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Code of Conduct Policy
Introduction

Providence Lifestyle is committed to creating Village 
communities where Lifestylers and Providence 
Lifestyle staff can enjoy a safe, respectful, peaceful, 
and enriching environment that delivers the quiet 
enjoyment outlined in the Residential Home 
Agreement. 

This Code of Conduct is a statement providing specific 
details on the expected conduct of Lifestylers and 
Providence staff. 

Purpose

The purpose of this Code of Conduct is to ensure 
Village life for both Lifestylers and Providence staff 
is respectful, fair and equitable and has integrity 
consistent with the values and expectations of the 
Village community.

It provides an agreed set of principles and actions to 
underline the rights of all individuals. 

The policy is designed to ensure that:

 1)  Lifestylers are treated fairly, with respect and 
integrity by other Lifestylers and Providence 
Lifestyle staff;

 2)  Providence Lifestyle staff are treated fairly, 
with respect and integrity by Lifestylers and 
other Providence Lifestyle staff as required by 
Occupational, Safety and Health legislation;

 3)  The processes and procedures used to resolve 
a breach of this Code of Conduct or grievance 
raised by a Lifestyler or Providence Lifestyle 
staff are fair, clear and transparent including the 
potential outcomes of any breach; and

 4)  The consequences of any breaches of this Code 
of Conduct are clear, transparent and enforceable 
through the Grievance Process to ensure the 
rights of all parties are respected.

Definitions & Interpretations

In this policy:

• “Lifestyler/s” – means each person named as 
a Lifestyler or Resident in a residential home 
agreement; and their children, relatives, visitors and 
contractors employed by them.

• “Providence Lifestyle Staff” – means employees 
and contractors employed by Providence Lifestyle  

Roles and Responsibilities

Lifestylers – individually and collectively have a 
responsibility to each other and to the Village to 
create a healthy and sustainable Village in line with 
the expectations of the Village community.  All 
Lifestylers are responsible for complying with this 
Code of Conduct and should consider their individual 
circumstances in the context of the broader view of 
the community.

Providence Lifestyle staff – are responsible for carrying 
out their duties in accordance with Providence 
Lifestyle’s vision, values and performance expectations 
and this Code of Conduct. 

Village Management - is responsible for managing all 
facilities and infrastructure within the Village and is 
responsible for the overall health and wellbeing of the 
Village community and for promoting and enforcing 
this Code of Conduct.

Relevant Legislation (Acts as amended)

• Residential Tenancies Act 1997 (VIC)

• Residential Tenancies Regulations 2021 (VIC)

• Occupational Health & Safety Act 2004 (VIC)

• Occupational Health & Safety Regulations 2017 (VIC)

Relevant Documents

• Village Policy
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Code of Conduct Values & Expectations

Lifestylers and Providence Lifestyle staff live and work 
in the same community and are expected to act in 
accordance with the following code which reflects the 
values and expectations of the Village.

Respect – means being honest and treating people 
courteously, so that they maintain their dignity and 
their rights are upheld. It means not intimidating people 
through any form of communication or behaviour.

To promote respect within the Village all Lifestylers and 
Providence Lifestyle staff are expected to comply with 
the following principles: 

• Respect people’s dignity and wellbeing.

• Treat others with courtesy, consideration and 
sensitivity.

• Be honest and respect diversity.

• Be open and give due consideration to other 
people’s views and refrain from quick judgments.

• Respect privacy and confidentiality.

• Respect other Lifestylers’ right to quiet enjoyment.

Fairness – means sharing facilities and treating people 
fairly for the common good. 

To promote fairness within the Village all Lifestylers and 
Providence Lifestyle staff are expected to comply with 
the following principles:

• Treat all people equally and fairly, recognizing that 
fairness can involve treating people differently, 
according to circumstances.

• Act without fear or favour and be open and 
accountable.

• Protect people’s rights to equal opportunity and due 
process.

• Declare any conflict of interests.

