1.1

1.2

1.3

1.4

1.5

2.1

—

.“

Rylands
of Kew

AN ARCADIA GROUP COMMUNITY

Rylands of Kew Retirement Village

2 Malmsbury Street, Kew, Victoria 3101

DISPUTE RESOLUTION POLICY
Part 6D Retirement Villages Act 1986

Retirement Villages Regulations 2026

Purpose and Scope

We are required to have this policy in place under the Act and the Regulations. A copy of this
policy (as amended from time to time) is available from us at any time on request and is published
on the Village's website.

We invite residents to make comments or raise concerns in relation to the services or
accommodation at the Village or with another resident in the manner set out in this document.

We encourage residents to use the onsite dispute resolution process in order to establish
communication between the parties and to actively resolve the dispute without mediation or court
action.

We agree to handle your dispute in the strictest confidence, respecting your rights and privacy,
without discrimination or bias.

We will only act on your dispute with your consent.

Interpretation

Definitions

The following definitions apply for the purposes of this policy:

Act means the Retirement Villages Act 1986 (Vic);

Management or any reference to we/us/our means the operator and/or the proprietor of the
Village and includes its employees, agents, contractors and any person authorised to manage or

administer the Village or to carry out functions in relation to the Village;

Primary Contact Person and Alternative Contact Person mean the following persons
nominated by us to receive and manage disputes under section 38P of the Act:
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Primary Contact
Person

Joanne Milton — Village Manager

Postal Address

2 Malmsbury Street, Kew, Victoria 3101

Telephone no.

039015 7101 or 0401 580 351

Email address

jo.milton@arcadiagroup.com.au

Alternative Contact
Person

Catherine Tan — General Manager of Operations

Postal Address

5a / 1 Station Street, Subiaco

Telephone no.

08 9218 83 88

Email address

catherine@arcadiagroup.com.au

Regulations means the Retirement Villages Regulations 2026;

Village means the retirement village known by the name Rylands of Kew Retirement Village and
located at 2 Malmsbury Street, Kew, Victoria 3101.

you and your apply to any resident of the Village.

2.2 What is a 'village dispute'?

There are two kinds of disputes covered by this policy:

(a) Management disputes

A management dispute is a dispute between you and us. It may be about things like:

(i) how the Village is managed or administered;

(ii) the services or facilities provided to residents;

(iii) actions (or inactions) by us that affect how you use or enjoy the Village;

(iv) maintenance and capital works responsibilities; or

(v) compliance with the Act or Regulations.

(b) Resident disputes

A resident dispute is a dispute between residents of the Village about actions of another
resident that affect how you or other residents use or enjoy the Village or its services.

(c) What is not a dispute?

Under the Act and Regulations, simply asking someone to do something or stop doing
something is not a village dispute. A village dispute will only arise when there is a genuine
disagreement that has not been resolved informally.
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3 Dispute with Management

3.1 If you have a village dispute with Management, you may choose any to resolve the matter using
any one of the following options:

(@)
(b)

(c)

(d)

(e)

(¢)]

use our internal dispute resolution scheme which is as outlined in this document;

seek assistance from the Director of Consumer Affairs Victoria (CAV) for information and
advice on your options (noting that CAV offers a free service), details of which are as
follows:

City Office
Address

121, Exhibition Street, Melbourne VIC 3000
GPO Box 123, Melbourne, Victoria 3001
Telephone 1300 55 81 81
Website: https://www.consumer.vic.gov.au
seek assistance with resolving a dispute with residents or management from the Dispute
Settlement Centre of Victoria (DSCV) which provides a free and confidential range of
dispute resolution services to help parties resolve their own disputes, details of which are
as follows:

City Office

4/456 Lonsdale Street Melbourne VIC 3000

Address

GPO Box 4356, Melbourne, Victoria 3001

Telephone

1300 37 28 88

Website

https://www.disputes.vic.gov.au

if the parties cannot agree, seek assistance from the Victorian Civil and Administrative
Tribunal (VCAT) (noting that a decision from VCAT will be binding on both parties), details
of which are as follows:

City Office
Address
Telephone
Website

55 King Street, Melbourne VIC 3000

55 King Street, Melbourne, Victoria 3000
1300 01 82 28
https://www.vcat.vic.gov.au

seek assistance from the Retirement Living Code of Conduct (Code) Administrator for
information and referral to appropriate dispute resolution services. As we are a signatory
to the Code, you can also lodge a complaint if you believe we are not meeting our Code
obligations. Details of Code Administrator are as follows:

| Email | complaints@rlcode.com.au |

apply to the Secretary to the Department of Government Services for the dispute to be
conciliated in accordance with the conciliation scheme process under Part 6E of the Act;
or

use another external service or dispute resolution body.

