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Message from our Chief Executive Officer 

Welcome to Royal Freemasons’ Benevolent Institution.  

Congratulations, you have taken an exciting step in your career by 

joining a company that is one of the leaders in its field. Whichever 

village you work at within RFBI, both management and staff are there 

to support and assist you every step of the way.  

 

Royal Freemasons’ Benevolent Institution (RFBI) was established in 

1880 to care for the poor and destitute. In the 1970’s we identified that 

the elderly in the community needed additional support so we 

commenced building and operating residential care services and 

independent living accommodation. 

 

In the early 1990’s the RFBI expanded into providing community 

care.  

 

At present RFBI owns and operates over 20 facilities across New 

South Wales and the Australian Capital Territory, caring for in excess 

of 2,300 senior citizens and employing over 2000 staff.  

At RFBI we are proud of the high-quality care that we provide to our 

residents and we rely on the efforts of all staff across a wide range of 

roles to enable, support and deliver on our commitment to this service. 

 

A positive experience is at the centre of everything that we do and we 

rely on the efforts of our dedicated staff and volunteers to deliver the 

goal of the organisation.  Our Vision, Mission and Values are the 

driving force in our Pursuit of Excellence in what we do. You are 

encouraged to be innovative in how things should be done and to 

communicate your ideas to your team members to bring about positive 

outcomes. 

 

Whatever your position, we trust that you will demonstrate a true 

commitment to the aged persons in your care through respect, loyalty 

and cooperation. 
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RFBI is committed to providing a work environment that is conducive 

to cooperation, open communication and harmony.  In our effort to 

help you settle in your new role, this booklet has been developed to 

give you answers to basic questions relating to your employment with 

RFBI. 

 

We trust that your association with RFBI will be satisfying and 

rewarding. We also hope that you will have a long and happy career 

at RFBI and that you will serve as a valued member of our team, 

dedicated to the care of our residents. 

 

You are encouraged to ask questions if you are unsure of any aspects 

of your work, employment and RFBI. Your Manager/Immediate 

Supervisor and the Human Resources Department will be able to 

assist you. RFBI has established policies and procedures that are 

available on the intranet and are to be read in conjunction with this 

manual. 

 

I wish you every success in your new appointment. 

 

 

 

FRANK PRICE 

CHIEF EXECUTIVE OFFICER
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1. VISION, MISSION, VALUES AND CULTURE 

Our Vision 

 

We aim to be a best practice provider of Aged Care and Home Care 

Services, offering quality care and services to all residents and clients. 

We intend to achieve our vision by being an employer of choice and 

by progressing our aims as a charitable not-for-profit organisation. 

We will fulfil our mission without discrimination, continuing to 

support the needy as espoused by our Masonic forefathers in the 1880s 

 

Our Mission 

RFBI is a charitable organisation operating throughout NSW and the 

ACT, providing financial assistance for the needy in the form of grants 

and annuities, as well as accommodation, care and security for the 

aged and others, thus demonstrating the noble and valued concept of 

charity in action by Freemasons.  

 

Our Values 

Heritage – We acknowledge the rich heritage bequeathed to the 

organisation through the leadership, vision and commitment of 

those who have gone before. 

Ethical Practices – Our practices and behaviour are beyond 

reproach. 

Respect for Individuals – Our staff, volunteers, residents, clients, 

relatives and all other persons are treated equally and respectfully. 

Provider of Quality Services – We measure and benchmark our 

performance with other like- minded organisations and continually 

assess our performance by the quality of services we deliver. 

Employer of Choice – Our staff are valued and respected for their 

roles and contribution. Their employment conditions and career paths 

demonstrate RFBI is a leading employer. 
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Effective Stewardship – We understand and accept our responsibility 

to manage the business in a prudent, viable, sustainable manner to 

cement the future of RFBI. 

Environmentally Responsible – We manage our operations and 

deliver our services with knowledge of our responsibility to future 

generations 

Our Culture. 

We aim to be of service, act honestly at all times, welcome all, make 

no distinction based on financial status, rank, gender, background or 

belief.  We respect all others and seek to live in harmony and peace.  

We promote friendship, goodwill and charitable works. 

 

 

2. PHILOSOPHY AND DUTY OF CARE 

RFBI’s management and staff recognise that the care of the aged is a 

specialised area, requiring a multi-disciplinary approach in the 

assessment of each individual`s unique biological, psychological, 

spiritual, social and cultural needs. 

 

Individually, residents will be provided with appropriate levels of care 

as indicated by regular assessments in terms of their own unique 

needs. We seek to provide a true homely atmosphere for the residents 

to enjoy a fulfilling experience and enriched lifestyle that constantly 

provides dignity and individual meaning for them. 

 

Residents are encouraged to relate with each other in a group 

atmosphere commensurate with their needs and abilities and to have 

the opportunity to exercise their choices and their rights. 