Responsible care - means nurturing, protecting and 
fostering with care the social, environmental and economic 
resources of the Village. It means not taking advantage of 
others or Village assets or negatively impacting the long 
term health and wellbeing of the Village.

To promote responsible care within the Village all 
Lifestylers and HVLV staff are expected to comply with 
the following principles:

• Minimize risk and harm to people and the 
environment wherever possible.

• Seek the efficient and effective use of Village assets 
and avoid waste.

• Comply with the provisions of the Residential Home 
Agreement and Village Policy.

• Use the appropriate Grievance Policy to address 
issues or concerns.

• Exercise duty of care and promote safety and 
concern for others. 

• Consider the consequences and impact to the wider 
community with all behaviours and actions.

Code of Conduct Breaches

Examples of breaches of this Code of Conduct include, 
but are not limited to:

• inappropriate behaviour including swearing, loud, 
aggressive or offensive behaviour; 

• inappropriate communication including electronic, 
written, verbal, gestures or other;

• harassment - unacceptable conduct that consists of 
unwelcome and uninvited comments or actions that 
intimidate, offend, humiliate or embarrass a person 
or group of people;

• making discriminatory remarks; 

• display, distribution and/or publication of 
inappropriate material or material containing 
discriminatory or defamatory meanings.
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If you are unsure of your obligations under this Code 
of Conduct or whether a particular action would breach 
the Code of Conduct you should contact the Village 
Manager for assistance.

Breaches of this Code of Conduct by Lifestylers will be 
resolved in accordance with the Providence Lifestyle 
Village Grievance Policy. Lifestylers are reminded 
that breaches of this Code of Conduct may result 
in sanctions being taken against the Lifestyler up to 
and including termination of their Residential Home 
Agreement.

Breaches of this Code of Conduct by Providence 
Lifestyle staff will be resolved in accordance with 
the Providence Lifestyle Performance Management 
Policies. Providence Lifestyle staff are reminded that 
breaches of this Code of Conduct could result in 
disciplinary action being taken against the employee up 
to and including dismissal and those contractors may 
have their contracts terminated. 

Grievance Policy
Purpose

Providence Lifestyle is committed to creating Village 
communities where Lifestylers and Providence 
Lifestyle staff can enjoy a safe, respectful, peaceful 
and enriching environment that delivers the quiet 
enjoyment outlined in the Residential Home 
Agreement. 

The Code of Conduct, Residential Home Agreement 
and Village Policy set out the appropriate standards 
of behaviour that are expected of Lifestylers and 
Providence Lifestyle staff.   This policy sets out the 
procedure that will be used by Providence Lifestyle 
to resolve complaints relating to suspected or alleged 
breaches of the Code of Conduct, Village Policy 
and Residential Home Agreement by or involving 
Lifestylers.

Breaches of the Code of Conduct and Village Policy 
by Providence Lifestyle staff will be resolved in 
accordance with this policy together with Providence 
Lifestyle’s Performance Management Policies.

Process for Making and Investigating Complaints 
and Alleged Breaches

The process that will be implemented to resolve a 
complaint or alleged breach of the Code of Conduct, 
Village Policy or Residential Home Agreement will 
depend on how the allegation or complaint arises.  

The processes that will be followed by Providence 
Lifestyle are set out below.  In certain circumstances, 
due to the nature of the complaint, the process set out 
below may be modified as appropriate at Providence 
Lifestyle’s discretion.

Complaint Received 

If a Lifestyler raises a complaint against a fellow 
Lifestyler or a member of Providence Lifestyle staff the 
Lifestyler must submit their complaint in writing to the 
Village Manager.

If a Providence Lifestyle staff member raises a 
complaint against a Lifestyler they must submit their 
complaint, in writing to their Manager. 
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On receipt of a complaint the following process will 
then be followed by Providence Lifestyle:

 1)  When the Village Manager or relevant Manager 
receives a written complaint from a Lifestyler/
staff it should be marked “private and 
confidential” and will be treated in confidence. 
Anonymous complaints will not be acted on. 

