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THE VINES RETIREMENT VILLAGE

Dispute Resolution Procedure
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Definitions

In this Dispute Procedure, the following terms have the meanings given by the RV Act.
Director means the Director of Consumer Affairs Victoria (CAV).

Dispute Procedure means this policy document which deals with disputes, and is made under the RV Act and
Regulations.

Management dispute means a dispute between an operator or the proprietor and the resident which concerns:

A. any action or failure to act by the operator or proprietor that affects residents’ use or enjoyment of
the Village land; or

B. the control, management or administration of the Village by the operator or proprietor;
C. the provision of services, or a failure to provide services, by the operator to residents of the Village.

Management Dispute also includes the specific matters listed in section 3E of the RV Act (which includes
disputes about condition reports, maintenance charges, permission for a person to live in the Village, variations
to services or facilities, and renovation or reinstatement works).

Operator, resident, and proprietor have the meanings given in section 3(1) of the RV Act.
Regulations means The Retirement Villages Regulations 2026 (Vic).

Resident dispute means a dispute between residents about any action or failure to act by residents that
affects:

A. the use of services by other residents, being services provided by the Operator, or

B. the use and enjoyment of the Village land by other residents.
RV Act means The Retirement Villages Act 1986 (Vic).
SCCQ means Southern Cross Care (Qld), who is the Operator of The Vines Retirement Village.
VCAT means the Victorian Civil and Administrative Tribunal.

Village dispute means either a management dispute or a resident dispute.

Dispute Procedure Objectives

The RV Act places an obligation on operators, such as SCCQ to create and maintain a Dispute
Procedure. This Dispute Procedure applies to residents of The Vines Retirement Village.

This Dispute Procedure has been created to comply with the RV Act. This Dispute Procedure does
not replace or limit any rights a resident has under the RV Act, the Regulations, any other law, or any
residence contract between SCCQ and the resident.
The Dispute Procedure outlines matters including the following:

A. the process for a resident giving notice of a village dispute;
details of how SCCQ will deal with a village dispute once notice is given;
protections that apply to a resident who gives notice of a village dispute;

SCCQ’s record keeping obligations; and

mOoow

how a resident can seek external advice or conciliation.

A matter becomes a village dispute when it falls within one of the definitions above. Complaints or
requests made by residents are not a village dispute simply because the complaint or request asks a
person to do or stop doing something.
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The process for giving notice of a dispute

Any village resident who is involved in village dispute may give notice of the dispute.

Residents should provide the notice to the Initial contact person noted below in the SCCQ Contact People, unless
that person is not available or is involved in the dispute, in which case the Secondary contact person should be
provided with the notice.

You may provide notice to SCCQ in writing (via post, in person or via email) or verbally.

Our process for receiving a village dispute

After receiving notice of a village dispute, we will promptly:
A. prepare a written record of the dispute; and

B. provide a copy of that record to the resident who gave us the notice.

We will not do this if the SCCQ representative who received the notice believes on reasonable grounds that the
dispute has been settled to the satisfaction of the resident who provided the notice.

Our internal dispute process

Following receipt of a notice, we will work to resolve the dispute in a manner that is prompt, impartial,
respectful, and according to the RV Act and the Regulations.

The steps we will undertake are as follows:

A. confirm receipt of the notice and advise which SCCQ representative will be responsible for handling the
dispute in question;

B. reach out to the resident if necessary, to clarify the issues and the outcome the resident is seeking, and
to obtain any additional information the resident can provide to support their issue;

C. progressing the dispute by undertaking an investigation of the content of the dispute, which may include
speaking to other people we consider may be able to clarify information about the dispute;

D. for resident disputes, we will invite the residents who are a party to the dispute to describe their issues,
and we will host a discussion between them if they agree.

recommending potential options to resolve the dispute; and

providing ongoing updates to keep the resident informed of dispute’s progress.

Scope of Dispute Procedure

There are some matters in which the Dispute Procedure should not include, which are outlined in the RV Act. The
Dispute Procedure does not permit or require the following matters:

A. A restriction on a resident’s right to be represented during the dispute;
B. A requirement for resident notification of village disputes to be made in writing; and

C. SCCQ taking any action, without the consent of a resident who is a party to the dispute, or that is
inconsistent with applicable laws or a resident’s retirement village contract.

Written record

As outlined in the Regulations, if a village dispute is not resolved within 3 days after we received notice,
SCCQ will prepare and maintain a written record of the dispute.
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Resident protections

In line with the RV Act and Regulations there are a number of resident protections we will ensure are
maintained, such as:
A. No action will be taken by us regarding a village dispute that could reasonably be regarded as:
1. deterring a person from giving notice of the dispute; or

2. causing detriment to a resident because that resident, or another resident, has given or proposes
to give notice of the dispute.

B. Information relating to a village dispute, will only be used or disclosed by us, as mandated by the RV Act
and the Regulations. For example, providing information to the Director to enable them to perform their
functions, duties and powers under the RV Act.

C. Residents have the right to be represented during any dispute. Representatives include lawyers, family
members, friends or advocates.

SCCQ contact people

Notice of a village dispute may be directed by a resident to either of the below SCCQ representatives.

SCCQ Representative | Initial contact person Secondary contact person

Name Trevor Watts Sharon Bateman

Role Retirement Village Manager Head of Retirement Living

Phone (03) 5022 8346 (07) 5474 4480

Postal address 512-526 San Mateo Ave, Mildura, | Support Centre, 2078 Logan Rd, Upper
Vic 3500 Mount Gravatt QLD 4122

Email address Trevor.Watts@sccqld.com.au Sharon.Bateman@sccqld.com.au

If you have any questions about this Dispute Procedure you may also contact the SCCQ representatives above
for clarification.

Consumer Affairs Victoria

Consumer Affairs Victoria is the Government body responsible for administering the RV Act. Residents can
seek advice regarding village disputes from the Director, or from an officer or employee of Consumer
Affairs Victoria. It is not necessary for this Dispute Procedure to be followed prior to seeking advice from
Consumer Affairs Victoria. Enquiries may be made over the phone on (1300 55 81 81) or by mail to GPO Box
123, Melbourne VIC 3001.
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VCAT and Conciliation

The parties to a village dispute may seek assistance from a conciliator to help them resolve the dispute.
Conciliation provides a process where an impartial conciliator helps both parties work towards an
agreement in a way that is more accessible and less stressful than a VCAT hearing.

Despite this Dispute Procedure the residents and SCCQ maintain all of their existing rights to apply to
VCAT, or another court or tribunal when relevant, regarding village disputes.

Annual report to residents

SCCQ will maintain a written record of any village disputes during each year. We will then present a report
to residents at the annual meeting. Our report will include the number and general issue of any dispute
notices received, along with the result of disputes and action taken to resolve disputes. We will also outline
any changes that are, or will be, undertaken following any dispute. We will not identify any residents in this
report. Following the annual meeting we will also provide a copy of the report to the Director.
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