes between tenants and
landlords

 1

 2

3.

A free Smartphone App ‘Rent Right’ which provides information
and tools to help renters manage their tenancies

 1

 2

SECTION 11: CLASSIFICATION
Finally, a few questions about you to help us classify responses. Please note that this information will only be
used for research purposes and will be kept strictly confidential.
Q11.1 Are you…?
(PLEASE SELECT ONE RESPONSE
ONLY)
Q11.2 Which of the following age groups do you fall
into?
(PLEASE SELECT ONE RESPONSE
ONLY)

Q11.3 Do you speak a language other than English
at home?
(PLEASE SELECT ONE RESPONSE
ONLY)

Male

1

Female

2

Other

3

18-24 years

 01

25-29 years

 02

30-34 years

 03

35-39 years

 04

40-44 years

 05

45-49 years

 06

50-54 years

 07

55-59 years

 08

60-64 years

 09

65-69 years

 10

70+ years

 11

No, English only

1

Yes, Mandarin

2

Yes, Cantonese

3

Yes, Vietnamese

4

Yes, Italian

5

Yes, Greek

6

Yes, Arabic

7

Yes, other (Please specify)

8
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Q11.4 In which country or continent were you born?
(PLEASE SELECT ONE RESPONSE
ONLY)

Q11.5 Do you identify as Aboriginal or Torres Strait
Islander origin?
(PLEASE SELECT ONE RESPONSE
ONLY)
Q11.6 IF Q1.2=1, 4 OR 5: What is your gross
(before tax) annual personal income?
IF Q1.2=2 OR 3: What is your gross (before
tax) annual household income?

(PLEASE SELECT ONE RESPONSE
ONLY)

Q11.7 Do you hold a Pensioner Concession Card
or a Centrelink Health Care Card?
(PLEASE SELECT ONE RESPONSE
ONLY)
Q11.8 What, if any, government financial
assistance do you receive as an individual or
household to help with your renting costs?
(PLEASE SELECT ONE RESPONSE
ONLY)
Q11.9 Do you have a disability or a chronic
health condition that limits your everyday
activities?

Australia

 01

New Zealand

 02

UK or Ireland

 03

Pacific

 04

Europe

 05

South-East Asia

 06

North-East Asia

 07

Southern and Central Asia

 08

North America

 09

South America

 10

Africa

 11

Middle East

 12

Other (Please specify)

 13

Yes

1

No

2

Prefer not to say

3

Prefer not to answer

1

Up to $25,000

2

$25,001 to $50,000

3

$50,001 to $75,000

4

$75,001 to $100,000

5

$100,001 to $125,000

6

$125,001 to $150,000

7

More than $150,000

8

Yes

1

No

2

Prefer not to say

3

None

1

Rent assistance

2

Bond loan

3

Other (please specify)

3

Yes

Ask Q11.10

1

No

End survey

2

Prefer not to say

End survey

3

(PLEASE SELECT ONE RESPONSE
ONLY)
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Q11.10 Do you require any special equipment or
modifications to assist with mobility or
access in your rental property (i.e. hand
rails, non-slip tiles, seamless floors, ramps)?

Yes

Ask Q11.11

1

No

End survey

2

Yes

End survey

1

No

Ask Q11.12

2

(PLEASE SELECT ONE RESPONSE
ONLY)
Q11.11 Do you have all of the equipment and
modifications required for mobility or access
in your current rental property?
(PLEASE SELECT ONE RESPONSE
ONLY)
Q11.12 Have you submitted a request to your
landlord for the equipment or modifications
required for mobility or access?

Yes

1

No

2

(PLEASE SELECT ONE RESPONSE
ONLY)

THAT IS THE END OF THE SURVEY – THANK YOU
The study has been conducted on behalf of Consumer Affairs Victoria. More information about the Review of the
Residential Tenancies Act can be found at http://fairersaferhousing.vic.gov.au.
As a market research company, we comply with the requirements of the Privacy Act. The information you have provided
will be used only for market research purposes.
Should you need to contact us please call us on 1800 35 77 39.
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Residential Tenancy Act Review – Landlords
Study No.

25464

Client

Consumer Affairs Victoria

Version

Version 4 – 20 January 2016

Research Consultant

Sarah San, Rebecca Lowery, Belinda Rogerson

INTRODUCTION
Good morning/afternoon/evening. My name is (… … … … … …) from EY Sweeney. We are conducting a survey on
behalf of Consumer Affairs Victoria with landlords who have lodged a bond with the Residential Tenancies Bond Authority
(RTBA). Your phone number has been provided to us by Consumer Affairs Victoria for the purpose of conducting this
survey. The survey will take about 15 minutes and is completely confidential and anonymous. Would you like to
participate in the survey? (IF NOT NOW, ARRANGE CALL BACK OR THANK AND CLOSE).
This call will be monitored for quality control purposes.

IF ASKED WHY WE ARE DOING THIS RESEARCH, INFORM RESPONDENT THAT:
The Victorian Government is moving to better protect renters and landlords by reviewing the Residential Tenancies Act
1997. A comprehensive review will consider how rental laws can best balance the rights and responsibilities of tenants
and landlords across all forms of rental accommodation now and in the future.
The purpose of the survey is to better understand the experiences, expectations, and preferences of Victorian landlords.
By completing this survey you will make a valuable contribution to the review and help to make sure the rights of all
Victorian landlords are considered.

IF ASKED HOW WE GOT THEIR DETAILS:
Your contact details have been provided to us by Consumer Affairs Victoria and will only be used for the purposes of this
research study.

IF ASKED TO VERIFY AUTHENTICITY OF RESEARCH/EY SWEENEY:
The Australian Market and Social Research Society has a phone line that you can call if you wish to confirm our
credentials. The number is 1300 364 830 or you can email them on amsrs@amsrs.com.au.
As a market & social research organisation, we are exempt from the Do Not Call Register. We are not trying to sell or
market anything to you and your decision to participate in this survey is voluntary.
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SCREENER
S1.

Firstly, can I just confirm that you own at
least one residential rental property in
Victoria that is not a caravan or moveable
home?
INTERVIEWER NOTE: Only private
landlords (property owners) qualify.
Close if respondent is manager of social
or other housing, or owner/manager of
caravan/residential park.
Caravans/moveable homes do not qualify
as residential rental properties.

 1

Yes
No

(CLOSE)

 2

SINGLE RESPONSE
DO NOT READ
TERMINATION SCRIPT
‘Thank you for your time but we are currently only looking to survey landlords who currently own residential rental
properties in Victoria.’
SECTION 1: EXPERIENCE AS A LANDLORD
Firstly, we’d like to ask you a few questions about your experience as a landlord.
Q1.

How long have you been a landlord of
residential rental properties in Victoria?

Less than one year

 1

One to two years

 2

Three to four years

 3

Five to seven years

 4

Eight to ten years

 5

More than ten years

 6

One

 1

Two

 2

SINGLE RESPONSE
DO NOT READ OUT

Three

 3

Four

 4

INTERVIEWER NOTE: If property is a
rooming house (i.e. a building in which
rooms are rented out individually) – do
not record individual rooms as separate
rental properties

Five

 5

Six or more

 6

Do you currently use a property manager
(real estate agent) to manage [IF Q2=1 ‘your
residential rental property in Victoria?’ IF
Q2≠1 ‘any of your residential rental
properties in Victoria?’]

IF Q2=1

SINGLE RESPONSE
READ OUT IF REQUIRED

Q2.

Q3.

How many residential rental properties do
you currently own in Victoria?

Yes

 1

No

 3

IF Q2≠1
SINGLE RESPONSE
READ OUT IF REQUIRED

Yes, for all properties

 1

Yes, for some properties

 2

No

 3
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Throughout the rest of the survey, when we ask about your rental property, please answer based on the
residential property that you own in Victoria only.

Q4.

When was the last time you went through
the process of ending a tenancy for [IF
Q2=1 ‘your rental property’ IF Q2≠1: ‘any of
your rental properties’] – either initiated by
you or by the tenants?
SINGLE RESPONSE
READ OUT IF REQUIRED

In the last 6 months

 1

More than 6 months but less than 1 year ago

 2

1-2 years ago

 3

3-5 years ago

 4

More than 5 years ago

 5

Have not been through end of tenancy process

 6

Can’t recall

 7

SECTION 2: PROPERTY DETAILS
IF Q2≠1 AND Q4=1-5: We understand you own more than one rental property in Victoria. For the next few
questions we’d like you to only think about the property where you most recently went through the process of
ending a tenancy – either initiated by you or by the tenants.
IF Q2≠1 AND Q4=6 OR 7: We understand you own more than one rental property in Victoria. For the next few
questions we’d like you to only think about the property you most recently acquired.
IF Q2=1 say ‘your’ instead of ‘this’
Q6.

What is the postcode for this rental property?
ENTER POSTCODE

Q7.

What type of property is this? It is a…?
SINGLE RESPONSE
READ OUT

House

 1

Townhouse

 2

Unit, flat or apartment

 3

Rooming house (i.e. a building in which rooms are rented out
individually and common facilities such as kitchen and laundry are
shared)
 4

Q8.

What is the approximate weekly rent that the
tenant pays for this property?
SINGLE RESPONSE
READ OUT IF REQUIRED

Q9.

Which of the following best describes the
exterior of this property?
SINGLE RESPONSE
READ OUT

Other (please specify)

 5

Under $300 per week

 1

$301-$400 per week

 2

$401-$550 per week

 3

$551-$700 per week

 4

$700+ per week

 5

Modern exterior in good condition

 1

Modern exterior that needs work

 2

Older exterior in good condition

 3

Older exterior that needs work

 4
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Q10.