 2)  The Manager will acknowledge the complaint in 
writing as soon as possible – preferably within 48 
hours of receiving the complaint.

 3)  The Manager shall arrange an initial meeting 
with the complainant.  During this meeting the 
Manager will:

  a)  obtain all relevant information from the 
complainant to enable the Manager to 
determine the nature and seriousness of 
complaint – including the context of the 
complaint; 

  b)  explain the process to the complainant; and

  c)  take notes documenting the discussion during 
the meeting.

 4)  After the initial meeting the Manager will 
determine and implement any immediate course 
of action deemed necessary.  For example, 
the Manager will consider what measures are 
necessary to ensure the safety of all parties 
and whether the assistance of police or other 
authorities is required.

 5)  The Manager will then investigate the complaint. 
The steps to investigate the complaint are as 
follows:

  a)  The Manager meeting the alleged offender, 
with the support of a third party present 
during any discussion if required, to: 

   i)  put the allegations to the alleged offender;

   ii1)  explain the potential consequences 
should the breach be substantiated;

   iii1)  provide the alleged offender with an 
opportunity to respond to the allegations 
and explain their version of events; and

   iv)  explain the process to the alleged 
offender.

  b)  The Manager shall interview all witnesses.

  c)  The Manager shall investigate the alleged 
offender’s version of events.

  d)  The Manager shall document the steps of 
their investigation.

 6)  The Manager must then determine whether, in 
his or her opinion, there has been a breach of the 
Code of Conduct or Village Policy. 

 7)  If the Manager determines that there has been 
a breach, the Manager must then determine the 
appropriate course of action to resolve the issue 
which may include:

  a)  facilitating a meeting for both parties to 
resolve the complaint;

  b)  issuing a formal written warning to either 
party;

  c)  imposing sanctions restricting access to 
facilities, Village events or gatherings;

  d)  issuing a Notice of Default to the Lifestyler 
which may include in severe cases a Notice of 
Termination; and

  e)  taking disciplinary action against Providence 
Lifestyle staff and/or contractors which 
may include termination of employment or 
contract(s).

 8)  Once the Manager has determined the 
appropriate course of action, the Manager will 
notify the complainant and the alleged offender 
of this decision and then take the determined 
action.

Note: If the complaint is against a Manager, then 
the complaint is to be directed to the Manager’s 
supervisor.

Managers should aim to complete the above process 
within 28 days (or less) where possible to ensure the 
efficient resolution of complaints.
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OUR VISION: 
CREATING BOUTIQUE SECURE 

COMMUNITIES WITH BEAUTIFUL 
HOMES FOR RENT, FACILITATING 
THE PERSONAL AND FINANCIAL 
FREEDOM TO ENJOY LIFE WITH 

LIKEMINDED NEIGHBOURS  
AND GREAT FACILITIES.
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Village Management Investigation of  
Suspected Breach

Where Village Management suspects that a Lifestyler 
has breached the Code of Conduct, Village Policy or 
Residential Home Agreement it will follow the process 
set out below.

 1)  Village Manager will meet with the Lifestyler 
suspected of committing the breach.  During this 
meeting the Village Manager will:

  a)  advise the Lifestyler that he/she suspects 
the Lifestyler is in breach and explain the 
suspected breach;

  b)  explain the potential consequences to the 
Lifestyler if the allegation is substantiated;

  c)  explain the process to the Lifestyler; and

  d)  provide the Lifestyler with an opportunity to 
respond to the allegations and explain their 
version of events.

 2)  After the initial meeting the Village Manager will 
determine and implement any immediate course 
of action.  For example, the Village Manager 
will consider what measures are necessary to 
ensure the safety of all parties and whether 
the assistance of police or other authorities is 
required.

 3)  The Village Manager will then investigate the 
alleged breach.   The steps to investigate the 
alleged breach includes:

  a)  The Village Manager shall interview all 
witnesses including any person who was 
affected by the alleged breach.

  b)  The Village Manager shall investigate the 
Lifestylers version of events.

  c)  The Village Manager documenting the steps of 
their investigation.

