
  

 

Resident Feedback, Complaints  
and Dispute Resolution Policy 
 
1 Purpose  

 

At Levande we recognise  the importance to our residents of listening to what they have to say about our 

products, services, or people. We also recognise that feedback provides opportunities to build knowledge, 

improve our products and services and enhance relationships with resi dents.  

 

The purpose of this Policy is to outline Levande’s approach to managing resident feedback, including positive 

feedback, complaints and internal disputes or resident suggestions for improvement.  

 

It outlines the guiding principles that Levande will follow when dealing with resident complaints or disputes, 

including avenues for escalation, and provides information about providing additional support or feedback, 

including making a complaint.  

 

2  Scope  

 

This  Policy  applies  to Deakin  TopCo  Pty  Ltd,  its  related  companies  and  trusts,  (collectively,  Levande ) and  all 

Levande directors, officers and employees (including permanent, casual or fixed term and maximum term 

employees and temporary workers including contractors and consultants) ( People  or Persons ). 

 

3  Guiding Principles  

 

• Accessibility, Visibility & Transparency  

 

This Policy will be available on our website and at our Villages. If we discover that a resident requires support 

or assistance during the process, we will take steps to see that appropriate assistance or support is 

provided so that the resident can meanin gfully participate in the process.  

 

• Responsive  

 

We will acknowledge receipt of feedback promptly and respond in full in a reasonable timeframe having 

regard to the nature of the feedback and the urgency of issues raised. We are committed to resolving 

complaints as quickly as possible. We will seek to re solve a complaint at the first point of contact, but if we 

cannot, we will communicate the expected timeframes to you and inform you if we think there may be some 

delay. Please see further details on response times set out in S ection 5 (How to make a Compl aint or give 

Feedback) of this Policy .  

 

• Objective, Fair and Equitable  

 

We will review, and where appropriate investigate, each complaint in an objective and unbiased manner. We 

will take all reasonable steps to make sure that you are not adversely affected because a complaint was 

made by you or on your behalf. If a complainan t’s behavio ur during the process is unreasonable, we will still 

endeavour to take all reasonable steps to address the valid issues raised in the complaint in a fair and ethical 

manner.  

 

• Conduct and Communication  

 

We will be helpful, courteous, and professional in all our dealings and will maintain confidentiality and act 
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impartially in responding to all matters. We will explain the reasons for our decision and any remedy or 

resolution we consider fair and reasonable in the circumstances. We will provide contact details for the 

person managing your matter so that you know w ho to contact during the process.  

 

Residents are also expected to engage respectfully and courteously with each other at all times. Levande has 

zero tolerance for harassment, bullying, intimidation, discrimination, threatening behaviour, or conduct that 

compromises the safety, wellbeing or peaceful enjoyment of others.  

 

• Accountability, Learning and Prevention  

 

In all circumstances, we will attempt to put things right for a complainant, at as early a stage as possible. We 

will monitor feedback to gain insight into areas for improvement and issues requiring deeper analysis to 

prevent recurrence. Where we have made  a mistake, we will acknowledge that and take steps to see that 

similar mistakes are not made in the future.  

 

Our People undertake training on the importance of feedback and complaints  and this Policy. We undertake 

periodic reviews and audits of our complaints management system to assess our adherence to this Policy, 

and to evaluate the overall effectiveness and suitability of our complaints management system.  

 

• Support  

  

Levande is committed to ensuring that all residents can meaningfully participate in the feedback, complaints 

and dispute resolution process. Residents are always welcome to bring a support person, family member, 

advocate, interpreter, or representative of their choice to any meeting or discussion relating to feedback, 

complaints or disputes. Levande will not restrict a resident’s choice of support person unless required by law 

or to protect the safety of the resident or others.  

 

 

4  The difference  between Complaints and Disputes   
 

This table explains the difference between complaints and disputes and which process to follow depending 

on the type of issue .   

 

Complaint  Dispute  

 

You can make a complaint to Levande about a village 

issue  or a resident  which is not a dispute but is:  

 

• causing you dissatisfaction; and/or  

• is negatively impacting your wellbeing.  

 

 

 

A dispute can arise from:  

 

• A complaint from a resident to Levande 

which has not been resolved to the 

resident's satisfaction; or  

• A complaint from a resident to Levande 

which has not been resolved and continues 

to impact village peace or staff wellbeing;    

• A disagreement or issue between two or 

more residents.  

 

Applicable procedure: Refer to Section 5  (How to 

mak e a Complaint  or  give Feedback ) of this Policy.  