 

Management and staff are fully aware of this philosophy and are 

committed to its implementation. It is expected that staff will accept 

and practice our philosophy. 
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People enter an aged care for a variety of reasons. As an organisation 

we aim to ensure that: 

• Each village offers a means whereby older people with 

ongoing clinical, personal & social care needs are able 

to obtain the support they need to continue their lives in 

a way that is acceptable to them; 

• The residents within the village receive from staff, care 

that is aimed at enhancing their quality of life; and 

• The duty undertaken by the village management and 

staff to care for residents, goes beyond the legal duty to 

exercise “due care” in order to avoid causing them 

injury. 

 

People working in villages are also obliged to display compassion, 

kindness and respect as well as adhere to ethical and moral codes in 

providing services to aged residents. 

 

Simply because people who choose to come into village, for whatever 

reason, does not imply that they have waived their right to decide for 

themselves.  The duty of care includes respecting their rights.  These 

rights do not diminish as one reaches advanced age, becomes ill, or 

suffers any intellectual disadvantage. 

 

Staff must at all times treat our residents with respect. They must 

respect the privacy and dignity of residents in their care. 

 

Even where restrictive care models seem justified, those must be 

balanced against the person’s legal rights to liberty and to the exercise 

of personal choice regarding physical, emotional or social activities, 

even if these entail some personal risk for the resident. 

 

An important objective for administrators, carers, doctors and 

ancillary staff is that of assisting residents to retain their individuality.  
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One way of doing this is to establish policies which create 

opportunities for residents to express themselves as individuals. 

RFBI is a charitable organisation operating throughout NSW and the 

ACT, providing financial assistance for the needy in the form of grants 

and annuities, as well as accommodation, care and security for the 

aged and others, thus demonstrating the noble and valued concept of 

charity in action by Freemasons.  

3. CONDITIONS OF EMPLOYMENT 

RFBI staff are employed under the Enterprise Agreement. A copy of 

this Agreement can be obtained from the Administration Office in 

each village; accessed from staff information folders in staff rooms, 

or viewed on the Intranet. 

 

Following appointment, you will have direct responsibility to the 

Manager of the Department in which you work. Please refer to the 

organisational chart to identify the reporting procedures. 

 

Policies and Procedures, at both the village and organisational levels, 

are to be followed at all times. You are required to familiarise yourself 

with these policies and procedures by reading the full documents that 

are available on the intranet. 

 

Privacy and Confidentiality of information relating to residents, staff 

and the RFBI must be maintained at all times when dealing with 

residents, their family and other staff, in accordance with RFBI’s Staff 

Confidentiality Policy which you are required to sign during your 

induction. 

[Refer 3.16 - Staff Confidentiality Policy; 4.19 - Privacy Policy 4.19] 

 

Registered and Enrolled Nurses must maintain current registration 

with the Australian Health Practitioner Regulation Agency (AHPRA) 

and submit a Registration Certificate annually to the General Manager 

or Department Manager.   
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Your appointment is subject to a six (6) months qualifying probation 

during which you will receive any necessary training and guidance to 

assist you. Continuity in the position is subject to satisfactory 

performance; accordingly, a review will be undertaken prior to the end 

of your qualifying period. 

 

National Police check 

All staff are required to hold a current National Police Certificate or 

be prepared to undergo a criminal check through the Australian 

Federal Police. The cost for the initial National Police Certificate is at 

your own expense on commencement; renewals will be paid by RFBI. 

The police check will be renewed every three years.  

 [Refer 3.07 - Police Certificates Policy 3.07] 

 

First aid certificate 

If your position requires a current First Aid Certificate as a pre-

requisite of your employment, it must remain valid and be renewed 

every three years. 
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4. PAYROLL AND ATTENDANCE 

The roster is generally prepared at least two weeks in advance.  Staff 

will be notified of any temporary change in any given fortnight at least 

5 days in advance (wherever possible). 

If urgent shift changes are requested out of office hours, the 

Supervisor on shift may authorise the exchange and document this for 

the Department Manager’s attention. 

No overtime will be worked, unless approved by the Department 

Manager beforehand. 

 

Payment of Wages 

Wages are paid in accordance with the Enterprise Agreement 

(Schedule C). All staff wages are paid fortnightly into the nominated 

bank of their choice. Pay queries should be directed to your 

Department Manager or the Payroll team. 

 

Time Sheets 

Each pay period commences on the first Monday of the fortnight 

cycle and ends on the second Sunday of the same cycle.  

 

RFBI uses Biometric scanners to capture time and attendance details 

Employees will be required to supply their fingerprint image which 

enables them to use a scanner to register their shift arrival and 

departure times. The fingerprint image creates a set of line and angles 

which is mapped.  The map is stored as a data stream which is 

completely different to a normal fingerprint. 
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It is a requirement of the Federal Government that RFBI pays 

superannuation contribution for all its employees.  Any variation to 

the Superannuation Guarantee rate will be applied in accordance with 

legislation. RFBI’s Employer contribution is made presently to its 
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default superannuation fund HESTA or a superannuation fund of your 

choice. If you do not wish to have a preferred or existing 

superannuation fund RFBI will automatically pay its contribution to 

HESTA.  