Q11.

Which of the following best describes the
interior of this property?

Modern interior in good condition

 1

Modern interior that needs work

 2

SINGLE RESPONSE
READ OUT

Older interior in good condition

 3

Older interior that needs work

 4

Do you currently have tenants in this
property?

Yes

Ask Q12 and Q13  1

No

Go to Q14  2

SINGLE RESPONSE
DO NOT READ
IF Q7=4 GO TO Q14
Q12.

How long have the current tenants been
renting this property?
SINGLE RESPONSE
READ OUT IF REQUIRED

Q13.

Are the current tenants on…?
SINGLE RESPONSE
READ OUT

Less than 6 months

 1

6 to less than 12 months

 2

12 months

 3

18 months

 4

2 years

 5

3-5 years

 6

More than 5 years

 7

Don’t know

 8

A 6 month fixed term lease

 1

A 12 month fixed term lease

 2

A fixed term lease (longer than 12 months)

 3

A month to month arrangement

 4

Other (please specify)

 5

Don’t know

 6

Less than 6 months

 1

6 to less than 12 months

 2

12 months

 3

18 months

 4

2 years

 5

3-5 years

 6

More than 5 years

 7

Don’t know

 8

ASK Q14 IF Q4=1-5; OTHERS GO TO Q22
Q14.

IF Q7≠4: Thinking about your previous
tenants, how long did they rent this
property?
IF Q7=4: Thinking about the most recent
tenants to leave, how long did they rent the
room?
SINGLE RESPONSE
READ OUT IF REQUIRED

Q15.

IF Q7≠4: Was the previous tenancy ended
by the tenants or by you?
IF Q7=4: Thinking about the most recent
tenants to leave, was the tenancy ended by
the tenants or by you?

Tenants

Go to Q19  1

Landlord

Ask Q16  2

Don’t know

SINGLE RESPONSE
DO NOT READ OUT
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Go to Q19  3

Q16.

What was the reason you provided to
tenants for ending the tenancy?

You and/or family member were moving into the property  1

SINGLE RESPONSE
READ OUT IF REQUIRED

Property was to be sold

 2

Property was to be renovated/demolished

 3

Property was to be used for another purpose

 4

End of fixed term lease

 5

Tenant evicted for rent arrears

 6

Tenant evicted for other reasons

 7

No specified reason

Ask Q17 and Q18  8
 9

Other (please specify)
Don’t know
Q17.

What were the circumstances that led you to
end the tenancy with ‘no specified reason’?
MULTIPLE RESPONSE
DO NOT READ OUT

 10

Wanted to increase the rent with new tenants

 1

Tenants frequently paid rent late

 2

Relationship with tenant became problematic

 3

Tenants caused damage to the property

 4

Tenants made frequent requests for maintenance and repairs 5

Q18.

If you did not have the option to give notice
for ‘no specified reason’, what would you
have done in this situation?

Tenants behaviour was problematic

 6

There was a dispute with the tenant

 7

Other (please specify)

 8

Don’t know

 9

Wait for tenants to leave on their own accord

 1

Try to encourage or negotiate with tenants to leave

 2

Specified another reason permitted in the legislation (e.g. selling,
renovating, moving back into property)
 3

SINGLE RESPONSE
DO NOT READ

Other (specify)

 4

Don’t know

 5

SECTION 3: TERMINATIONS
ASK Q19 IF Q4=1-5 AND Q16≠8; OTHERS GO TO Q22
Q19.

Currently the residential tenancy laws allow
landlords to end a tenancy by issuing a
notice to vacate without specifying a reason
to the tenant.

Yes

Continue  1

No

Go to Q22  2

Don’t know

Go to Q22  3

Thinking about all of your tenancies, have
you ever ended a tenancy, with no specified
reason given to the tenants?
SINGLE RESPONSE
DO NOT READ
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Q20.

What were the circumstances that led you to
end the tenancy with ‘no specified reason’?
MULTIPLE RESPONSE
DO NOT READ OUT

You wanted to increase the rent with new tenants

 1

Tenants frequently paid rent late

 2

Relationship with tenant became problematic

 3

Tenants caused damage to the property

 4

Tenants made frequent requests for maintenance and repairs 5

Q21.

If you did not have the option to give notice
for ‘no specified reason’, what would you
have done in this situation?
SINGLE RESPONSE
DO NOT READ

Q22.

Currently the residential tenancy laws
require landlords to give tenants a minimum
of 90 days (3 months) notice before the end
of the lease if they want to end a fixed term
lease of 6 months or more with no
specified reason provided to the tenant.
In your opinion, is this timeframe
reasonable?
INTERVIEWER PROMPT: If no say ‘Do you
think it should be shorter (less than 90 days)
or longer (more than 90 days)?

Tenants behaviour was problematic

 6

There was a dispute with the tenant

 7

Other (please specify)

 8

Don’t know

 9

Wait for tenants to leave on their own accord

 1

Try to encourage or negotiate with tenants to leave

 2

Specified another reason permitted in the legislation (e.g. selling,
renovating, moving back into property)
 3
Other (specify)

 4

Don’t know

 5

Yes

 1

No, it should be shorter (less than 90 days)

 2

No, it should be longer (more than 90 days)

 3

Don’t know

 4

Yes

 1

No, it should be shorter (less than 120 days)

 2

No, it should be longer (more than 120 days)

 3

Don’t know

 4

SINGLE RESPONSE
DO NOT READ
Q23.

Currently the residential tenancy laws
require landlords to give tenants a minimum
of 120 days (4 months) notice if they want to
end a month-to-month arrangement with
no specified reason provided to the tenant.
In your opinion, is this timeframe
reasonable?
INTERVIEWER PROMPT: If no say ‘Do you
think it should be shorter (less than 120
days) or longer (more than 120 days)?
SINGLE RESPONSE
DO NOT READ
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SECTION 4: LEASE TERMS
Q24.

What is your usual lease term for a new
tenant?
SINGLE RESPONSE
READ OUT

6 months fixed-term

Ask Q25  1

12 months fixed-term

Ask Q25  2

More than 12 months fixed-term (specify length)Ask Q25  3
Go to Q27  4

Month-to-month

Ask Q25  5

Do not have a usual lease term
Q25.

Have you ever entered into a tenancy
arrangement with a new tenant that did not
involve a fixed-term lease? By this I mean a
month-to-month arrangement from the
outset.

Yes

 1

No

 2

SINGLE RESPONSE
DO NOT READ
Q26.

In the future, how likely would you be to
consider entering a tenancy arrangement
with a new tenant that did not involve a
fixed-term lease? Would you…?
SINGLE RESPONSE
READ OUT

Q27.

IF Q24≠4: Can you tell me the reasons why
you would offer a month to month lease to a
new tenant?
IF Q24=4: Can you tell me the reasons why
you usually offer a month-to-month
arrangement to a new tenant?
MULTIPLE RESPONSE
DO NOT READ OUT

Definitely consider

Ask Q27 then go to Q29  1

Probably consider

Ask Q27 then go to Q29  2

Probably not consider

Go to Q28  3

Definitely not consider

Go to Q28  4

Unsure

Go to Q29  5

Flexibility to ask a tenant to leave when required

 1

Opportunity to evaluate/assess the tenant before committing
to a longer lease term
 2
I am/family members are thinking about moving into the
property

 3

I am thinking about selling or renovating the property

 4

I am thinking about using the property for another purpose 5
Other (specify)

 6

No financial security

 1

Too much hassle to re-tenant frequently

 2

Costs involved with re-tenanting

 3

ASK Q28 IF Q24≠4; OTHERS GO TO Q29
Q28.

Can you tell me the reasons why you would
not offer a month to month lease to a new
tenant?
MULTIPLE RESPONSE
DO NOT READ OUT

Risk of property becoming run down if tenants move in and out
frequently
 4
Tenants interested in this arrangement might be problematic  5
Other (specify)
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 6

Q29.

How likely would you be to consider an
initial lease term of more than 12 months
with a new tenant? Would you…?
IF REQUIRED: By initial lease term we
mean a lease with a new tenant - not a
renewal with an exiting tenant.

Definitely consider

Go to Q31  1

Probably consider

Go to Q31  2

Probably not consider

Ask Q30  3

Definitely not consider

Ask Q30  4
Go to Q31  5

Unsure

SINGLE RESPONSE
READ OUT
Q30.

Why wouldn’t you consider an initial lease
term of more than 12 months?

May need/want to sell the property

 1

May need/want to move into the property

 2

Risk of problematic tenants

 3

Risk of property becoming run down

 4

Harder/less opportunity to increase rent

 5

Tenant is unknown to me/no experience with tenant

 6

Other (specify)

 7

How likely would you be to consider a lease
term of more than 12 months when
renewing a lease for an existing tenant?
Would you…?

Definitely consider

 1

Probably consider

 2

Probably not consider

 3

SINGLE RESPONSE
READ OUT

Definitely not consider

 4

Unsure

 5

SINGLE RESPONSE
DO NOT READ OUT

Q31.

IF Q29=3 OR 4 GO TO Q33
Q32.