Applicable procedure: Refer to Section 6  (Dispute 

Resolution Procedure ) of this Policy.  
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5  How to make a Complaint or give Feedback  

 
If you have a complaint about Levande or another resident or would like to provide us with any feedback, you 

can follow the steps below.  

 

If you have a dispute with L evande, another resident or a dispute which arises from an unresolved complaint, 

please refer to Section 6 (Dispute Resolution Policy) of this Policy which sets out the dispute resolution 

process.  

 

Step 1  Contact the Village Manager, Area Manager , Levande Customer Experience Manager  or Code 

Administrator  

  

Complaint or feedback regarding Levande  

A complaint or feedback may be submitted by telephone, mail, email or in person and may be lodged 

by a customer, resident and/or persons acting on behalf of customers or residents.  

 

A.  Primary Contact  

Complaints and feedback should be addressed to the Village Manager  in the first instance.   

This can be done through the following suggested methods:  

• meeting with the Village Manager , in-person during business hours;  

• by telephoning the Village Manager; or  

• in writing, either by way of letter , via email  or by delivering a written  document to the 

Village Manager in person . 

Contact details for your Village Manager: You can refer to our website for full list of Village 

Managers and their contact details . You will need to download a copy of the list to view it.  

For Victorian Villages, the  contact details for Village Managers are set out in Schedule 1.  

B.  Alternative Contact s  

For confidential, sensitive and other similar complaints, they can be submitted to your relevant 

Area Manager, or the Levande Customer Experience Manager  via the following channels:  

• by telephoning 1800 72 71 70;  

• online via our website at www.levande.com.au/contact -us/;  

• in writing, either by way of letter , via email  or delivery by hand  to: 

 

Levande Customer Experience Manager  

Levande  

Level 18, 9 Castlereagh Street  

Sydney NSW 2000  

RL_Operations@Levande.com.au  

For Victorian Villages , the contact details for Area Managers are set out in Schedule 1.  

C.  Retirement Living \ Council’s Retirement Living Code of Conduct  

Levande is a signatory to the Retirement Living Council's Retirement Living Code of Conduct.  

As such, complaints in relation to Levande can be made via the Code Administrator:  

• via email:  complaints@rlcode.com.au  

• in writing:  Code of Conduct Administrator  

Level 7, 136 Exhibition St  

MELBOURNE VIC 3000  

• via telephone:     03 9664 4234  

https://assets.levande.com.au/raw/upload/v1777355585/Levande-Village-contact-list-for-resident-dispute-policy_28April26_sics12.xlsx
https://assets.levande.com.au/raw/upload/v1777355585/Levande-Village-contact-list-for-resident-dispute-policy_28April26_sics12.xlsx
http://www.levande.com.au/contact-us/
mailto:RL_Operations@Levande.com.au
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Complaint regarding another resident  

If you have a complaint about another resident, you are encouraged to resolve the matter 

respectfully and as early as possible. You can do this by:  

• speaking directly with the other resident, where you feel comfortable and safe to do so; or  

• raising the matter with the Village Manager , Area Manager  or Levande Customer Experience 

Manager  using the contact details listed above.  

If the issue cannot be resolved informally, the Village Manager , Area Manager or Levande Customer 

Experience Manager may: 

• assist both parties to discuss the issue and reach an agreement; or  

• refer you to Section 6 (Dispute Resolution Procedure).  

All complaints will be handled respectfully, and residents will not be disadvantaged for raising a 

concern.  

 
Step 2  Acknowledgement  

  

We aim to provide initial acknowledgment of receipt of any type of complaint within 24 hours and 

no longer than 5 working days after receiving it. We will contact you if any further information is 

required.  

 

Step 3  Investigation   

  

If you have submitted a complaint which requires investigation (rather than positive feedback), your 

complaint will be investigated within a reasonable period. The timeframe will depend on the 

complexity of the complaint.  

 

Step 4  Response  

 
Consistent with the committed timeframes of resolution under the Property Council or Australia’s 

Retirement Living Code of Conduct, we will endeavour to:  

• respond to the substance of the complaint; and  

• resolve a complaint or internal dispute,  

within 15 working days of receiving it. There may be occasions whereby an investigation or 

further exploration needs to take place requiring a longer response period to matters. On these 

occasions we will keep you informed of our progress.  

 

Step 5  Resolution  

  

If you are satisfied with our response to your complaint, the complaint resolution process is 

complete.  