 

Tax File Number 

Tax File Number Declaration forms must be completed on 

commencement of employment. These forms are available at the 

Administration Office. Please note that if you do not wish to provide 

your Tax File Number you will be taxed at the maximum rate in 

accordance with the Tax table provided by the Australian Taxation 

Office. 

 

Salary Sacrifice 

RFBI offers the ability to Salary Sacrifice a portion of your wage 

therefore reducing the income tax payable and increasing your 

disposable income.  

 

 

Change of Personal Information 

If you change your name, address, contact number or emergency 

contact details please notify the Administration Office immediately. 

This is to assist in the accurate maintenance of records. Every 

employee is expected to supply and keep up to date a reliable contact 

phone number. 

 

An employee Information form must be completed, signed by you and 

submitted to the Administration Office for changes to be made. The 

form can be downloaded from the intranet or obtained from the 

Administration Officer. 
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Breaks 

Tea Break 

Staff working an ordinary shift of eight (8) hours or more are entitled 

to two (2) separate ten (10) minute tea breaks. Subject to agreement 

with the Supervisor, staff may combine the two (2) tea breaks and 

have a twenty (20) minute break, however a combined tea break 

cannot be taken with a meal break.  

 

Subject to the approval of the supervisor on duty, staff may forgo the 

second tea break and be allowed to leave work ten minutes before the 

completion of the normal shift finishing time. 

 

Meal Break 

Staff who work less than an ordinary eight (8) hours shift shall be 

allowed a ten (10) minute tea break in each four (4) hour period. 

A main meal break is allowed after every five (5) hours of work in a 

normal shift. Meal breaks are not counted as time worked. Such break 

is between thirty (30) and sixty (60) minutes, depending on your 

position start and finish time.  

 

For Work Health and Safety and infection control reasons: 

i. Staff are NOT to take food directly from village kitchens 

or pantries 

ii. No food (including scraps) is to be taken off the premises 

iii. Only catering staff are permitted to enter into and operate 

kitchen equipment. (Microwave ovens are available for 

staff use in staff lunch rooms) 

5. LEAVE 

Application for Annual Leave 

Applications are to be submitted to the Department Manager using 

the Employee Leave application form. Annual Leave may be taken 

6 months after commencement with approval. Although your request 

will be given due consideration, leave is granted according to service 
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needs. At least two (2) weeks’ notice must be given prior to the date 

on which the annual leave is to commence. Staff must not make 

travel arrangements until their leave has been approved. 

Leave of Absence 

Leave of absence may be obtained only by applying to the General 

Manager and is granted only for compassionate leave and 

emergencies. Leave without pay will be granted only at the discretion 

of the General Manager. 

 

Personal/Carers Leave 

Personal/Carer’s leave is leave that can be taken when an employee is 

sick or required to care for a family member. The taking of such leave 

will be debited from an employee’s Personal/Carer’s Leave 

entitlement. 

When taking Personal/Carer’s Leave staff are required to advise the 

Department Manager or General Manager as soon as possible prior to 

their rostered starting time of their inability to work. 

Please inform the Department Manager/General Manager of the date 

of your expected date of return to work as soon as you know. 

 

Parental Leave 

Staff are eligible to apply for Parental Leave; conditions are as 

specified in the Enterprise Agreement and relevant legislation. 

Employees are required to download the Parental Leave form from 

the Intranet and submit to the staff members department manager.  

 

Leave during Duty Hours 

Staff wishing to leave during a working shift are only permitted for 

emergencies. The Department Manager/Supervisor must be informed 

by the staff member when leaving and upon returning. 
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Community Service Leave 

Procedures for the taking of Community Service Leave are in 

accordance with the Enterprise Agreement. 

[Refer 3.21 - Leave Policy] 

 

a. Jury Service  

Jury Service refers to giving service on a jury or being 

summoned by a District Court to serve on a jury panel.  

This does not include situations where an employee 

attends court as a litigant or witness. 

 

b. Emergency Volunteer: 

 

Staff who are volunteers in State Emergency Service, Rural 

Fire Service and other community volunteers do so in their 

own time when they are off duty. RFBI applauds this 

voluntary service and aims to support (where possible) staff 

to attend emergencies.  

• Staff rostered on a shift are expected to complete that 

shift.  