4 Dispute with another resident

4.1 If you have a dispute with another resident, you may choose any one of the following:

(a)
(b)
(c)

speak with the other resident and attempt to directly resolve the dispute;
use our internal dispute resolution scheme which is as outlined in this document; and

seek assistance from CAV, the DSCV or VCAT for information and advice on your options
(contact details listed above in section 3.1(b), 3.1(c) and 3.1(d) respectively).
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4.2 If you choose to use our internal dispute resolution scheme, you must note that Management
cannot take any action to resolve the dispute if all the relevant parties do not consent to
Management’s involvement.

5 How do you give notice of a village dispute?
51 You may give notice of a village dispute (Dispute Notice) to:
(a) the Primary Contact Person; or
(b) the Alternative Contact Person if:
(i) the dispute involves the Primary Contact Person; or
(ii) if the Primary Contact Person is not available or able to deal with the dispute.

5.2 You may give the Dispute Notice to the Primary Contact Person or the Alternative Contact Person
under clause 5.1 in any of the following ways:

(a) verbally describing the dispute, including:
(i) in person; or

(ii) by telephone; or

(b) in a completed dispute notification form (a copy of which is attached to this document),
including:
(i) by post;
(ii) by delivering a written notice in person; or
(iii) by electronic communication in accordance with the Electronic Transactions
(Victoria) Act 2000.
6 How will your Dispute Notice be handled?
6.1 Upon receipt of your Dispute Notice, the Primary Contact Person (or the Alternative Contact
Person) will:
(a) establish an electronic or physical file relating to the dispute;
(b) record the following (if known) in that file, as soon as practicable:

0] the date of the notice;

(ii) your name and address;
(iii) if the dispute is in relation to another resident, that other resident’'s name and
address;

(iv) whether notice of the village dispute was given orally or in writing;
(v) details of the village dispute as described by you;
(vi) copies of any correspondence or other documentation;
(vii) details of the resolution you sought; and
(viii)  any other information prescribed under the Regulations; and
(c) acknowledge receipt of the notice in writing and give a copy of the record under clause

6.1(a) to you.
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If your Dispute Notice relates to a management dispute, and is in relation to the services provided
or any action taken or failure to take action by us in relation to the Village, we will:

(a) provide you with a written summary of our understanding of the dispute and the outcome
you seek within 14 days from the date of receipt of your notice;

(b) with your consent, investigate the dispute by interviewing any relevant staff and reviewing
any documents you have provided to us; and

(c) within 14 days of receiving your notice, advise you in person and in writing of the outcome
of our investigation, and any action we propose to take to address the subject of the
dispute.

If your Dispute Notice relates to another resident at the Village, we will:

(a) provide you with a written summary of our understanding of your dispute with the resident
and the outcome you seek within 14 days from the date of receipt of your notice;

(b) with your consent, advise the other resident of the dispute and request that the resident
provides a response to your notice within 14 days;

(c) if the other resident agrees to provide a response, and once that response has been
received by us, we will, again with that resident’s consent, notify you of the resident’s
response. With your consent, we may further investigate the dispute by interviewing staff
or other residents;

(d) we may facilitate a meeting between you and the other resident to attempt to resolve the
dispute, if you both agree to attend the meeting; and

(e) we will advise you in person and in writing of the outcome of our investigation, including
the outcome of any meeting between you and the other resident. If we do not believe that
the dispute can be resolved through our assistance, we will advise you of this and suggest

that you seek external assistance from CAV, the DSCV or VCAT (as set out in section 3
above).

Can you be represented by another person?

You may be represented throughout the resolution process by another person.

Notice of resolution

We must notify you, as soon as practicable if we consider that the village dispute is:
(a) resolved; or

(b) cannot be resolved.

The notice under clause 8.1(a) must set out the details of the resolution of the dispute.