 

If you are not satisfied with the outcome or with our response, please refer to Section 6 (Dispute 

Resolution Procedure) of this Policy for the dispute resolution process.  
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6  Dispute Resolution  Procedure   

 
The below procedure  sets out the steps to follow in resolving a dispute between a resident and Levande or 

between residents. It is important to note:  

• a resident has the right to be accompanied by a support person chosen by the resident at any meeting 

held to resolve a dispute; and  

• the below procedure can be applied by residents directly or by persons acting on behalf of residents.  

 
Step 1  Contact the Village Manager, Area  Manager , discuss with another resident  or mediation  

  

Usually, the quickest way to resolve a problem, either with Levande or another resident, is  having a 

discussion with :  

• the Village Manager  (primary contact) ;  

• Area Manager  or Levande Customer Experience Manager (alternative contacts  in 

circumstances the dispute is sensitive or confidential, involves the Village Manager (and you 

would like an alternative contact) or if the Village Manager is not available or empowered to 

deal with the dispute ); or  

• the other resident.  

 

Please see contact details for the Village Manager , Area Manager and Levande Customer 

Experience Manager at Step 1 of Section 5 (How to make a Complaint or give Feedback) of  this 

Policy.  Please also see this section for the different ways a resident can give notice of a complaint 

which are also applicable for disputes . 

 

Talking through things allows everyone to share their concerns and work towards a mutual 

agreement.  

 

If after contacting the Village Manager, Area Manager , Levande Customer Experience Manager  or 

discussing with another resident you would like an alternative option to resolve a dispute with a 

resident, you may consider initiating a mediation with the other resident  or residents  party to the 

dispute. If this is something you would like to initiate, please ask your Village Manager to direct you 

to a community mediation service which can assist.  Mediation services engaged will be at the at 

the cost of the ini tiating resident.  

 

For ACT residents only : For disputes between the resident and Levande, the residents may give 

written notice of the dispute to the disputes committee. Please refer to the Disputes Committee 

Policy for further information on this process available at https://bit.ly/Levande -dispute -resolution  

 

Step 2  Contact external body  

  

If the dispute cannot be resolved by mutual agreement or directly by the Village Manager ,  Area 

Manager  or Levande Customer Experience Manager (after making contact in accordance with 

Step 1 above), you can contact an external body which can provide a process to help resolve the 

dispute.  

 

If you didn't contact the Code Administrator of the Property Council of Australia's Code of 

Conduct at the time of making your complaint, you can contact them:  

 

Via email:  complaints@rlcode.com.au  

In writing:  Code of Conduct Administrator  

Level 7, 136 Exhibition St  

MELBOURNE VIC 3000  

https://bit.ly/Levande-dispute-resolution
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You can also seek advice on the processes available from the bodies listed below:  

 

NSW – NSW Fair Trading – Ph: 13 77 88 www.fairtrading.nsw.gov.au  

ACT – Access Canberra (Fair Trading) – Ph 13 22 81 www.accesscanberra.act.gov.au  

QLD – Queensland Government – Ph 07 3008 3450 www.qld.gov.au  

VIC – Consumer Affairs Victoria – Ph 1300 55 81 81 , Post: Consumer Affairs Victoria , GPO Box 

4567 , Melbourne VIC 3001, www.consumer.vic.gov.au   

SA – Office of the Ageing – Ph 08 8204 2420 www.sahealth.sa.gov.au  

 

These bodies offer mediation services which are an informal negotiation with a neutral, qualified 

mediator to help find options that may address all parties’ concerns. When an agreement is 

reached, the mediator can help draft a written agreement.  

 

Step 3  Contact Tribunal   

  

If the matter is still unresolved after contacting one of the relevant bodies listed at Step 2 above, 

you may be able to lodge an application with the relevant Tribunal as listed below.  

 

The Tribunals are an independent decision -making body which hears and decides on applications 

for orders from both residents and village operators. The Tribunal can make enforceable orders to 

resolve a dispute whereas the external bodies mentioned in Step 2 above cannot.  