For each of these four situations, would you consider a fixed-term lease of five years if…?
INTERVIEWER PROMPT: If yes (would consider) ask ‘In this situation would you consider the 5 year lease for a
new tenant, an existing tenant or both?
SINGLE RESPONSE
INTERVIEWER NOTE: New tenant means offering an initial lease of 5 years, existing tenant means
offering a 5 year lease when renewing a lease for a tenant already in the property

RANDOMISE

Yes for new
tenant

Yes for existing
tenant

Yes for both new
and existing
tenant

Would not
consider

1.

If you had experience with or knew the
tenant

 1

 2

 3

 4

1.

If the tenant has a good rental history

 1

 2

 3

 4

2.

In addition to rent, the tenant agrees to
pay for property expenses such as
property maintenance, body corporate
fees or rates

 1

 2

 3

 4

Eviction processes could ensure that a
problematic tenant could be evicted
before the end of the lease

 1

 2

 3

 4

3.
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SECTION 5: RENT INCREASES
Q33.

What factors influence your decision to
increase the rent amount?
MULTIPLE RESPONSE
DO NOT READ OUT

Q34.

In general, how often do you increase the
rent amount for the rental properties you
own?
SINGLE RESPONSE
READ OUT

Q35.

How do you decide by how much to increase
the rent?
MULTIPLE RESPONSE
DO NOT READ OUT

Rent prices/rent increases in the local area

1

Increase in your property costs (i.e. body corporate, insurance)
2
Spending on maintenance or repairs

3

Advice from property manager

4

Advice from accountant/tax advisor/financial advisor

5

Routine increase (e.g. every year)

6

Increase in mortgage repayments/borrowing costs/
interest rates

7

Advice from property manager

8

Other (specify)

9

Only at the start of new leases

1

Every 6 months

2

Every 12 months

3

Less frequently than every 12 months

4

Never

5

Go to Q36

Other (specify)

6

Unsure

7

Refer to Consumer Price Index (CPI)

1

Research rent amounts at other comparable properties
in the area

2

Seek advice from property manager

3

Seek advice from other landlords

4

Seek advice from accountant/tax advisor/ financial advisor  5
Add a standard amount each time (i.e. $5 or $10 per week
increase)
6
Other (specify)
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7

SECTION 6: PROPERTY CONDITION
Q36.

IF Q2=1: ‘Does your rental property have any of the following features?’
IF Q2≠1: ‘Do any of your rental properties have any of the following features? If yes, is that in all properties, or
only some properties?’
SINGLE RESPONSE PER STATEMENT

RANDOMISE

IF Q2=1 ‘Yes’
Q2≠1
‘Yes, in all
properties’

SHOW IF Q2≠1
Yes, in at least
one property

IF Q2=1 ‘No’
Q2≠1
‘Not in any
properties’

Don’t know

1.

Insulation in the roof and/or floor

 1

 2

 3

 4

2.

Draught proofing or weather-sealing on
windows and exterior doors

 1

 2

 3

 4

3.

Energy efficient heating

 1

 2

 3

 4

4.

Energy efficient cooling

 1

 2

 3

 4

5.

Energy efficient hot water system

 1

 2

 3

 4

6.

Water saving shower head and/or taps

 1

 2

 3

 4

7.

Safety and accessibility equipment such as
hand rails, non-slip tiles, seamless floors, ramps

 1

 2

 3

 4

SECTION 7: REPAIRS AND MAINTENANCE
Q37.

IF Q2≠1 AND Q4=1-5: Thinking again about
the property where you most recently went
through the process of ending a tenancy –
either initiated by you or by the tenants.
IF Q2≠1 AND Q4=6-7: Thinking again about
the property you most recently acquired.

Frequently

1

Occasionally

2

Rarely

3

Never

4

How often do you receive requests for
repairs and maintenance for this property?’
Would you say you receive requests…?
SINGLE RESPONSE
READ OUT
Q38.

Q39.

What factors influence your decision to
approve a non-urgent repair or maintenance
requested by tenants?
By non-urgent repairs or maintenance we
mean repairs to existing appliances, services
or fixtures, replacement of carpet or blinds,
dealing with pests, installation of
telecommunication lines etc.

Good tenant – want to encourage them to stay

MULTIPLE RESPONSE
DO NOT READ OUT

What factors would influence you to decline
a non-urgent repair or maintenance

 01

Long-term tenant (has been/will be around for a long time)  02
Want to maintain or improve standard of property

 03

End of financial year/taxation purposes

 04

It is a reasonable request

 05

I would want it done if I was living in the property

 06

Help attract new tenants in the future

 07

Will help justify future rent increase

 08

I have the funds/money available

 09

Other (specify)

 10

Don’t know

 11

Short term tenants/tenants likely to move out

 01
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requested by tenants?

MULTIPLE RESPONSE
DO NOT READ OUT

Tenants are causing damage to the property

 02

Tenants make frequent requests

 03

It is not a reasonable request

 04

The cost/investment required/my financial situation/
can’t afford it

 05

Timing/want to delay to a later time

 06

Property is already in poor condition/rundown

 07

Future plans to demolish or renovate property

 08

Tenants are problematic and need/want them to leave

 09

It will not add value or improve the standard of the property 10
Tenants challenged a recent rent increase

 11

Other (specify)

 12

Don’t know

 13

SECTION 8: PETS
Q40.

Do you allow pets such as dogs or cats at IF
Q2=1 ‘your rental property?’ IF Q2≠1 ‘any of
your rental properties?’

Yes, always

Go to Q43

1

Yes, sometimes / depends on type of pet

Ask Q41

1

No

Ask Q41

2

SINGLE RESPONSE
DO NOT READ OUT
Q41.

If you could charge tenants an additional pet
deposit, would you be more likely to consider
allowing pets such as dogs or cats at IF
Q2=1 ‘your rental property?’ IF Q2≠1 ‘any of
your rental properties?’

Yes, definitely

Ask Q42

1

Yes, maybe

Ask Q42

2

No

Go to Q43

3

SINGLE RESPONSE
READ OUT
Q42.

What would be a reasonable deposit amount
for allowing a tenant to have a pet such as a
dog or a cat?
SINGLE RESPONSE
READ OUT

1 week rent

1

2 weeks rent

2

3 weeks rent

3

4 weeks rent

4

Other (please specify)

5

Don’t know

6
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SECTION 9: PRIVACY AND OPEN FOR INSPECTION
Q43.

Have you ever sold a rental property that
was occupied with tenants during the sales
campaign?

Yes

Ask Q44

1

No

Go to Q45

2

SINGLE RESPONSE
DO NOT READ OUT
Q44.

Were the tenants offered any form of
compensation, such as a reduction in rent,
during the sale of the property?

Yes

1

No

2

Unsure

3

No more than one inspection per week

1

No more than two inspections per week

2

No more than three inspections per week

3

No more than four inspections per week

4

No more than five inspections per week

5

No more than six inspections per week

6

No more than seven inspections per week

7

Other (specify)

8

Don’t know

9

No more than one week

1

No more than two weeks

2

No more than three weeks

3

No more than four weeks

4

No more than five weeks

5

No more than six weeks

6

No more than seven weeks

7

Other (specify)

8

Don’t know

9

Yes

1

No

2

SINGLE RESPONSE
DO NOT READ OUT
Q45.

Considering your needs and the tenants
needs, how many times per week do you
think would be reasonable to hold
inspections during a sales campaign while
tenants occupy the property?
SINGLE RESPONSE
READ OUT IF REQUIRED

Q46.

And for how many weeks do you think it is
reasonable to hold inspections during a
sales campaign while tenants occupy the
property?
Again, considering your needs and the
tenants’ needs.
SINGLE RESPONSE
READ OUT IF REQUIRED

Q47.

Do you think it would be reasonable for
landlords to be required to provide tenants
some form of compensation, such as a
reduction in rent, if they are renting a
property during a sales campaign?
SINGLE RESPONSE
DO NOT READ OUT
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SECTION 10: DISPUTE RESOLUTION
Q48.

Have you ever been involved in a dispute
with a tenant that was initiated by the
tenant?

Yes

1

No

2

Yes

1

No

2

SINGLE RESPONSE
DO NOT READ OUT
Q49.

Have you ever been involved in a dispute
with a tenant that you initiated?
SINGLE RESPONSE
DO NOT READ OUT

PROGRAMMER NOTE: IF Q48=2 AND Q49=2, GO TO Q53

Q50.

Thinking about the last occasion when you
were involved in a dispute with a tenant was
this dispute initiated by you or by the tenant?

Initiated by you

1

Initiated by tenant

2

SINGLE RESPONSE
DO NOT READ OUT
Q51.

What was this most recent dispute related
to?
MULTIPLE RESPONSE
DO NOT READ OUT

Rent payment

 01

Rent increase

 02

Disagreement over bond return

 03

Tenant unhappy with timeliness of completing requested
repairs/maintenance
 04
Tenant unhappy with quality of repairs/maintenance undertaken
 05
Declined a request for repairs/maintenance as it was not
reasonable/required
 06
Utility bills

 07

Tenant conduct/behaviour

 08

Damage to the property/tenant contested responsibility for
damage to the property
 09
Unauthorised change of tenant(s) on the lease (i.e. share house
arrangements)
 10
Landlord relationship with tenant

 11

Other (specify)

 12
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Q52.

How was the dispute resolved?

Tenant did not pursue the matter

 01

MULTIPLE RESPONSE
DO NOT READ OUT

Reached an agreement with the tenant

 02

Inspection by Consumer Affairs Victoria

 03

Assistance from a conciliation service (CAV or other)

 04

Tenant moved out on their own accord

 05

Tenancy terminated with a notice to vacate

 06

NOTE: VCAT – VICTORIAN CIVIL AND
ADMINISTRATIVE TRIBUNAL

VCAT order to remedy behaviour or compensate the other party
 07

Q53.