 4)  The Village Manager must then determine 
whether, in his or her opinion, there has been a 
breach.

 5)  If there has been a breach, the Village Manager 
must then advise the Lifestyler of his/her 

findings and request the Lifestyler to suggest a 
resolution.

 6)  If the Village Manager determines that the 
resolution suggested by the Lifestyler is not 
appropriate, the Village Manager must then 
determine the appropriate course of action to 
resolve the issue which may include:

  a)  facilitating a meeting between both parties to 
resolve the complaint;

  b)  requesting the Lifestyler to remedy the 
breach;

  c)  issuing formal written warnings;

  d)  imposing sanctions restricting access to 
facilities, Village events or gatherings;

  e)  issuing a Notice of Default to the Lifestyler 
which may include a Notice of Termination.

 7)  The Village Manager must then advise the 
Lifestyler of the result of the investigation and the 
resolution and take the determined action.

Where Village Management suspects that a Providence 
Lifestyle staff member has breached the Code of 
Conduct or Village Policy, it will resolve the matter 
in accordance with the Providence Lifestyle internal 
employee Disciplinary Policy.

Appeals Process

Should a Lifestyler disagree with the outcome of the 
investigation, it can be appealed as outlined below.

A written appeal must be received by the Village 
Manager within 7 days of the original decision and 
will be referred to the Providence Lifestyle Appeals 
Committee consisting of the board of Directors. 

The appellant has the option to present his/her case 
to the Providence Lifestyle Appeals Committee in 
person, by telephone link up, or in writing and allow the 
Committee to make their decision on that basis.

The Committee will make its decision by a majority 
vote. If no majority is voted the Committee reserves 
the right to conduct further enquiries to make the best 
decision.
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Should the Lifestyler still not be happy with the 
decision, then options outside of Providence Lifestyle 
can be undertaken which may include the relevant 
government department.

Delegation of Authority for Serious Breaches

Termination Notice can only be issued by the Board of 
Directors of Providence Lifestyle.

Default Notices can be issued by the Village Manager 
and are subject to the Appeals Process.

Examples of Consequences for Breaching the Code 
of Conduct, Village Policy or Residential Home 
Agreement

Set out below is a guide as to the consequences 
that may be imposed where a breach of the Code of 
Conduct, Village Policy or Residential Home Agreement 
is substantiated.

Please note that these are examples only.  Each case 
will be decided on its own merit and Providence 
Lifestyle reserves the right to take more severe action 
where appropriate.

Where Providence Lifestyle Considers There Has 
Been a Minor Breach, the Consequences May 
Include:

• Verbal warning in first instance;

• Written warning on second instance;

• Sanctions restricting access to facilities, Village 
events or gatherings; and/or

• Default Notice.

Where Providence Lifestyle Considers There  
Has Been a Medium Breach, the Consequences  
May Include:

• Verbal warning;

• Written warning;

• Sanctions restricting access to facilities, Village 
events or gatherings;

• Default Notice on second breach; and/or

• Termination Notice on continual breaches.

Where Providence Lifestyle Considers There  
Has Been a Major Breach, the Consequences  
May Include:

• Sanctions restricting access to facilities, Village 
events or gatherings;

• Default Notice on first breach; and/or

• Termination notice on continual breaches.

Classification of Breaches

Set out below is a guide as to how Providence Lifestyle 
will classify breaches of the Code of Conduct, Village 
Policy and Residential Home Agreements.

Please note that these are examples only. The 
classification of a breach depends on the particular 
circumstances surrounding the breach and lies solely at 
the discretion of Providence Lifestyle.
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Code of Conduct 
Breaches 
As a guide, breaches of the Code of Conduct are 
usually classified by Providence Lifestyle into one of 
two general categories as listed below:

 1)  Minor Breaches – examples include, but are 
not limited to breaches of the code concerning 
inappropriate communication or behaviour in 
any form including swearing, loud, aggressive 
or offensive behaviour, invasion of privacy, 
unreasonable noises; and harassment being 
unacceptable conduct that consists of 
unwelcome and uninvited comments or actions 
that intimidate, offend, humiliate or embarrass a 
person or group of people.