 

The types of orders that the Tribunal can make include certain orders about:  

- village contracts  

- village rules  

- capital maintenance and replacement  

- recurrent charges  

- annual budgets and accounts  

- payment of money and compensation  

- termination and vacant possession  

- security and safety  

- sale or letting of premises  

 

Applications can be lodged in person, by post or online. For more information on the Tribunal or 

retirement village orders please visit the relevant website below:   

 

NSW – NSW Civil and Administration Tribunal  https://ncat.nsw.gov.au/   

ACT – ACT Civil and Administrative Tribunal  https://www.acat.act.gov.au/   

QLD – Queensland Civil and Administrative Tribunal  https://www.qcat.qld.gov.au/   

VIC – Victorian Civil and Administrative Tribunal  https://www.vcat.vic.gov.au/   

SA – South Australian Civil and Administrative Tribunal  https://www.sacat.sa.gov.au/   

 

Please note:  

- application fees apply  

- time limits for making an application to the Tribunal may apply  

 

Levande to provide f urther assistance in certain circumstances Levande may provide further assistance 

with dispute resolution  in the following circumstances :  

 

• when a dispute between residents has a serious or significant impact on the peace and enjoyment of 

the village, especially if there are multiple complaints or staff are affected; and/or  

• in respect of a long -standing issue that remains unresolved (if Levande considers intervention is 

required ).  

 

http://www.fairtrading.nsw.gov.au/
http://www.accesscanberra.act.gov.au/
http://www.qld.gov.au/
http://www.consumer.vic.gov.au/
http://www.sahealth.sa.gov.au/
https://ncat.nsw.gov.au/
https://www.acat.act.gov.au/
https://www.qcat.qld.gov.au/
https://www.vcat.vic.gov.au/
https://www.sacat.sa.gov.au/
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In such circumstances, Levande may , at its absolute discretion:  

 

• appoint an independent expert or mediator and act on their recommendations ;  

• insist on mediation for unresolved disputes affecting the village ;  

• offer EAP (Employee Assistance Program) and other wellbeing support .  

 

Where a dispute is unable to be resolved due to a resident's  continued  behaviour  and/or  lack of cooperation , 

Levande may consider  whether such conduct could  constitute a breach of that  resident's obligations under 

their  village  contract  and/or the village rules .  In those  circumstances, Levande will discuss relevant  concerns 

with the resident as part of the dispute resolution process and where appropriate , follow the procedures 

applicable to such matters under the  resident's village contract  and any relevant legislation .    

 

7 Record Keeping  
 

Levande is responsible for keeping a written record of the following:  

 

• the initial complaint made by a resident;  

• any response to the complaint provided by Levande;  

• any resolution of the dispute (if applicable) agreed by Levande and the resident; and  

• any other correspondence received or sent by the operator relating to the complaint or dispute.  

 

All complaints and disputes will be recorded as soon as practicable (and in any event within three working 

days of being given notice ). A copy of the record relating to a dispute will be given to the resident that gave 

notice of that dispute.  

 

Levande  must retain files for 7 years from the date the dispute or complaint is recorded.   

 

The following record keeping procedure is relevant for Victorian residents only :  

 

If a dispute is not resolved to the satisfaction of the resident or residents who are parties to the dispute 

within 72 hours of notice being given of the dispute to one of the contact persons specified at step 1 of 

section 5, Levande will create and mainta in a written record of the dispute which includes:  

 

• the date on which the file was established  

• the name, address and other contact details of the resident who gave notice of the dispute ;  

• contact details for the resident's representative (if any) ;  

• whether notice of the village dispute was given orally or in writing;   

• details of the village dispute as described by the resident who gave notice of the dispute;  

• copies of any correspondence  given to the person contacted about the dispute ; and  

• details of the resolution sought by the resident who gave notice of the dispute (if this information is  

known).  

 

8  Restrictions on the powers of Village Managers and Area Managers when 

dealing with disputes and complaints  

 

The Village Manager and Area Manager will not take any action:  

 

• without the consent of the person making the complaint / party to a dispute;  

• which duplicates, is inconsistent with or overrides any other law; and  

• which duplicates is inconsistent with or overrides the provisions of any contract between the person 

making the complaint and the village operator.  
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A Village Manager and Area Manager:  

 

• cannot require that a dispute or complaint be notified in writing; and  

• will not enable a resident dispute or complaint to be dealt with at the same time as the dispute or 

complaint is being dealt with by the residents committee. If a residents committee is dealing with a 

dispute or complaint, it will be dealt with there first . If a resolution cannot be reached it should then be 

referred to any of the people in Step 1 of Section 5 (Dispute Resolution Procedure) of this Policy; and  

• will not prevent a resident who is party to a dispute or making a complaint from being represented by 

another person when dealing with the dispute or complaint.  

 

9  Information to Provide with a Complaint or Dispute  

 

It will assist us to consider a complaint or dispute efficiently if we are provided with as much relevant 

information as possible at the time of making the complaint, including:  

 

• a clear description of the concern or issues and what it is believed may have caused it;  

• details of any relevant events, actions, conversations or statements;  

• any supporting evidence, including any documents, photographs etc; and  

• any special arrangements we should follow, including any contact details or support needs.  