• Where a volunteer is rostered to a shift and called to an 

emergency the following will apply: 

o If the shift has not commenced and a replacement 

for that shift can be found the staff member will be 

released from duty.  

o Where the shift has already started and a 

replacement can be found to complete the shift the 

staff member (Volunteer) will be released from the 

shift when the replacement arrives for duty.  

o Where a shift cannot be replaced it is at the 

discretion of Management of the RFBI village 

whether the staff member can be released from the 

shift.  
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o Wages paid for the shift that has not been attended 

or completed will be at the discretion of 

Management of the RFBI village. 

• [Please refer to 3.21 - Leave Policy for full details] 

 

 

 

6. DRESS CODE 

Whilst working you are required to maintain standards of dress and 

grooming that are appropriate to the organisation and to your 

particular role.  

 

a. Corporate Uniforms 

Uniforms must be worn whilst on duty. Department 

Managers will advise the correct uniform to be worn 

according to your position. The types of uniform prescribed 

will be as determined from time to time by RFBI. Uniforms 

are purchased by the employee who is paid the appropriate 

Uniform/Laundry Allowance as per the Enterprise 

Agreement.  

 

b. Name badges 

Name badges must be worn whilst on duty. 

c. Footwear 

For your own protection, footwear should be of the fully 

enclosed type, with flat or medium heels and non-slip soles. 

Thongs/slippers and sports shoes are not permitted. 

d. Hair 

i. Long hair must be tied or pinned back and tidy at all times. 

Fringes must be neat and not obstruct vision. 

ii. Kitchen staff are required to cover their hair and must be 

clean and tidy. 

e. Fingernails 
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Sculptured or long nails are not allowed for staff that have 

physical contact with residents. Fingernails must be short 

and clean at all times. 

f. Jewellery 

As jewellery may harbour micro-organisms Care, Catering 

and Hotel Services staff should not wear any jewellery 

while on duty.  Wedding band, sleepers or stud earrings are 

the only jewellery that may be worn. 

For Work Health and Safety reasons care staff are not 

permitted to wear watches or bracelets whilst on duty. 

Chains worm around the neck must remain under and 

inside garments at all times. 

g. Body Piercings 

No visible jewellery in body piercings is to be worn at any 

time, other than earrings as outlined above.  It is not 

acceptable to cover this jewellery; it must be removed 

while on duty.  Exceptions to this policy will only be 

considered for religious reasons.  

 

Management cannot accept responsibility for any jewellery and 

glasses worn on duty that are accidentally damaged. 

 

[Refer 3.10 - Code of Conduct and Ethics Policy] 

 

 

7.  CODE OF CONDUCT AND ETHICS 

RFBI Code of Conduct and Ethics Policy 3.10 provides 

management and staff with a framework for their decisions and 

actions.  It underpins our commitment to professional behaviour 

in the workplace and our duty of care to all staff and residents 

receiving our services.   
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Gifts to Staff 

Any offer of gifts and monies from residents, their families, suppliers 

and clients must be reported to the Department Manager and/or 

General Manager. 

Staff must NOT accept gifts or money from residents or residents’ 

relatives and clients. If such items are accepted, the staff member 

concerned may be subject to disciplinary action. The matter will then 

be discussed with the resident or residents’ relatives involved. 

 

Recognition is given to special relationships developed in long-term 

care situations and efforts are to be made not to incur offence. In these 

circumstances there may be occasions when refusing a gift would 

offend or upset the giver, accordingly staff may accept gifts of a minor 

nature (to a value of less than $30) on behalf of RFBI and the gift must 

be reported to their Manager, who will determine how the gift is to be 

used.  

 

Resident Request to Purchase Personal Items 

Requests from residents made to staff to purchase personal items 

using the president’s own Key Card or Credit Card is not permitted 

under any circumstances.  Any requests of this nature are to be 

referred to the Department Manager and/or General Manager.  

 

Loan from Residents 

Staff must be aware that residents may be vulnerable and easily agree 

to loan money to staff. Accepting a loan from a resident is serious 

misconduct that will lead to termination of employment.  

 

Staff must not witness any documents for residents under any 

circumstances. Any request to witness any documents must be 

referred to the General Manager.  
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Privacy and Confidentiality 

RFBI has strict policy on the Privacy and Confidentiality of 

information regarding the organisation, residents and their relatives, 

staff, contractors and volunteers; accordingly, you are required to sign 

the Staff Confidentiality Policy during your induction. 

It is a requirement that staff must observe strict confidentiality in 

relation to information of any kind regarding the organisation and all 

parties mentioned in point I above. Staff must be aware that 

sometimes a casual discussion, especially outside of the workplace, 

with any person about a resident or another staff member may breach 

RFBI’s Privacy and Confidentiality policy. 

Discussion or disclosure of information concerning residents, without 

authorisation from the General Manager will be considered a breach 

of trust and viewed seriously as misconduct that may lead to 

disciplinary action. 

Resident and staff records will be stored free from damage and theft 

in a place where access is limited to authorised members of staff only. 

It is not acceptable for staff to ‘share’ information about any aspect of 

our resident’s condition or care needs except for the purposes of 

providing care for the resident. 