 2)  Major Breaches – examples include, but are 
not limited to breaches of the code concerning 
serious or unlawful misconduct, harassment, 
bullying, discrimination, victimisation, continual 
abusive language and threats of violence or 
violence.

Breaches of Village Policy or Residential  
Home Agreement

As a guide, breaches of the Village Policy or Residential 
Home Agreement are usually classified by Providence 
Lifestyle into one of three general categories as listed 
below:

 1)  Minor Breaches – examples include, but are 
not limited to breaches of the policy concerning 
Speed limits, Alteration Policy, Garden policy, 
Visitors policy etc. As a guide minor breaches 
generally involve the Lifestyler breaching the 
policy of home agreement in a manner that 
does not directly impact on other Lifestylers or 
Providence Lifestyle staff.

 2)  Medium Breaches – examples include, but are 
not limited to breaches of the policy concerning 
Noise, Pet Policy, the display/distribution and/
or publication of inappropriate material or 
material containing discriminatory or defamatory 
meanings, misuse of facilities or inappropriate 
behaviour. As a guide medium breaches would 
generally impact, in any way, other Lifestylers or 
Providence Lifestyle management and staff.

 3)  Major Breaches - examples include, but are 
not limited to breaches of the policy concerning 
Non-payment of rent, stealing or wilful damage 
to property, bringing the Village into disrepute, 
continued breaches of Village Policy, seriously 
compromising the safety of self or others, 
conviction of an unlawful act within the Village 
etc. As a guide major breaches are significant 
breaches of Village Policy or Residential Home 
Agreement that significantly impact others or 
the community, or the effective operation of the 
Village.
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Code Of Conduct Matrix
1.0 Minor Breaches

Generally involve Lifestylers’ breaches of policy 
that does not impact on other Lifestylers or staff.

1.1 Speeding

1.2 Alterations Policy

1.3 Garden Policy

1.4 Visitors Policy

2.0 Medium Breaches

As a guide medium breaches generally impact on 
other Lifestylers or staff. 

2.1 Noise

2.2 Pet Policy

2.3  Misuse of facilities or inappropriate 
behaviour

2.4  Inappropriate communication or 
behaviour, including swearing

2.5 Loud offensive or aggressive behaviour

2.6 Harassment

2.7  Uninvited/unwelcome comments 
to intimidate, offend or humiliate or 
embarrass a person or a group of friends

1.0 Major Breaches

As a guide major breaches are significant breach 
of the Village policy or RSA that significantly 
impact on others in the community, or the 
effective operation of the Village.

3.1 Serious or unlawful conduct.

3.2 Harassment or bullying.

3.3 Discrimination or victimization.

3.4 Wilful damage.

3.5  Continual abusive language, threats of 
violence or violence

3.6 Non-payment of rent

3.7 Bringing Village into disrepute

3.8 Continued breaches of Village policy

1 2 3 4
Verbal 
Warning in 
first instance

Written 
warning 
on second 
instance

Sanctions 
restricting 
access to 
facilities, 
Village events 
or gatherings

Default Notice

SEVERITY

2 3 4 5
Written 
warning 
on second 
instance

Sanctions 
restricting 
access to 
facilities, 
Village events 
or gatherings

Default Notice Termination 
Notice on 
continual 
breaches

SEVERITY

3 4 5
Sanctions 
restricting 
access to 
facilities, 
Village events 
or gatherings

Default Notice Termination 
Notice on 
continual 
breaches

SEVERITY
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Your freedom awaits you at  providencelifestyle.com.au    For more information please contact the sales team 

Call or email Karen van der Steeg     T  0475 755 981     E karenv@providencelifestyle.com.au