The notice under clause 8.1(b) must:

(a) set out the reasons why we consider the dispute cannot be resolved; and
(b) inform you that you may do the following:

(i contact CAV for assistance;

(ii) conciliate your dispute under Part 6E of the Act; or

(iii) seek independent legal advice.
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9 Records
9.1 If your dispute is resolved, Management must keep a record of:
(a) your dispute;
(b) the date the notice of village dispute was made;
(c) the names of the parties to the dispute;
(d) the nature of the problem and the outcome or action taken; and
(e) a copy of the notice of resolution under clause 8.1(a).
9.2 If your dispute has not been resolved within 72 hours, Management must:
(a) create a separate file (physical or electronic) to record your dispute and to record the date

on which the file was created;
(b) the reasons why the dispute is considered to not be resolved; and
(c) the actions that will be taken to resolve the dispute (if any).

9.3 Any records made under this policy by the Primary Contact Person, the Alternative Contact
Person or Management must be retained for 7 years.

10 Report

10.1 Management is required to report to the annual meeting of residents on the following matters:

(a) the number and nature of village disputes of which notice has been given in the previous
year;

(b) the outcome of each dispute, including any action taken to resolve the dispute; and

(c) any changes made or proposed to be made to address issues arising out of a dispute.

10.2  We are required to maintain confidentiality of the parties concerned. For that reason, the report
will be general in nature, will not identify the parties concerned nor will it provide any specifics
about the dispute or the outcome achieved.
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RYLANDS OF KEW RETIREMENT VILLAGE

FLOW CHART OF COMPLAINT / DISPUTE HANDLING BY MANAGEMENT

Complaint/notice of
dispute received

Acknowledge receipt of
complaint in writing if
appropriate

Resolved
within
72 hours ?

Provide notice to inform
complainant/parties
of outcome

No
v
Provide complainant
Record in with summary of
complaints/dispute complaint/dispute if
register appropriate
(within 14 days)

Investigate complaint

notify other resident

if dispute with other
resident

i

Ongoing
communications
with parties

Record in
» complaints/dispute
register

Record in
complaints/dispute
> register and
Create confidential dispute
file

Record in complaints/disputes
> register and update
confidential dispute file

Record in complaints/disputes
» register and update
confidential dispute file

Record in complaints/disputes

Provide notice to inform
complainant/parties
of outcome

Resolved ?

A 4

Record in complaints/disputes
register and update
confidential dispute file
(records retained for 7 years)

Inform complainant of

external options (CAV/DSCV),

legal advice, or VCAT
application

register and update
confidential dispute file

Record in complaints/disputes
register and update
confidential dispute file
(records retained for 7 years)

i\ AGM [
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RYLANDS OF KEW RETIREMENT VILLAGE
WRITTEN COMPLAINT/DISPUTE FORM

You may, if you wish, make your complaint/dispute in writing.

Your Details: (Optional)

Name: Telephone No:

Apartment/Unit Address:

| wish to:
[ ] Make a complaint [] Raise a concern that could result in a dispute or complaint
[ ] Register a verbal Complaint [ ] Raise a dispute

My complaint relates to;

1 Management [ ] Staff [ ] Resident [ Service/Care
[] Activities [ ] Food [] Lifestyle [] My Home
[] Sale/Resale [ Facilities [] Other (please
specify)
Consent:

Should you not wish the Manager to be involved with this complaint/dispute, please indicate this here;

| do not consent to the Manager being involved with this Complaint/Dispute ]

1. Complaints about or Dispute with another resident:
(If your complaint or is about another resident, or if your dispute is with another resident, complete this
section.)

Details of Other Resident:

Name: Telephone No:

Apartment/Address:

Nature of the dispute:

2. Complaints about or dispute with the Manager of the Village:
(If your complaint is about the Manager at the Village, set out the nature of your complaint here.)
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3. Complaints about or dispute with an Employee of the Village;
(If your complaint is about an Employee at the Village, set out the nature of your complaint here.)

4. Any other related complaint or dispute matter;
(Set out the nature of your complaint here.)

5. What is the outcome you seek?

Date of this notification:

Your signature:

Date received by the Manager:

OFFICE USE ONLY — COMPLAINTS/DISPUTE REGISTER RECORDING:

Date Recorded in

Action Register

Action Complete

Date Complaint/Notice of Dispute Received

0O

Date of Acknowledgement of Receipt

Matter resolved within the required timeframes?(72 hours) [] Yes [] No

Yes - Record completion date

No - Provide complainant with summary of
complaint/dispute and record (within 14 days)

Investigate complaint/dispute; notify other resident of dispute
and record in register and create a confidential dispute file

Ongoing communications with parties

Ood O og

Matter resolved within the required timeframes? [] Yes [] No

Yes - Record completion date

No - Inform complainant of external options (CAV/DSCV),
legal advice, or VCAT application

O O

Report to AGM
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