Staff should not discuss with or burden residents with their own 

personal issues  

 

Media 

Staff are not permitted, under any circumstances, to comment or 

discuss any matters concerning the village, any residents, staff or the 

RFBI with the media.  Only the Chief Executive Officer has the 

authority to disclose to or discuss with the media any information 

regarding the RFBI, its business affairs, operations, residents and 

staff. Any requests from the media for comments, etc must be referred 

to the General Manager in the first instance who will then refer it to 

the Chief Executive Officer.  

[Please refer to 3.10 - Code of Conduct and Ethics Policy; 3.16 - 

Staff Confidentiality Policy; 4.19 - Privacy Policy for full details] 



21                                                                                                                                                                                        

 

8. HEALTH AND WELLBEING OF STAFF 

The Health and Wellbeing of staff is an important factor for RFBI to 

ensure it has a fit and well workforce. Staff are encouraged to maintain 

a healthy lifestyle to enable them to perform their duties safely. Staff 

wishing to maintain a satisfactory level of fitness or are seeking to 

improve their level according to personal needs can utilise RFBI’s 

Employee Assistance Program to seek advice and assistance.  

 

Due to the susceptibility of residents to transmitted infections, staff 

suffering eye, skin, respiratory, gastro-intestinal or other active 

infections must NOT have direct contact with residents.  Staff with 

any of these infections must report to the Department Manager before 

being cleared for duty. 

 

All staff are advised to be immunised against Hepatitis A and/or B 

and Influenza. Staff that choose not to be vaccinated are asked to 

inform their Department Manager. 

 

Smoking 

For Work Health and Safety reasons, smoking is restricted to specially 

designated areas that are available at some villages. Smoking is not 

permitted within the confines of all RFBI buildings and in RFBI 

vehicles.  It is recognised that smoking is a personal preference, 

however RFBI expects staff to maintain a standard of health that 

enables them to deliver an effective service to our resident. Staff that 

are having difficulty in their attempt to quit smoking are encouraged 

to seek professional advice and assistance by using RFBI’s Employee 

Assistance Program (see Section 55 for more information) or Quit 

Smoking agencies. 

 

Alcohol, Drugs and Other Substance Abuse 

No staff member is to report for duty while under the influence of 

alcohol, drugs or other substance. Excessive and unauthorised 
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consumption of alcohol in any form during working hour is not 

permitted. During staff functions responsible consumption of alcohol 

may be permitted but must be in moderation so as not to impinge on 

the safety and wellbeing of oneself, other staff and the residents. 

 

Medicines prescribed by a Medical Practitioner may be taken while 

on duty. Please advise your Manager/Supervisor if you are taking any 

medication which may affect your work performance e.g. Insulin, 

Migraine preparations. 

Apart from simple analgesics, other non-medically prescribed 

medications must not be taken by staff while on duty. 

 

Any staff member who is found to be under the influence of alcohol, 

drug or any other substance while on duty will be subject to 

disciplinary action. RFBI will provide support through its Employee 

Assistance Program or other relevant organisations for staff that may 

need advice and assistance in dealing with drug and alcohol abuse. As 

all staff have a duty of care to residents and other staff, they have a 

responsibility to report to the Department Manager/Supervisor any 

staff member who they suspect is under the influence of alcohol, drug 

or other substance while on duty or while at a village. There will be 

no repercussions for any staff making such report.  

[Refer 3.01 - Drug and Alcohol Policy] 

 

Safety 

RFBI is committed to providing an environment which is safe for all 

employees, residents, contractors, volunteers and visitors.  A range of 

relevant policies and procedures have been developed to guide staff 

on their responsibilities and obligations in complying with legislation 

are for contributing to and maintaining a safe work place.  These 

policies and procedures are communicated to staff in a number of 

ways, such as in-service education and posting on the intranet. 
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It is the duty of all staff to contribute to a safer work environment by 

acting, observing and promptly reporting accidents and incidents that 

may cause serious injury. 

a. Accidents/Incidents 

All accidents and incidents, irrespective of the level of 

seriousness including near-misses; injury or damage, must 

be reported to the Department Manager/Supervisor on 

duty. An accident/incident form is to be completed and 

given to the Department Manager/Supervisor on duty 

within twenty-four (24) hours.  

 

b. Injuries at Work 

If you are injured at work you must report the incident to your 

Department Manager/Supervisor within twenty-four (24) hours. 

An Incident Report form must be completed as soon as possible 

and handed to your Department Manager/Supervisor.  

[Refer 4.15 - Work Health and Safety Policy; 3.02 - Injury 

Management and Return to Work Policy] 

 

9. IN-SERVICE EDUCATION /TRAINING 

Staff development is a long-term building strategy. Creating an 

environment for staff that fosters professional and personal growth, 

and learning is an important factor at RFBI.  