 

10  Compliance  

 

Compliance  with this  Policy  by all Levande  People  is  mandatory.  Any  Person  who  breaches  this  Policy  may face 

disciplinary action up to and including dismissal.  

 

11 Review  

 

This  Policy  is  to be  reviewed  at least  every  two years  or  whenever  any change  (eg,  change  to Le vande’s  

external operating environment, strategic direction, organisation structure or a legislative or regulatory change) 

requires review.  

 

For the process relating  to the variation of this Policy please contact the Village Manager.  

 

12 Related  Policies,  Guidelines  and  Forms  

 

Property Council of Australia Retirement Living Code of Conduct  

Privacy Policy  

Resident Wellbeing Decline Procedure  

Disputes Committee Policy  

 

13 Questions  or  Further  Information  

 

Please contact the Levande Customer Experience Manager  if you have any questions on this Policy.   
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    Schedule 1  – Victorian Village and Area Managers  

 
Village Name  Village Manager  Area Manager  Village Number  Postal Address  Email Address  

Arilla Village  Rachael Dwyer  Andrew Scholten  (03) 9422 8989  65 Gordons Road, South Morang VIC  arilla@levande.com.au  

Donvale Village  Gabrielle Witherspoon  Victoria Edgley  (03) 9955 5800  160 Springvale Road, Donvale VIC  donvale@levande.com.au  

Gillin Park Retirement Village  Leslie Robinson  Andrew Scholten  (03) 5561 2977  45 Mahoneys Road, Warrnambool VIC  gillinpark@levande.com.au  

Gowanbrae Village  Julia Sanders  Andrew Scholten  (03) 9209 0300  1a Gowanbrae Drive , Gowanbrae VIC  gowanbrae@levande.com.au  

Highlands Retirement Village  Krunal Sheth  Andrew Scholten  (03) 8364 0500  236 -238 Waterview Blvd, Craigieburn  VIC  highlands@levande.com.au  

Knox Village  Andrew Cullen  Victoria Edgley  (03) 9801 5772  466 Burwood Hwy, Wantirna South VIC  manager@knoxretire.com.au  

Mernda Retirement Village  Rod Woodcock  Andrew Scholten  (03) 9216 1868  89 Galloway Drive, Mernda VIC  mernda@levande.com.au  

Midlands Terrace  Narelle Aird  Andrew Scholten  (03) 5331 4605  90 Midlands Terrace, Ballarat North VIC  midlandsterrace@levande.com.au  

Oak Grange  Brian D’souza  Victoria Edgley  (03) 9578 4730  695 -707 Hawthorn Rd, Brighton East VIC  oakgrange@levande.com.au  

Patterson Lakes Village  Dianne Smith  Victoria Edgley  (03) 9772 9633  130 McLeod Road, Patterson Lakes VIC  pattersonlakes@levande.com.au  

Plenty Valley Village  Kristen Smale  Andrew Scholten  (03) 9401 6864  208 McDonalds Road, Epping VIC  plentyvalley@levande.com.au  

Salford Park Community Village  Jac Perry  Andrew Scholten  (03) 9837 6500  100 Harold Street, Wantirna South VIC  salfordpark@levande.com.au  

Selandra Rise Retirement Village  Julie O'Connor  Victoria Edgley  (03) 5991 5500  5 Harmony Chase, Clyde North VIC  selandrarise@levande.com.au  

Tarneit Skies Retirement Village  Sarah Edwards  Andrew Scholten  (03) 8734 2222  250 Thames Boulevard, Tarneit VIC  tarneitskies@levande.com.au  

Templestowe Village  Rosie Sambuco  Victoria Edgley  (03) 9846 1435  29 Fitzsimons Lane, Templestowe VIC  templestowe@levande.com.au  

The Lakes Estate  Wade Farnsworth  Victoria Edgley  (03) 9361 3399  800 Kings Road, Taylors Lakes VIC  manager@lakescommittee.com.au  

Vermont Village  Erin Gosling  Victoria Edgley  (03) 9801 8364  562 -584 Burwood Hwy, Vermont South VIC  manager@vermontretire.com.au  

Wantirna Village  Jean Stewart  Victoria Edgley  (03) 9800 1640  2 Old Stud Road, Wantirna South VIC  manager@wantirnaretire.com.au  

 