If you were involved in a dispute with a
tenant, would you consider using a dispute
resolution mechanism that is less formal
than VCAT, such as mediation by an
independent mediator?

Eviction of tenant by VCAT order

 08

Other (specify)

 09

Issue still unresolved

 10

Yes, definitely

Go to Q55

1

Yes, maybe

Go to Q55

2

No

Ask Q54

3

SINGLE RESPONSE
READ OUT
NOTE: VCAT – VICTORIAN CIVIL AND
ADMINISTRATIVE TRIBUNAL
Q54.

Why wouldn’t you consider using a dispute
resolution mechanism such as mediation?
MULTIPLE RESPONSE
DO NOT READ OUT

Not worth the hassle or effort

1

Don’t have the time

2

Don’t know enough about the process

3

Don’t like confrontations

4

It is pointless as nothing good will come out of it for me

5

Other (specify)

6

14 | EY Sweeney
© 2015 Ernst & Young. All Rights Reserved. Liability limited by a scheme approved under Professional Standards Legislation

SECTION 11: OVERALL EXPERIENCE
Q55.

Overall, how satisfied or dissatisfied are you
with your experience as a landlord in
Victoria?
SINGLE RESPONSE
READ OUT

Q56.

Which of the following statements do you
agree with most?
SINGLE RESPONSE
READ OUT
RANDOMISE

Q57.

Why do you say that? (RECORD VERBATIM)

Q58.

In general, how often do you experience
problems with tenants in IF Q2=1 ‘your
rental property?’ IF Q2≠1 ‘any of your rental
properties?
SINGLE RESPONSE
READ OUT

Q59.

Extremely satisfied

1

Moderately satisfied

2

Somewhat satisfied

3

Neither satisfied nor dissatisfied

4

Somewhat dissatisfied

5

Moderately dissatisfied

6

Extremely dissatisfied

7

Rental laws in Victoria favour the tenant

Ask Q57  1

Rental laws in Victoria favour the landlord

Ask Q57  2

Rental laws in Victoria adequately balance the rights and
responsibilities of tenants and landlords
Go to Q58  3

Frequently

1

Occasionally

2

Rarely

3

Never

4

Are there any other comments you would like to make about your experience as a landlord in Victoria? (RECORD
VERBATIM)

INCLUDE OPTION FOR NONE

Q60.

In general, where do you get information and
advice about your rights and responsibilities
as a landlord?
MULTIPLE RESPONSE
DO NOT READ OUT

Real estate manager/property manager

1

Family, friends or other landlords

2

Consumer Affairs Victoria (CAV) website or call centre

3

VCAT website

4

Lawyer/solicitor

5

Accountant/tax advisor/financial advisor

6

Online forums/social media/other websites

7

Other (specify)

8

Don’t seek information or advice

9
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Q61.

Consumer Affairs Victoria (CAV) is Victoria’s consumer affairs regulator. Before today were you aware that CAV
provides the following services?
SINGLE RESPONSE PER STATEMENT
Aware

Not aware

1.

Information and advice to landlords about their rights and
responsibilities

 1

 2

2.

A free Smartphone App ‘Rent Right’ which provides information
and tools to help landlords manage their rental property

 1

 2

SECTION 12: CLASSIFICATION
Finally, a few questions about you to help us classify responses. Please note that this information will only be
used for profiling purposes and will be kept strictly confidential.
Q62.

Q63.

RECORD GENDER
DO NOT READ OUT QUESTION

Male

1

Female

2

Which of the following age groups do you fall
into?

18-24 years

 01

25-29 years

 02

30-34 years

 03

35-39 years

 04

40-44 years

 05

45-49 years

 06

50-54 years

 07

55-59 years

 08

60-64 years

 09

65-69 years

 10

70+ years

 11

SINGLE RESPONSE
READ OUT IF REQUIRED

Q64.

Do you speak a language other than English
at home?
IF YES: What other language do you speak?
SINGLE RESPONSE
DO NOT READ

No, English only

1

Yes, Mandarin

2

Yes, Cantonese

3

Yes, Vietnamese

4

Yes, Italian

5

Yes, Greek

6

Yes, Arabic

7

Yes, other (please specify)

8

16 | EY Sweeney
© 2015 Ernst & Young. All Rights Reserved. Liability limited by a scheme approved under Professional Standards Legislation

Q65.

Q66.

In which country or continent were you born?

Australia

 01

SINGLE RESPONSE
DO NOT READ

New Zealand

 02

UK or Ireland

 03

Pacific

 04

Europe

 05

South-East Asia

 06

North-East Asia

 07

Southern and Central Asia

 08

North America

 09

South America

 10

Africa

 11

Middle East

 12

Other (Please specify)

 13

Do you identify as Aboriginal or Torres Strait
Islander origin?
SINGLE RESPONSE
DO NOT READ

Q67.

As part of the review of the Residential
Tenancies Act 1997, Consumer Affairs
Victoria may be undertaking further research
at a later date. Would you be interested in
participating in this research?

Yes

1

No

2

Prefer not to say

3

Yes

Ask Q71

1

No

End survey

2

SINGLE RESPONSE
DO NOT READ
Q68.

Thank you. I just need to confirm your contact details to pass onto Consumer Affairs Victoria. Please be assured
you will only be contacted by Consumer Affairs Victoria in relation to further research for the review of the
Residential Tenancies Act 1997.

Confirm phone number from sample: ‘Is this the best phone number for CAV to re-contact you on?’
Collect email address: ‘Would you prefer CAV to contact you via email? If yes, what is your email address?’
INTERVIEWER NOTE: CONFIRM SPELLING OF EMAIL ADDRESS

THAT IS THE END OF THE SURVEY – THANK YOU
The study has been conducted on behalf of Consumer Affairs Victoria. If you would like to make a submission to the
Review of the Residential Tenancies Act you can do so via the Fairer Safer Housing website. Would you like me to give
to you the website? (fairersaferhousing.vic.gov.au)
As a market research company, we comply with the requirements of the Privacy Act. The information you have provided
will be used only for market research purposes.
Should you need to contact us please call us on 1800 35 77 39.
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Residential Tenancy Act Review –Property Managers
Study No.

25464

Client

Consumer Affairs Victoria

Version

Version 2, 15th January 2016

Research Consultant

Sarah San, Rebecca Lowery, Belinda Rogerson

INTRODUCTION
Good morning/afternoon/evening. My name is (… … … … … …) from EY Sweeney. We are conducting a survey on
behalf of Consumer Affairs Victoria with property managers who have lodged bonds with the Residential Tenancies Bond
Authority (RTBA). The data collected will inform a review of the Residential Tenancies Act 1997 being conducted by
Consumer Affairs Victoria. Your phone number has been provided to us by Consumer Affairs Victoria for the purpose of
conducting this survey. The survey will take no more than 10 minutes and is completely confidential and anonymous.
Would you like to participate in the survey? (IF NOT NOW, ARRANGE CALL BACK OR THANK AND CLOSE).
This call will be monitored for quality control purposes.

IF ASKED WHY WE ARE DOING THIS RESEARCH, INFORM RESPONDENT THAT:
The Victorian Government is reviewing the Residential Tenancies Act 1997. The comprehensive review being conducted
by Consumer Affairs Victoria will consider the balance of rights and responsibilities of tenants and landlords across all
forms of rental accommodation now and in the future.
The purpose of the survey is to better understand the behaviours and preferences of Victorian landlords and tenants. By
completing this survey you will make a valuable contribution to the review and help to improve the operation of the rental
laws in Victoria.

IF ASKED HOW WE GOT THEIR DETAILS:
Your contact details have been provided to us by Consumer Affairs Victoria and will only be used for the purposes of this
research study.

IF ASKED TO VERIFY AUTHENTICITY OF RESEARCH/EY SWEENEY:
The Australian Market and Social Research Society has a phone line that you can call if you wish to confirm our
credentials. The number is 1300 364 830 or you can email them on amsrs@amsrs.com.au.
As a market & social research organisation, we are exempt from the Do Not Call Register. We are not trying to sell or
market anything to you and your decision to participate in this survey is voluntary.
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SCREENER
S1.

Firstly, can I just confirm that you currently
manage residential rental properties in
Victoria on behalf of property owners?

 1

Yes
No

(CLOSE)

 2

SINGLE RESPONSE
DO NOT READ
TERMINATION SCRIPT
‘Thank you for your time but we are currently only looking to survey property managers who currently manage residential
rental properties in Victoria.’
SECTION 1: EXPERIENCE AS A PROPERTY MANAGER
READOUT: We’d like to ask you a few questions about your experience as a property manager
Q1.

How long have you been a property
manager of residential rental properties in
Victoria?
SINGLE RESPONSE
READ OUT IF REQUIRED

Q2.

Approximately how many Victorian
residential rental properties does your
agency manage?
SINGLE RESPONSE
READ OUT IF REQUIRED

Q3.

Do you mainly manage residential
rental properties in Melbourne or other
areas in Victoria?

Less than one year

 1

One to two years

 2

Three to four years

 3

Five to seven years

 4

Eight to ten years

 5

More than ten years

 6

Less than 200

 1

200 to less than 500

 2

500 to less than 1,000

 3

1,000 to less than 3,000

 4

More than 3,000

 5

Don’t know

 6

Melbourne

 1

Other areas in Victoria

 2

Both

 3

SINGLE RESPONSE
DO NOT READ OUT

SECTION 2: LEASE TERMS
READOUT: Now a few questions about lease terms.
Q4.