 

Our Education Program is coordinated by The Nursing Educator/RN 

or a designated Learning and Development Coordinator and is 

provided by our Senior Staff or invited professionals.  All Registered 

Nurses are expected to provide education to care staff when time 

permits. 

 

Staff are advised of in-service education sessions by means of the 

notice board in the staff office and Internal Memo.  
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All staff are expected to undertake mandatory training such as Fire 

Safety and Emergency/Evacuation procedures, Manual Handling, 

Infection Control and Elder Abuse. Staff who fail to attend mandatory 

training may be disciplined and stood down from shifts. 

 

It is important the in-service education record sheets are signed by all 

staff attending sessions as all attendance is documented in staff 

personnel files.  

 

Staff are responsible for their own education, professional and 

personal developments and are encouraged to discuss with their 

Department Manager on any training /education needs. 

 

10. TELEPHONE CALL - ETHICS AND TECHNIQUES 

When answering the telephone please be courteous, patient and 

friendly as you are representing RFBI. Please answer the telephone 

promptly when it rings. You should always be aware that as a staff 

member you may be the first contact the caller has with the village. 

Be sure to ascertain to whom you are speaking. Put a smile into your 

voice and say “Good morning or afternoon, (state which) Masonic 

Village and (your name) speaking. May I help you”? 

 

a. Personal phone calls - When making personal calls from 

RFBI phones, staff are expected to do so during designated 

breaks and only with permission from the Supervisor on 

duty.  Incoming personal phone calls can only be received 

in emergencies. Please advise your Department 

Manager/Supervisor of any circumstances where you may 

be contacted in an emergency. 

b. Mobile phones must not be used during working hours. 

Staff are expected to use their mobile phone or public 

phone during designated breaks.  

[Refer 2.03 - Communication and Portable Electronic Device Policy] 
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11. STAFF COMMUNICATION 

It is important that all staff are kept informed of any matters relating 

to them and to their areas of work. There are several methods for 

dissemination of information in place at each village or throughout the 

organisation. Staff are encouraged to familiarise themselves with all 

information systems:  

• RFBI Intranet 

• Communication book – located in all work stations.  

• Notice boards – located in various areas of the village. 

• Staff feedback – regular Staff Survey 

• Minutes of Staff/Quality Assurance/WH&S/Risk 

management/Residents Meetings. 

• Email/Internal Memos/Newsletter 

• Suggestions Boxes allow staff to place written 

comments etc. These are located in staff lunch rooms or 

other designated areas, as determined by each village. 

 

12. STAFF MEETINGS 

Meetings are very useful communication tools; staff are encouraged 

to attend meetings which are held regularly. Attendances at some 

meetings are compulsory, please check with your Department 

Manager/Supervisor and ensure that you are able to attend. If you are 

rostered off on the day of a compulsory meeting you will be paid for 

such attendance. 

 

At each village Continuous Quality Improvement (CQI) and Work 

Health and safety (WHS) Committees hold regularly scheduled 

meetings; staff are encouraged to participate and submit constructive 

ideas which may improve efficiency, safety and standards of care to 

our residents and staff through their Supervisors who represent them 

on these committees. 
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Each village has its own schedule of meeting dates, times and venues 

that are advertised on Staff Notice Boards. 

 

13. SOCIAL MEDIA 

Using Social Media  

Employees are expected to respect residents, their families and other 

staff by protecting their confidentiality, privacy and security and 

safeguarding the proper use of RFBI assets.  

 

Staff must not use the social media to comment about their work at 

RFBI whether or not it has the potential to identify any residents in 

their care, and or harm the image and reputation of the organisation 

and our staff.  

 

No photographs of any residents, staff and RFBI facilities can be taken 

and posted on any social media and other websites that has the 

potential to harm the image and reputation of the parties concerned. 

The use of social media includes but is not limited to blogs, podcasts, 

discussion forums, on-line collaborative information and publishing 

systems that are accessible to internal and external audiences (i.e., 

Wikis), RSS feeds, video sharing, and social network like Twitter, 

Facebook, WhatsApp and the like. 

[Refer 2.13 - Social Media Policy; 3.10 - Code of Conduct and Ethics 

Policy] 

 

 

14. FIRE SAFETY AND EMERGENCY EVACUATION 

PROCEDURES 

Each village has a set of procedures to follow in the event of an 

emergency or evacuation. Staff must familiarise themselves with 

these procedures which are provided during orientation. The village 

also provides training at intervals through the year. It is compulsory 
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for staff to attend at least once each year for each procedure. Staff 

who fail to attend will be subject to disciplinary procedures. 

 

15. SELF CARE VILLAGE 

Residents in Self Care Villages have an emergency response buzzer 

in their unit which they can press in times of medical emergency.  

Please consult with your Department Manager/Supervisor on the 

operational system at the village where you work. 

