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Communication and Disputes Policy and Procedure

1. INTRODUCTION

At Renaissance Living, we value every resident, and we encourage our residents to voice their opinions
and needs. We endeavor to listen with an open mind to all feedback and ensure that every resident,
visitor, member of staff or contractor is heard and valued.

2, PURPOSE

We wish to ensure that every resident can communicate effectively with management in an open and
honest way on any issue. We aim to have any questions or issues that we become aware of dealt
with in a timely and professional manner.

3. DEFINITIONS

Feedback
Any formalized feedback either verbal or written brought to the attention of Renaissance Living staff
and management.

Retirement Living Code of Conduct

‘The Retirement Living Code of Conduct is an industry initiative intended to help operators provide a
trustworthy and high-quality service for those living in, and considering moving to, a Retirement
Community’ (Retirement Living Code of Conduct, 2020, p.6).

Retirement Village Dispute Procedure (Consumer Affairs Victoria)

The Retirement Village Dispute Procedure was developed by Consumer Affairs Victoria
https://www.consumer.vic.gov.au/housing/retirement-villages/living-in-a-retirement-village/village-
dispute-procedure

4, POLICY

Management are available onsite Monday to Friday during open hours and are happy to make time
to meet with you and receive your feedback. All residents’ staff and contractors also have access to
the Managers office phone number, mobile number, and email address. There is also a
Communication Form available at reception at all times which can be completed by anyone and placed
confidentially in the communication box

Feedback can also be received via the Residents Committee and/or their representatives on behalf of
another person.

All communication will be classified into Maintenance Suggestions and Complaints and will be
recorded, in the Communication Register if needed. Once recorded any maintenance is passed onto
our maintenance team. Once recorded any Suggestion is discussed with the appropriate people, other
managers, General manager residents committee etc. Once recorded any feedback that is classified
as a complaint or a dispute must include the date, names of all parties involved, details of the
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complaint / dispute and the outcome. The outcome of all complaints and disputes will be
communicated to the parties involved.

A record of current complaints issues and outcomes can be accessed by any Resident on request.

A record of complaints issues and outcomes for the relevant period will be on hand at the AGM and
can be referred to as needed.

Feedback, suggestions, complaints, and disputes will be key drivers in the Renaissance Living Quality
Improvement Plan and are to be reviewed quarterly to identify any trends and systemic opportunities
for improvement.

In most instances the best outcomes are achieved by discussing your issue with the Village manager
and other relevant people in a constructive and outcome focussed way.

e Define the problem. ...

e Come together and communicate. ...

e Repair / establish / redefine the relationships. ...
e Find a mutually agreeable outcome. ...

e Develop an action plan. ...

e Gain commitment. ...

e Provide feedback.

If discussions break down and cannot be resolved and a dispute does arise, we follow The Retirement
Village Dispute Procedure as issued by Consumer Affairs Victoria. This procedure is used in conjunction
with our internal dispute resolution process and would lead to an application for conciliation through
Vic  Assist  Retirement  Villages, the  retirement villages conciliation  service.
https://www.vic.gov.au/retirement-village-dispute-help

5. PROCEDURE

The internal dispute resolution process within Renaissance Living is as follows:
Dispute - Resident vs. Resident

Internal

When a dispute has arisen any party involved or the Renaissance Living Manager may offer an
informal meeting for all parties to discuss the issue and work towards a resolution.

In a Resident vs. Resident dispute, if both parties agree, they can choose to take the dispute to the
Residents’ Committee as an alternative to the Renaissance Living Manager.

If a resolution cannot not be found or the relevant parties refuse to meet, either the Resident
(Complainant) or the Renaissance Living Manager must give to the other party written notice of the
complaint:
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e Setting out the matter/s which is/are in dispute;
e Nominating a day at least fourteen (14) days after the notice is given when the parties
must meet in an attempt to resolve the dispute.

The party receiving the ‘Notice of Dispute’ must give to the other party a written response
(Renaissance Living Manager may assist with this) to the notice within seven (7) days after receiving
it. On the day nominated in the notice or within a further period of seven (7) days that the parties
may agree, both parties must meet in the Village and attempt to resolve the dispute.

If the dispute cannot be resolved by negotiation, then advice on disputes can be sought from:

Vic Assist Retirement Villages, the retirement villages conciliation service.
https://www.vic.gov.au/retirement-village-dispute-help

Dispute - Resident vs. Management
Internal

A notice of a dispute between a Resident and manager should be given to the Renaissance Living
Manager and the Manager will be the Company representative in resolving the dispute unless
otherwise advised. If the resident is unhappy with the village manager being the Company
representative in resolving the dispute, they can request the Managing Director to step in.

If this is unsuccessful, residents may seek assistance from the Vic Assist Retirement Villages, the
retirement villages conciliation service. See link below. These procedures are used in conjunction
with our internal dispute resolution process. https://www.consumer.vic.gov.au/housing/retirement-
villages/living-in-a-retirement-village/village-dispute-procedure

6. RELATED POLICIES/GUIDELINES

e Retirement Living Code of Conduct Policy

7. RESPONSIBILITIES

7.1. Managing Director — provides the Village Manager with appropriate resources to resolve
disputes in the short term and resources to address reoccurring issues through the Quality
Improvement Plan. The Managing Director supports the Village Manager in the handling of
complex disputes.

7.2. Village Manager — actively seeks feedback from residents and staff regarding potential quality
improvement, suggestions, complaints and compliments. The Village Managers are to record
and action all feedback into the Feedback Register and provide timely, appropriate follow up
and reporting to the parties involved, the residents and the AGM.

7.3. Village Employee / Contractors - All employees / contractors provide timely feedback to the
Village Manager regarding any Resident suggestions, concerns, complaints and compliments.
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8. EVALUATION

A range of means will be used to evaluate policy compliance. Feedback from systems such as the
annual Resident’s survey, the Resident’s Committee and the Annual General Meeting, will be used to
measure the effectiveness of this policy.

9. REFERENCES

e Retirement Living Code of Conduct
e Australian Retirement Village Accreditation Scheme Standards

e Retirement Villages Act 1986

e Residential Tenancies Act 1997

e Owners Corporations Act 2006

e Consumer Affairs Vic Village Dispute Procedure 1** May 2026

10. POLICY HISTORY

Replaces Dispute Resolution Policy
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