In your experience managing rental
properties, how often do property owners
enter into a lease term longer than 12
months with new tenants? Would you say
this happens…?
SINGLE RESPONSE
READ OUT

Frequently

 1

Occasionally

 2

Rarely

 3

Never

 4

Don’t know (Do not read out)

 5
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Q5.

Under what circumstances would you
support a lease term longer than 12
months for new tenants?
MULTIPLE RESPONSE
DO NOT READ OUT

If the landlord requested it

Go to Q7  1

If tenants requested it

Go to Q7  2

If tenants had good rental history

Go to Q7  3

If there was a high vacancy rate in the area

Go to Q7  4

If the property had been vacant for a long time Go to Q7  5
If you thought it would help to attract long-term
tenants
Go to Q7  6
Other (specify)

Go to Q7  7

Would not propose a lease term longer than 12 months
for new tenants
Ask Q6  8
Q6.

What are the reasons why you wouldn’t
support a lease term of longer than 12
months for new tenants?
MULTIPLE RESPONSE
DO NOT READ OUT

Landlords’ situations often change

 1

Risk of problematic tenants to manage

 2

Properties more likely to become run down and require more
repairs
 3
More flexibility for rent increases at the end of each 12 month
lease
 4
No opportunity for re-letting fees at the end of each 12 month
lease
 5

Q7.

Q8.

Standard industry practice

 6

Other (specify)

 7

Don’t know

 8

And in your experience, how often do
property owners enter into a lease term of
longer than 12 months with existing or
established tenants? Would you say this
happens…?
SINGLE RESPONSE
READ OUT

Frequently

 1

Occasionally

 2

Rarely

 3

Never

 4

Don’t know (Do not read out)

 5

How often do property owners enter into
periodic or month-to-month agreements
with new tenants from the start, that is, with
no initial fixed term agreement? Would you
say this happens…?

Frequently

 1

Occasionally

 2

Rarely

 3

Never

 4

Don’t know (Do not read out)

 5

SINGLE RESPONSE
READ OUT
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SECTION 3: RENT INCREASES
READ OUT: Now a few questions about rent increases.
Q9.

In general, what factors usually drive rent
reviews for the properties you manage?

Request by property owner

1

Rent prices/rent increases in the local area

2

To reflect increase in property management costs

3

Owner’s spending on maintenance or repairs

4

Company procedure/directive

5

To remove problematic tenants

6

Other (specify)

7

If you are recommending a rent increase,
how do you generally decide how much the
increase should be?

Refer to Consumer Price Index (CPI)

1

Research rent amounts at other comparable properties
in the area

2

MULTIPLE RESPONSE
DO NOT READ OUT

Follow company procedure/directive

3

MULTIPLE RESPONSE
DO NOT READ OUT

Q10.

Q11.

Add a standard amount each time (i.e. $5 or $10 per week
increase)
4

Thinking in general about the properties you
manage, how often do rent increases occur?
SINGLE RESPONSE
DO NOT READ OUT UNLESS REQUIRED

Follow property owner request

5

Other (specify)

6

Only at the start of new tenancy agreements

1

Every 6 months

2

Every 12 months

3

Less frequently

4

There is too much variation to generalise

5

Other (specify)

6

SECTION 4: RENTAL BIDDING
READ OUT:

Q12.

Q13.

The next few questions are concerning your experience and opinion of rental bidding, that is,
when tenants offer a higher amount of rent than the advertised rent amount or offer to pay more
rent in advance.

In your experience, how often do tenants
offer a higher amount of rent than is
advertised or offer to pay more rent in
advance? Would you say it happens…?

Frequently

 1

Occasionally

 2

Rarely

 3

SINGLE RESPONSE
READ OUT

Never

 4

Don’t know (Do not read out)

 5

In your opinion, does offering a higher
amount of rent or offering to pay more rent in
advance help tenants secure rental
properties?

Yes, always

 1

Yes, sometimes

 2

No

 3

Don’t know (Do not read out)

 4

SINGLE RESPONSE
READ OUT
4 | EY Sweeney

© 2015 Ernst & Young. All Rights Reserved. Liability limited by a scheme approved under Professional Standards Legislation

SECTION 5: TERMINATIONS
READ OUT:
Q14.

Q15.

Now a couple of questions about ending tenancy arrangements.

When issuing a notice to vacate, one of the
grounds available to property owners is for
‘no specified reason’. How often, at the
request of property owners, do you issue
notices to vacate using the ‘no specified
reason’ grounds? Does this happen…?
SINGLE RESPONSE
READ OUT

Frequently

 1

Occasionally

 2

Rarely

 3

Never

 4

Don’t know (Do not read out)

 5

In your experience, what circumstances
generally lead property owners to use the
‘no specified reason’ grounds on the notice
to vacate?

They want to increase the rent with new tenants

 1

Tenants frequently pay rent late

 2

Relationship with tenant has become problematic

 3

MULTIPLE RESPONSE
DO NOT READ OUT

Tenants causing damage to the property

 4

Tenants making frequent requests for maintenance and
repairs

 5

Tenants behaviour problematic

 6

There was a dispute with the tenant

 7

They want to take the property off the rental market

 8

Other (please specify)

 9

SECTION 6: REPAIRS AND MAINTENANCE
READ OUT:
Q16.

Q17.

The next couple of questions are about the repairs and maintenance provisions of the Residential
Tenancies Act.

Do you believe any changes need to be
made to the Residential Tenancy Act in
relation to repairs and maintenance?
SINGLE RESPONSE
DO NOT READ OUT

Yes

Ask Q17

1

No

Go to Q18

2

Don’t know

Go to Q18

3

What changes do you think need to be made? (RECORD VERBATIM)
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SECTION 7: RENTAL PROPERTIES AND SALES CAMPAIGNS
READ OUT:
Q18.

We’d now like to ask a couple of questions about managing rental properties during sales
campaigns.

Have you ever managed a rental property
that was being sold while occupied with
tenants?

Yes

Ask Q19

1

No

Go to Q20

2

Don’t know

Go to Q20

3

SINGLE RESPONSE
DO NOT READ OUT
Q19.

As a property manager, do you experience
issues with any of the following when a
rental property occupied with tenants is
being sold?

Negotiating with tenants to get access to the property for
inspections and sales-related visits
 01

MULTIPLE RESPONSE
READ OUT

Dealing with property owners about access to the property for
inspections and sales-related visits
 03

Dealing with sales agents about access the property for
inspections and sales-related visits
 02

Dealing with complaints from tenants

 04

Dealing with tenants concerns about privacy

 05

Managing requests from property owners to ensure a high
standard of presentation of the property for inspections and salesrelated visits
 06

Q20.

Do you think it would be reasonable for
landlords to be required to provide tenants
some form of compensation, such as a
reduction in rent, if they are renting a
property during a sales campaign?

Managing requests from tenants for compensation

 07

Sale of property taking longer than anticipated

 08

Tenants wanting to end the lease

 09

Other (specify)

 10

Don’t know

 11

None

 12

Yes

1

No

2

SINGLE RESPONSE
DO NOT READ OUT
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SECTION 8: DISPUTE RESOLUTION
READ OUT:
Q21.

The next section is about disputes between landlords and tenants.

Do you think a dispute resolution mechanism
that is less formal than VCAT, such as
independent mediation would help to resolve
disputes between landlords and tenants?
SINGLE RESPONSE
READ OUT
NOTE: VCAT – VICTORIAN CIVIL AND
ADMINISTRATIVE TRIBUNAL

Q22.

Why don’t you think a dispute resolution
mechanism such as independent mediation
would be helpful?
MULTIPLE RESPONSE
DO NOT READ OUT

Yes, definitely

Go to Q23

1

Yes, maybe

Go to Q23

2

No

Ask Q22

3

Don’t know (Do not read out)

 4

Not worth the hassle or effort

1

It would cause delays

2

It is easy to go straight to VCAT for a possession order

3

They would not be able to provide a final binding decision  4
Don’t know enough about the process

5

Other (specify)

6

Don’t know

7

SECTION 9: OVERALL EXPERIENCE
Finally, a few questions about residential tenancy laws overall.
Q23.

Which of the following statements do you
agree with most?
SINGLE RESPONSE
READ OUT
RANDOMISE

Rental laws in Victoria favour the tenant

Ask Q24  1

Rental laws in Victoria favour the landlord

Ask Q24  2

Rental laws in Victoria adequately balance the rights and
responsibilities of tenants and landlords
Go to Q25 3

Q24.

Why do you say that? (RECORD VERBATIM)

Q25.

Are there any other comments you would like to make about the residential tenancies laws in Victoria?
(RECORD VERBATIM)

INCLUDE OPTION FOR NONE
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Q26.

In general, where do you get information
about the rights and responsibilities of
tenants and landlords?
MULTIPLE RESPONSE
DO NOT READ OUT

Q27.

On the job experience

1

From colleagues / manager / other agents

2

Formal training from employer

3

Directly from the Residential Tenancies Act

4

Consumer Affairs Victoria (CAV) website or call centre

5

VCAT website

6

REIV (Real Estate Institute of Victoria)

7

Other (specify)

8

Consumer Affairs Victoria (CAV) is Victoria’s consumer affairs regulator. Before today were you aware that CAV
provides the following services?
SINGLE RESPONSE PER STATEMENT
Aware

Not aware

1.