 

From time to time you may have a Self-Care resident call in at the 

village because they have locked themselves out of their unit.  The 

procedure for this situation is located at specific areas at your village. 

Please consult your Department Manager before allowing the resident 

to have access to his/her unit. 

 

16. PERFORMANCE MANAGEMENT 

RFBI has a Performance Management System to help staff develop 

professionally and personally. Performance Management is the 

process that facilitates a two-way communication between the staff 

member and manager for identifying performance levels, training 

needs and developing strategies to address areas of deficiencies. All 

staff must actively participate in this process by providing input and 

discussing with their Department Manager. The aim is to create a 

work environment in which staff are given the opportunity to perform 

to the best of their abilities. 

 

Meetings will be held with each staff member to produce an individual 

Performance Development Plan. At these meetings, goals and 

objectives are developed and documented.  

 

Your Department Manager will conduct six monthly Performance 

Management meetings with staff to review achievement of goals and 
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objectives, set new goals and objectives and to provide the required 

coaching and guidance.  

 

Annual Review Meetings will review the year’s achievements; 

obstacles and develop plans to address any deficiencies; identify 

training needs and where applicable, determine salary levels. 

 

In instances where a major performance problem has been identified 

in a staff, more frequent meetings will be held with the staff concerned 

to set short term objectives and review his/her progress in achieving a 

noticeable improvement. 

 

17. CONTINUOUS QUALITY IMPROVEMENT 

RFBI is committed to Continuous Quality Improvement (CQI) by: 

• Progressively increasing value to residents and other 

stakeholders through changes designed to enhance their 

needs and preferences; 

• Comparing performance against accreditation 

standards; and  

• Commitment to identifying needs and opportunities for 

improvement in a systematic and planned way. 

 

Staff participation and contribution to the Continuous Quality 

Improvement process are vital.  The positive value of staff 

participation in this process cannot be overestimated.  Every staff 

member is encouraged to take part in the process by: 

• Attending staff meetings; 

• Communicating their ideas, suggestions or complaints 

to their supervisors and managers; 

• Completing Improvement Logs; 

• Completing Hazards Forms; and 

• Completing Incident Forms. 
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Continuous Quality Improvement provides many benefits for staff 

and managers. It enables staff and management at all RFBI facilities 

to: 

• Capture ideas and action these to improve its processes 

and services; 

• Better understand how our service functions and 

performs; 

• Develop and strengthen a sense of shared goals; 

• Contribute to the ongoing improvement of the services 

performance; and 

• Deepen our understanding of CQI principles. 

[Ref 4.12 - Quality Management Policy] 

 

18. CONDUCT AND PERFORMANCE 

The care of the resident is based on the philosophy of the organisation. 

RFBI’s Policies and Procedures provide a framework to achieve our 

philosophy and can be accessed on the Intranet. All staff are expected 

to refer to these Policies and Procedures that will guide them to know 

and understand that: 

• They have legal responsibilities that are common to all 

members of the RFBI community; 

• They are expected to follow legal principles that protect 

the rights and relationships of residents and other staff, 

as well as protecting another person and property. 

• Their behaviour at the workplace must not impose any 

risk or result in a negative impact on management and 

other staff when carrying out of their duties; 

• Their responsibilities imposed by the nature of their 

work include: 
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o The provision of safe, effective care which follows 

accepted standards such as Aged Care Accreditation 

Standards or similar documents.  

o Providing for the health and safety of all within the 

village.  

o Responsibilities to the employer such as to follow 

established policy and procedures and meet the 

requirements of the position description. 

o Responsibilities of the relative profession.  

 

RFBI’s Policies and Procedures describe the Standards, Objectives, 

Processes, and Outcomes expected in the delivery of care to our 

residents. 

 

Every effort will be made to assist staff who do not perform within 

the specified Standards, Objectives and Process of the organisation. 

Your Department Manager will schedule a meeting with you to 

discuss concerns and explore avenues to help you improve, if 

required. This process should be viewed in a positive way to help you 

succeed in your career with RFBI. You are also encouraged at any 

time to raise any concerns you may have in meeting the standards, 

objectives, processes, and outcomes of your position. 

 

Should the identified deficiencies or issues in your conduct or 

performance not improve despite counselling sessions and/or training 

having been provided, you may be subject to disciplinary action. 
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19. GRIEVANCE PROCEDURES 

A grievance may arise at the workplace when a staff member is 

affected by the behaviour of other staff; supervisors, residents or 

visitors; or by the organisation’s policies and procedures, and/or 

management decisions that cause serious concern and distress. 

 

RFBI’s Staff Grievance Resolution Policy sets down procedures for 

resolving staff grievances promptly and confidentially, with the aim 

to achieve a fair and positive outcome.  

