Information sheet

Code of

conduct (staff)

Applicable law

Schedule 1 of the Retirement
Villages Regulations 2017

(the Regulations) prescribes
comprehensive and mandatory
codes of conduct applicable to
retirement village operators, staff
and residents. The codes are
prescribed pursuant to section
63 of the Retirement Villages Act
2016 (the Act).

Section 63 of the Act also sets out
requirements relating to codes

of conduct training and penalty
provisions relating to breaches of
a relevant standard of conduct
(see sections 63(3)(4) and (5)).

Section 22(f) of the Act requires
that operators provide prospective
residents with a copy of the codes
of conduct prior to them entering
into a residence contract.

The new codes of conduct

will commence on 2 February
2026. Penalty provisions for
village managers and senior
managers who breach a relevant
standard of conduct, and training
requirements for operators and
village staff, will commence later,
on 5 December 2026.

This information sheet provides
an overview of relevant
provisions of the Act and
Regulations as they will apply
from 2 February 2026. It contains
general information only and
does not constitute legal advice.

Retirement village
codes of conduct

The retirement village codes
of conduct help to foster a
respectful and safe village
environment. They set out the
expected standards of conduct
and behaviour that must be
adhered to by residents, staff
and operators.

The codes also specify minimum
standards that constitute
reasonable consultation by
operators with residents and the
residents’ committee (refer to

the ‘Operators code of conduct’
information sheet on the sa.gov.au
website for further information).
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https://www.sa.gov.au/topics/housing/retired-assisted-living/retirement-villages/retirement-housing-information-for-operators

There are separate codes for
operators, staff and residents.
This includes both good practice
principles and mandatory
requirements. This information
sheet outlines the code of
conduct for retirement village
staff including mandatory
requirements for senior managers
and village managers (schedule 1,
part 2 of the Regulations).

Staff are responsible for
understanding and adhering

to the retirement village code
applicable to them. If a staff
member has any questions
about the application of the
code of conduct, they should
raise this with the operator or
contact the Retirement Villages
Unit for advice.

Separate information sheets

for the codes of conduct that
apply to operators and residents
are available online at sa.gov.au.

Code of conduct for
retirement village staff

Good practice principles

* respect the peace, comfort,
privacy and wellbeing
of all residents

* respect the dignity and diversity
of all residents, prospective
residents and others and
their rights under the Act

e act professionally and
respectfully towards all residents,
prospective residents and others,
including in all interactions and
communications (whether in
person, online or in writing)

e act in good faith and have regard
to the interests of all residents

* treat all residents, prospective
residents and others
impartially and fairly

* engage with residents on
matters relating to the
village that affect them


https://www.sa.gov.au/topics/housing/retired-assisted-living/retirement-villages/retirement-housing-information-for-operators

* take reasonable steps to
follow the policies and
procedures of the village that
are mandated under the Act

* perform functions and
duties safely and with regard
to the safety of others

* acknowledge in writing, within
10 business days, a request
from a resident for repairs and
maintenance of the retirement
village and to include, where
practicable, an estimated
time within which action will
be taken on the request

* acknowledge in writing (which
may be by email or text message
or other electronic form of
communication), within 10
business days, correspondence
from a resident (or their
appointed representative or
agent) or prospective resident,
and take action on matters
raised in the correspondence
where appropriate

* if a person has a pecuniary
or other personal interest
that conflicts or may conflict
with the person’s duties at
the retirement village—

I. disclose the conflict of
interest to the operator
of the retirement village in
writing a soon as practicable
after becoming aware of it

Il. abide by any written
directions of the operator
of the retirement village
relating to the management
of the conflict of interest.

Retirement villages: Code of conduct (staff)



Mandatory
requirements

A village manager or senior
manager of a retirement village
must not:

* knowingly, or with reckless
indifference, put the safety
of a resident at serious risk

* harass or intimidate a resident
or prospective resident or a
person acting on their behalf

* knowingly provide false or
misleading information to
a resident or prospective
resident, including during
marketing, dispute resolution
and consultation activities

e unreasonably restrict a
resident’s access and use
of common facilities.

Mandatory codes
of conduct training

From 5 December 2026 all
retirement village operators and
staff will be required to complete
mandatory training on the codes
of conduct before commencing
work in a village and then every
three years. This online training
course will be developed and
administered by Office for Ageing
Well. Current operators and staff
will have 12 months to complete
the training. New operators

and staff must complete the
training before commencing

in their role.

Offences

Breaches of a mandatory
requirement of the code of
conduct by a senior manager

or village manager may incur a
maximum penalty of $2,500. This
will apply from 5 December 2026.

Retirement villages: Code of conduct (staff)



Good practice Additional resources

guidelines | |
An information sheet on the code

of conduct for retirement village

* Ensure you understand _ . _
operators is available online at

your obligations and the
obligations of others under the Seliglonalbl.
applicable code of conduct.

* Undertake the required
codes of conduct training

For more information

for retirement village Office for Ageing Well
staff and operators. Retirement Villages Unit

* Keep a record of codes of @ PO Box 196, Rundle Mall
conduct training completed. Adelaide SA 5000

* Make time at meetings to 08 8204 2420

discuss expected conduct. . .
retirementvillages@sa.gov.au

* Always model behaviour
consistent with the
codes of conduct.

@06

retirementvillages.sa.gov.au

* Display codes of conduct
In a prominent place
within the village.

Disclaimer: In developing this information sheet, every effort has been made to ensure that
the information reflects the intent of the legislation and/or represents examples of best-
known practice. The information contained in these resources does not constitute legal
advice. Office for Ageing Well recommends that you seek your own legal advice should you
require interpretation of the legislation.
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