Information and advice to landlords and property managers about
the residential tenancies laws

 1

 2

2.

Conciliation services to tenants to help resolve disputes with
landlords

 1

 2

THAT IS THE END OF THE SURVEY – THANK YOU
The study has been conducted on behalf of Consumer Affairs Victoria. If you would like more information about the
Review of the Residential Tenancies Act you can do so via the Fairer Safer Housing website. Would you like me to give
to you the website? (fairersaferhousing.vic.gov.au)
As a market research company, we comply with the requirements of the Privacy Act. The information you have provided
will be used only for market research purposes.
Should you need to contact us please call us on 1800 35 77 39.

8 | EY Sweeney
© 2015 Ernst & Young. All Rights Reserved. Liability limited by a scheme approved under Professional Standards Legislation

Experiences in the Victorian rental market – have your say.
The Victorian Government is moving to better protect renters and landlords by reviewing the Residential
Tenancies Act 1997.
A comprehensive review being conducted by Consumer Affairs Victoria (CAV) will consider how rental laws
can best balance the rights and responsibilities of tenants and landlords across all forms of rental
accommodation now and in the future.
Further information about the review can be found at fairersaferhousing.vic.gov.au

This is your chance to have your say about the rental laws in Victoria.
EY Sweeney has been commissioned by CAV to conduct a survey with Victorians who reside in caravans, cabins
and moveable homes at caravan parks and residential parks.
The purpose of the survey is to better understand the experiences, expectations, and preferences of Victorian parks
residents. By completing this survey you will make a valuable contribution to the review and help to make sure the
rights of Victorian parks residents are considered.
The survey will take about 15 minutes to complete.
This survey is completely confidential and anonymous. The data obtained will only be provided to CAV in
summary form.
PLEASE RETURN THE COMPLETED SURVEY TO EY SWEENEY IN THE REPLY PAID ENVELOPE PROVIDED

Throughout the survey we refer to the ‘park manager’. By this we mean the person who owns,
manages or operates the park, who may also be known as the ‘park owner’ or ‘park operator’.
Firstly, a few questions about your current living arrangements…
Q1

Do you currently live in…?
Please tick one box only

Q2

A moveable home you own

1

A moveable home you rent

2

Less than 12 months

1

1 year

2

2 years

3

More than 2 years

4

What is the postcode of the town or suburb where
the residential park is located?
Please write in your postcode

Q3

How long have you been living in this residential
park?
Please tick one box only
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Q4

Less than 12 months

1

1-2 years

2

3-5 years

3

6-10 years

4

More than 10 years

5

Which of the following best describe why you chose
to live in park accommodation over other types of
housing?

Cost/affordability

1

Flexibility

2

Please tick all boxes that apply

Location

3

Convenience

4

The park community

5

Other types of accommodation not available

6

Suits my current work arrangements

7

Family and/or friends also live in park accommodation

8

Other (please write in below)

9

And how long have you been living in park
accommodation?
Please tick one box only

Q5

Q6

Approximately how much do you pay per week in
rent and/or site fees?
Please write in amount

$

. 0
0

The next few questions are about site agreements…
Q7

Do you have a fixed term site agreement?
Please tick one box only

Q8

How long is the fixed term site agreement?
Please tick one box only

Q9

Are you satisfied with the length of your fixed term
site agreement?
Please tick one box only

0
0

Yes

Continue

1

No

Go to Q12

2

Don’t know

Go to Q12

3

Less than 5 years

1

5 years

2

6-7 years

3

8-9 years

4

10 years or more

5

Yes, satisfied with length of current fixed term site agreement

1

No – would have preferred a shorter fixed term site agreement

2

No – would have preferred a longer fixed term site agreement

3

No – would have preferred a non-fixed term agreement
(e.g. month-to-month)
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4

Q10

Did you negotiate the length of the fixed term site
agreement?
Please tick one box only

Q11

Does the site agreement include an option to
extend for further term/s?
Please tick one box only

Yes

1

No

2

Don’t know

3

Yes

1

No

2

Don’t know

3

In this section we refer to the ‘site’ you occupy. By this we mean the foundations and any
surrounding land on the site not the dwelling or internal fittings in the home.
Q12

Did you pay a bond when you first occupied the
site?
Please tick one box only

Q13

Did you receive a condition report when you first
occupied the site?
Please tick one box only

Q14

Thinking about the condition report you received
when you first occupied the site, was there any
information missing from the report that you thought
should have been included?

Yes

1

No

2

Don’t know

3

Yes

Continue

1

No

Go to Q15

2

Don’t know

Go to Q15

3

Yes

Please describe below

1

Please tick one box only

Q15

How important do you think it is that residents
receive a condition report of the site?
Please tick one box only

Q16

Q17

No

2

Don’t know

3

Very important

1

Somewhat important

2

Not important

3

Unsure

4

Does your site agreement specify who is
responsible for repairs and maintenance to your
site?

Yes

Continue

1

No

Go to Q18

2

Please tick one box only

Don’t know

Go to Q18

3

Who is responsible for repairs and maintenance to
your site?

Park manager

1

Myself (the resident)

2

Don’t know

3

Please tick one box only
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Now a few questions about utilities…
Q18

Did you receive a written statement of fees and
charges when you moved in?
Please tick one box only

Q19

Did this statement describe how utility charges
(electricity, gas, water) would be calculated?
Please tick one box only

Q20

Is your site separately metered for utility usage
(electricity, gas, water)?
Please tick one box only

Q21

Do you receive an itemised account for utility
charges (electricity, gas, water)?
Please tick one box only

Q22

Would you like to receive an itemised account for
utility charges (electricity, gas, water)?
Please tick one box only

Yes

Continue

1

No

Go to Q20

2

Don’t know

Go to Q20

3

Yes

1

No

2

Don’t know

3

Yes

1

No

2

Don’t know

3

Yes

Go to Q23

1

No

Continue

2

Don’t know

Go to Q23

3

Yes

1

No

2

Don’t know

3

The next section is about park rules and resident committees…
Q23

Does the park have a set of park rules?
Please tick one box only

Q24

Q25

Yes

Continue

1

No

Go to Q27

2

Don’t know

Go to Q27

3

Are the park rules enforced by…?

The park manager

1

Please tick one box only

Residents

2

Both the park manager and residents

3

Park rules are not enforced

4

Don’t know

5

During your time living at the park, has there been
any discussion/consultation with residents about
park rules?

Yes

1

No

2

Please tick one box only

Don’t know

3
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Q26

As far as you are aware, have there been any
disputes about the park rules – either amongst
residents or with the park manager?

Yes

1

Please describe below

Please tick one box only

Q27

Does the park have a residents’ committee?
Please tick one box only

Q28

As far as you are aware, have there been any
disputes between the resident’s committee and the
park manager?

No

2

Don’t know

3

Yes

Continue

1

No

Go to Q30

2

Don’t know

Go to Q30

3

Yes Please describe below

1

No

2

Don’t know

3

Yes

1

No

2

Don’t know

3

Please tick one box only

Q29

In your opinion, should there be laws to set out how
a residents’ committee should operate?
Please tick one box only

Now a few questions about disputes…
Q30

Have you ever personally been involved in a dispute with the park manager about any of the following?
Please tick one box for each row
YES

NO

1

2

1.

Ending a fixed-term site agreement



2.

Transfer of your site agreement to another person

1

2

3.

Park rules

1

2

4.

Rent or site fees

1

2

5.

Utility charges

1

2

6.

Condition of the site

1

2

7.

Other Please write in your answer below

1

2

Q31

In general, have you been able to resolve disputes
with the park manager?
Please tick one box only

Yes

1

No

2

Not applicable/have not been involved in a dispute

3
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The next few questions are about the purchase of your moveable home…
Q32

Who did you purchase your moveable home from?
Please tick one box only

Q33

Q34

Go to Q36

1

Private seller (previous owner)

Go to Q36

2

Park manager (e.g. package with site rental)

Continue

3

I am renting a moveable home

Go to Q36

4

Were you provided with an independent valuation of
the dwelling structure (not including site
fees/charges, or the value of the land)?

Yes

Continue

1

No

Go to Q35

2

Please tick one box only

Don’t know

Go to Q35

3

How important was the valuation in deciding
whether to purchase the moveable home?

Very important

1

Somewhat important

2

Not important

3

Unsure

4

Yes

1

No

2

Don’t know

3

Please tick one box only

Q35

Independent retailer/supplier

In your opinion, when a park manager is selling a
moveable home to a prospective resident, should
they be required by law to provide an independent
valuation of the home structure (not including site
fees/charges, or the value of the land)?
Please tick one box only

We would now like to ask you about the laws that apply to residential parks. CAV is interested in
your opinion about these issues. The next few questions relate to the sale of moveable homes...
Q36

The law allows a resident to enter into an
agreement with the park manager for the sale of
their moveable home. This involves a commission
that the park manager can charge when they sell
the home.

Yes

Continue

1

No

Go to Q38

2

Don’t know

Go to Q38

3

Please tick one box only

Not applicable (renting)

Go to Q43

4

Do you know how the commission charged by the
park manager would be calculated?

Yes

1

No

2

Don’t know

3

Definitely would

1

Probably would

2

Probably wouldn’t

3

Definitely wouldn’t

4

Unsure

5

Is the sale of your moveable home addressed in
your site agreement?

Q37

Please tick one box only

Q38

If you wanted to sell your moveable home, how
likely would you be to enter into an agreement with
the park manager to allow them to sell your
moveable home on your behalf?
Please tick one box only
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Q39

In your opinion, should the law stipulate how much
commission the park manager can charge for
selling a moveable home?

Yes

1

No

2

Please tick one box only

Don’t know

3

The next few questions are about exit fees…
Q40

Park managers can charge a resident fee when
they vacate the park or when they sell their
moveable home. These fees are called ‘deferred
management fees’ or ‘exit fees’.
As far as you are aware, will you be charged any
deferred management fees or exit fees if you vacate
the park or sell your moveable home?

Yes

Continue

1

No

Go to Q42

2

Don’t know

Go to Q42

3

Please tick one box only
Q41

Yes

1

No

2

Don’t know

3

In your opinion, should the law stipulate the
maximum amount of deferred management fees or
exit fees a park manager can charge?

Yes

1

No

2

Please tick one box only

Don’t know

3

Do you know how much the deferred management
fees or exit fees will be?
Please tick one box only

Q42

Now a few questions about the length of fixed term agreements…
Q43

In your opinion, should a minimum fixed term apply
to all new site agreements?
Please tick one box only

Q44

How long should the minimum fixed term for a new
site agreement be?
Please tick one box only

Q45

Yes

Continue

1

No

Go to Q45

2

Don’t know

Go to Q45

3

1 year

1

2 years

2

3-4 years

3

5 years

4

6-7 years

5

8-9 years

6

10 years or more

7

Don’t know

8

In your opinion, should a minimum fixed term apply
when an existing resident is renewing their site
agreement?

Yes

Continue

1

No

Go to Q47

2

Please tick one box only

Don’t know

Go to Q47

3
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Q46

How long should the minimum fixed term for a site
renewal be?
Please tick one box only

1 year

1

2 years

2

3-4 years

3

5 years

4

6-7 years

5

8-9 years

6

10 years or more

7

Don’t know

8

The next few questions are about ending a site agreement…
Q47

If a resident wishes to transfer their site agreement
to someone else (e.g. when the resident wants to
move out of the park before the end of a fixed-term
agreement), the law currently requires the resident
to get the consent of the park manager.

If prospective residents do not have good residential or rental
references

1

If prospective residents are not of a similar age to other park
residents

2

In your opinion, which of the following situations
would be reasonable grounds for the park manager
to refuse the new residents?

If prospective residents have young children

3

It is reasonable for the park manager to use their own discretion
to decide

4

It is not reasonable for the park manager to refuse under any
circumstances

5

Don’t know

6

Please tick one box only

Q48

When a park manager wants a resident to leave the park they are required to give the resident a set period of notice. The set
period of notice depends on the circumstances around why the resident is being asked to leave.
In the following scenarios, do you think the required period of notice is about right, too short or too long?
Please tick one box for each row
ABOUT RIGHT

TOO SHORT
(should be longer)

TOO LONG
(should be shorter)

DON’T KNOW

1.

14 days’ notice to leave if the park
manager believes the site is being sub-let
without permission

1

2

3

4

2.

14 days’ notice to leave if the park
manager believes the site is being used
for illegal purposes

1

2

3

4

3.

14 days’ notice to leave if the park
manager believes the resident has not
complied with an order from VCAT (the
Tribunal)

1

2

3

4

365 days (1 year) notice to leave if there is
‘no specified reason’ for asking the
resident to vacate

1

2

3

4

4.

Now a few questions are about your overall experience as a park resident…
Q49

Overall, how satisfied or dissatisfied are you with
your experience as a park resident in Victoria?
Please tick one box only

Extremely satisfied

1

Moderately satisfied

2

Somewhat satisfied

3

Neither satisfied nor dissatisfied

4

Somewhat dissatisfied

5

Moderately dissatisfied

6

Extremely dissatisfied

7
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Q50

Which of the following statements do you agree with
most?
Please tick one box only

Rental laws in Victoria favour the resident

1

Rental laws in Victoria favour the park manager

2

Rental laws in Victoria adequately balance the rights and
responsibilities of residents and parks managers

3

Q51

Are there any other comments you would like to make about your experience as a park resident in Victoria?
Please write in your comments

Q52

In general, where do you get information and advice
about your rights and responsibilities when renting?
Please tick all boxes that apply

Park manager

 01

Family, friends or other residents

 02

Consumer Affairs Victoria (CAV) website or call centre

 03

Tenants Union of Victoria (TUV) website or call centre

 04

Booklet or documentation provided with rental agreement

 05

VCAT website

 06

Other tenant/community organisations

 07

Other

 08

Online forums, social media or other websites

 09

Don’t seek information or advice

 10

Finally, a few questions about you to help us classify responses. Please note that this information
will only be used for research purposes and will be kept strictly confidential.
Q53

Q54

Are you…? Please tick one box only

Male

1

Female

2

Other

3

Which of the following age groups do you fall into? Please tick one box only

18-24 years

 01

40-44 years

 05

60-64 years

 09

25-29 years

 02

45-49 years

 06

65-69 years

 10

30-34 years

 03

50-54 years

 07

70+ years

 11

35-39 years

 04

55-59 years

 08

Q55

Do you identify as Aboriginal or Torres Strait
Islander origin? Please tick one box only

Yes

1

No

2

Prefer not to say

3
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Q56

Q57

Q58

Prefer not to say

1

Up to $25,000

2

$25,001 to $50,000

3

$50,001 to $75,000

4

$75,001 to $100,000

5

$100,001 to $125,000

6

$125,001 to $150,000

7

More than $150,000

8

What is your main source of income?

Wages/salary

1

Please tick one box only

Age or disability pension

2

Other government payment/income support

3

Other

4

Prefer not to say

5

Yes

1

No

2

Prefer not to say

3

What, if any, government financial assistance do
you receive as an individual or household to help
with your renting costs?

None

1

Rent assistance

2

Please tick one box only

Bond loan

3

Other

4

Prefer not to say

5

Yes

1

No

2

Prefer not to say

3

What is your gross (before tax) annual personal
income? Please tick one box only

Do you hold a Pensioner Concession Card or a
Centrelink Health Care Card?
Please tick one box only

Q59

Q60

Do you have a disability or a chronic health
condition that limits your everyday activities?
Please tick one box only

That is the end of the survey – Thank You!
PLEASE RETURN THE COMPLETED SURVEY TO EY SWEENEY IN THE REPLY PAID ENVELOPE PROVIDED

The study has been conducted on behalf of Consumer Affairs Victoria (CAV).
More information about the Review of the Residential Tenancies Act can be found at
fairersaferhousing.vic.gov.au
As a market research company, we comply with the requirements of the Privacy Act. The information you have
provided will be used only for market research purposes. Should you need to contact EY Sweeney please call
us on 1800 35 77 39.
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Experiences in the Victorian rental market – have your say.
The Victorian Government is moving to better protect renters and landlords by reviewing the Residential
Tenancies Act 1997. A comprehensive review being conducted by Consumer Affairs Victoria (CAV) will
consider how rental laws can best balance the rights and responsibilities of tenants and landlords across all
forms of rental accommodation now and in the future.
Further information about the review can be found at fairersaferhousing.vic.gov.au

This is your chance to have your say about the rental laws in Victoria.
EY Sweeney has been commissioned by CAV to conduct a survey with Victorians who reside in caravans, cabins
and moveable homes at caravan parks and residential parks.
The purpose of the survey is to better understand the experiences, expectations, and preferences of Victorian parks
residents. By completing this survey you will make a valuable contribution to the review and help to make sure the
rights of Victorian parks residents are considered.
The survey will take about 15 minutes to complete.
This survey is completely confidential and anonymous. The data obtained will only be provided to CAV in
summary form.
PLEASE RETURN THE COMPLETED SURVEY TO EY SWEENEY IN THE REPLY PAID ENVELOPE PROVIDED

Throughout the survey we refer to the ‘park manager’ by this we mean the person who owns,
manages or operates the park, who may also be known as the ‘park owner’ or ‘park operator’.
Firstly, a few questions about your current living arrangements…
Q1

Do you currently live in…?
Please tick one box only

Q2

A caravan that you own

1

A caravan that you rent

2

A cabin that you rent

3

A cabin that you own

4

Less than 12 months

1

1 year

2

2 years

3

More than 2 years

4

What is the postcode of the town or suburb where
the caravan park is located?
Please write in your postcode

Q3

How long have you been living in this caravan park?
Please tick one box only
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Q4

Less than 12 months

1

1-2 years

2

3-5 years

3

6-10 years

4

More than 10 years

5

Which of the following best describe why you chose
to live in park accommodation over other types of
housing?

Cost/affordability

1

Flexibility

2

Please tick all boxes that apply

Location

3

Convenience

4

The park community

5

Other types of accommodation not available

6

Suits my current work arrangements

7

Family and/or friends also live in park accommodation

8

Other Please write in below

9

And how long have you been living in park
accommodation?
Please tick one box only

Q5

Q6

Approximately how much do you pay per week in
rent and/or site fees?
Please write in amount

Q7

Do you have a written agreement (such as a lease)
with the park manager?
Please tick one box only

Q8

Did you receive a condition report when you moved
in?
Please tick one box only

Q9

Which of the following were included in the
condition report?
Please tick all boxes that apply

Q10

Did you receive a written statement of fees and
charges when you moved in?
Please tick one box only

$

. 0
0

Yes

0
0

1

No

2

Don’t know

3

Yes

Continue

1

No

Go to Q10

2

Don’t know

Go to Q10

3

Condition of site (foundations and surrounding land)

1

Condition of caravan, cabin or moveable home (if applicable)

2

Don’t know

3

Yes

Continue

1

No

Go to Q12

2

Don’t know

Go to Q12

3
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Q11

Did this statement describe how utility charges
(electricity, gas, water) would be calculated?
Please tick one box only

Q12

Is your site separately metered for utility usage
(electricity, gas, water)?
Please tick one box only

Q13

Do you receive an itemised account for utility
charges (electricity, gas, water)?
Please tick one box only

Q14

Would you like to receive an itemised account for
utility charges (electricity, gas, water)?
Please tick one box only

Yes

1

No

2

Don’t know

3

Yes

1

No

2

Don’t know

3

Yes

Continue

1

No

Go to Q15

2

Don’t know

Go to Q15

3

Yes

1

No

2

Don’t know

3

Now a few questions about park rules and resident committees…
Q15

Does the park have a set of park rules?
Please tick one box only

Q16

Q17

Q18

Yes

Continue

1

No

Go to Q19

2

Don’t know

Go to Q19

3

Are the park rules enforced by…?

The park manager

1

Please tick one box only

Residents

2

Both the park manager and residents

3

Park rules are not enforced

4

Don’t know

5

During your time living at the park, has there been
any discussion/consultation with residents about
park rules?

Yes

1

No

2

Please tick one box only

Don’t know

3

As far as you are aware, have there been any
disputes about the park rules – either amongst
residents or with the park manager?

Yes

1

Please describe below

Please tick one box only

No

2

Don’t know

3
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Q19

Does the park have a residents’ committee?
Please tick one box only

Q20

As far as you are aware, have there been any
disputes between the resident’s committee and the
park manager?

Yes

Continue

1

No

Go to Q21

2

Don’t know

Go to Q21

3

Yes Please describe below

1

No

2

Don’t know

3

Please tick one box only

Now a few questions about your experience in park living…
Q21

In your experience as a park resident, have you
ever received a notice of rent increase or increase
to site fees that you believe was unfair?

Yes

Continue

1

No

Go to Q23

2

Please tick one box only
Q22

Q23

Why do you think the rent increase or increase to
site fees was unfair?

The increase was excessive

1

Please tick all boxes that apply

There had been other recent increases

2

The park manager was trying to force me to leave

3

Condition of park was poor/park was not being maintained

4

Other residents did not received the same increase

5

Other (please write in below)

6

Yes

Continue

1

No

Go to Q26

2

Have you ever been a resident in a park that was
being closed down or repurposed?
Please tick one box only

Q24

How much notice were you given before you had to
leave the park?
Please tick one box only

Q25

After the park closed, were you ever without
suitable accommodation for any period of time?
Please tick one box only

Less than 6 months

1

6 months

2

12 months

3

More than 12 months

4

Can’t recall

5

Yes

1

No

2
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Q26

Have you ever needed to transfer your lease in a
park to someone else (for example, if you needed to
move out before the end of your agreement with the
park manager)?

Yes

Continue

1

No

Go to Q28

2

Please tick one box only
Q27

Have you ever experienced any problems when
trying to transfer your lease in a park to someone
else?

Yes

1

No

2

Please tick one box only
Q28

Have you ever personally been involved in a dispute with the park manager about any of the following?
Please tick one box for each row
YES

NO

1.

Ending a fixed-term site agreement

1

2

2.

Transfer of your lease agreement to another person

1

2

3.

Park rules

1

2

4.

Rent or site fees

1

2

5.

Utility charges

1

2

6.

Condition of the site

1

2

7.

Condition of the caravan or cabin

1

2

8.

Other Please write in your answer below

1

2

Q29

In general, have you been able to resolve disputes
with the park manager?
Please tick one box only

Yes

1

No

2

Not applicable/have not been involved in a dispute

3

The next few questions are about the laws that apply to caravan parks. Consumer Affairs Victoria
is interested in your opinion about these issues.
Q30

When a resident decides to move out of a park,
they are required to give 7 days’ notice to the park
manager. Do you think this period of notice is…?

About right

1

Too short (should be more than 7 days)

2

Please tick one box only

Too long (should be less than 7 days)

3

Don’t know

4
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Q31

When a park manager wants a resident to leave the park they are required to give the resident a set period of notice. The set
period of notice depends on the circumstances around why the resident is being asked to leave.
In the following scenarios, do you think the required period of notice is about right, too short or too long?
Please tick one box for each row
ABOUT RIGHT

TOO SHORT
(should be longer)

TOO LONG
(should be shorter)

DON’T KNOW

1.

7 days’ notice to leave if rent or site fees
are outstanding for 7 days or more

1

2

3

4

2.

7 days’ notice to leave if the park manager
believes the site is being used for illegal
purposes

1

2

3

4

3.

7 days’ notice to leave if the park manager
believes the resident has not complied
with an order from VCAT (the Tribunal)

1

2

3

4

4.

6 months’ notice to leave if the park is
closing down or being repurposed

1

2

3

4

5.

120 days (4 months) notice to leave if
there is ‘no specified reason’ for asking
the resident to vacate

1

2

3

4

Q32

Yes

1

No

2

Don’t know

3

Do you think 60 days is a reasonable length of time
for residents to live in a park before they
automatically gain residency rights?

Yes

1

No – it should be less than 60 days

2

Please tick one box only

No - it should be more than 60 days

3

Don’t know

4

If a park resident does not sign a written agreement
when they start living at a park, after 60 days they
automatically gain residency rights and are covered
by the Residential Tenancy Act. Before today, were
you aware of this?
Please tick one box only

Q33

Q34

A lease or agreement with the park manager can be
for a specified length of time (for example, a 6
month lease). Do you think the law should specify
the minimum length of lease that park managers
have to offer to residents?

Yes

Continue

1

No

Go to Q36

2

Don’t know

Go to Q36

3

Please tick one box only
Q35

What do you think the minimum lease length
should be?
Please tick one box only

30 days (1 month)

1

60 days (2 months)

2

90 days (3 months)

3

6 months

4

12 months

5

Other (please write in below)

6

Don’t know

7
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Now a few questions are about your overall experience as a park resident…
Q36

Overall, how satisfied or dissatisfied are you with
your experience as a park resident in Victoria?
Please tick one box only

Q37

Which of the following statements do you agree with
most?
Please tick one box only

Extremely satisfied

1

Moderately satisfied

2

Somewhat satisfied

3

Neither satisfied nor dissatisfied

4

Somewhat dissatisfied

5

Moderately dissatisfied

6

Extremely dissatisfied

7

Rental laws in Victoria favour the resident

1

Rental laws in Victoria favour the park manager

2

Rental laws in Victoria adequately balance the rights and
responsibilities of residents and parks managers

3

Q38

Are there any other comments you would like to make about your experience as a park resident in Victoria?
Please write in your comments

Q39

In general, where do you get information and advice
about your rights and responsibilities when renting?
Please tick all boxes that apply

Park manager

 01

Family, friends or other residents

 02

Consumer Affairs Victoria (CAV) website or call centre

 03

Tenants Union of Victoria (TUV) website or call centre

 04

Booklet or documentation provided with rental agreement

 05

VCAT website

 06

Other tenant/community organisations

 07

Other

 08

Online forums, social media or other websites

 09

Don’t seek information or advice

 10

Finally, a few questions about you to help us classify responses. Please note that this information
will only be used for research purposes and will be kept strictly confidential.
Q40

Are you…? Please tick one box only

Male

1

Female

2

Other

3
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Q41

Which of the following age groups do you fall into? Please tick one box only

18-24 years

 01

40-44 years

 05

60-64 years

 09

25-29 years

 02

45-49 years

 06

65-69 years

 10

30-34 years

 03

50-54 years

 07

70+ years

 11

35-39 years

 04

55-59 years

 08

Q42

Q43

Q44

Q45

Q46

Q47

Do you identify as Aboriginal or Torres Strait
Islander origin? Please tick one box only

What is your gross (before tax) annual personal
income? Please tick one box only

What is your main source of income?
Please tick one box only

Do you hold a Pensioner Concession Card or a
Centrelink Health Care Card?
Please tick one box only

What, if any, government financial assistance do
you receive as an individual or household to help
with your renting costs?
Please tick one box only

Do you have a disability or a chronic health
condition that limits your everyday activities?
Please tick one box only

Yes

1

No

2

Prefer not to say

3

Prefer not to say

1

Up to $25,000

2

$25,001 to $50,000

3

$50,001 to $75,000

4

$75,001 to $100,000

5

$100,001 to $125,000

6

$125,001 to $150,000

7

More than $150,000

8

Wages/salary

1

Age or disability pension

2

Other government payment/income support

3

Other

4

Prefer not to say

5

Yes

1

No

2

Prefer not to say

3

None

1

Rent assistance

2

Bond loan

3

Other

4

Prefer not to say

5

Yes

1

No

2

Prefer not to say

3

That is the end of the survey – Thank You!
PLEASE RETURN THE COMPLETED SURVEY TO EY SWEENEY IN THE REPLY PAID ENVELOPE PROVIDED
The study has been conducted on behalf of Consumer Affairs Victoria (CAV).
More information about the Review of the Residential Tenancies Act can be found at fairersaferhousing.vic.gov.au
As a market research company, we comply with the requirements of the Privacy Act.
The information you have provided will be used only for market research purposes. Should you need to contact EY
Sweeney please call us on 1800 35 77 39.
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