[Please refer to 3.13 - Staff Grievance Resolution Policy for full 

details and procedures] 

 

 

20. BULLYING AND HARASSMENT 

RFBI has a Zero Tolerance policy on workplace bullying and 

harassment and will take all reasonable steps to protect our 

employee’s health, safety and wellbeing. Staff at all facilities can 

expect to be treated with dignity and respect, therefore bullying is 

inappropriate and will not be tolerated.   

 

A definition of bullying and harassment and the steps you can take to 

prevent or report such behaviour in the workplace are outlined in 

RFBI’s Code of Conduct and Ethics Policy. If you have legitimate 

reason to believe that you have been bullied or harassed by another 

staff, a resident or resident’s family, contractor and volunteer please 

contact your Department Manager/Supervisor immediately to enable 

an investigation to be conducted.  

 

Sexual Harassment 

RFBI considers sexual harassment an unacceptable form of behaviour 

which will not be tolerated under any circumstances. Staff who 

experienced or witnessed such behaviour in the workplace must report 

the incident to the Department Manager/Supervisor immediately. 
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RFBI believes that all staff should be able to work in an environment 

free from intimidation and sexual harassment. If you feel that you are 

subjected to such treat by another staff member, a resident or 

resident’s family, contractor and volunteer please contact your 

Manager/Supervisor immediately to enable an investigation to be 

conducted. The procedures for dealing with such matter are outlined 

in the Code of Conduct and Ethics Policy. 

 

Note: If you are uncomfortable reporting Bullying and 

Harassment and Sexual Harassment matters to your Department 

Manager/Supervisor you can report it your General Manager or  

 

the Human Resources Team. Should your concern remain 

unresolved at the highest level of management within the RFBI 

you have the option to contact the Fair Work Commission for 

assistance. 

 

Discrimination 

Discrimination occurs when someone is treated unfavourably because 

of one of their personal characteristics or activities based on the 

following: 

 

• Sex 

• Age 

• Marital Status 

• Pregnancy   

• Race 

• Impairment/Disability 

• Sexual preference 

• Religion Belief  

• Political Belief & Activity 

• Trade Union Activity 
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Discrimination undermines proper working relationships and may 

cause low morale, absenteeism and resignations at the workplace. 

i. RFBI is an Equal Opportunity Employer where all staff are 

treated on their merits, without regard to race, age, gender, 

marital status or any other factors not relevant to their 

employment. All staff are valued according to how well 

they perform their duties; the commitment to their roles, 

and their ability and enthusiasm to maintain the RFBI’s 

Philosophy and Standards of care. 

 

The procedures for dealing with such matter are outlined in RFBI’s 

Code of Conduct and Ethics Policy.[Refer 3.10 - Code of Conduct and 

Ethics Policy; 3.09 - Harassment, Bullying and Discrimination 

Policy] 
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21. PARKING 

There are designated areas clearly identified within each village for 

staff vehicles.  DO NOT park in any areas marked for ambulance and 

other emergency vehicles under ANY circumstances. 

 

22. SECURITY 

Security protocols have been prepared for all residential care 

facilities, including the times when doors are locked daily, and how 

subsequent access can be obtained. Staff are required to follow these 

protocols at all times. 

 

For safety reasons, all exit doors can be opened from the inside when 

locked, but not from the outside. 

 

Staff are asked to report any suspicious activity around the premises 

and not to hesitate to call the police should they sense danger to 

residents or staff from unwanted prowlers or potential intruders. 

 

Staff have the right to ask for identification from any person unknown 

to them who say they represent any government agency or authority 

or any utility company. 

 

All public areas and entry doors have camera surveillance including 

audio constantly recording.  There are notices placed on all entries 

indicating that there are cameras on site.  There are no cameras located 

in private areas such as resident’s rooms or bathrooms. 
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23. EMPLOYEE ASSISTANCE PROGRAM 

RFBI is committed to ensuring that staff are provided with the support 

and assistance they may need in dealing with their issues that could 

include problems at home, problems experienced at work with co-

workers, supervisors, managers or residents, grief from loss of 

resident, financial issues or many other reasons.  An Employee 

Assistance Program (EAP) is available to assist staff with issues 

which may be affecting their work and home life.  

 

RFBI’s EAP is a free, self-referral service that is available to all staff 

and their immediate families. Staff can access this service, either for 

a face-to-face or over the phone session by calling our current 

provider. The contact details are shown on EAP brochures available 

in staff rooms or from the Administration Office. Specially trained 

and qualified consultants are available to assist you.  

 

Confidentiality is assured for staff using this service. The consultation 

and any information disclosed during the consultation will not be 

relayed to RFBI. 

 

Matters which cannot be kept confidential are matters of child abuse 

or harm to self and others that have to be reported to the appropriate 

authorities. 

 

If the short-term counselling is not sufficient or a staff member is 

referred on to an external counsellor or specialist; the services 

provided by these parties do not form part of the EAP. Fees may be 

charged by the counsellor or specialist that will be at the staff 

member’s expense. 
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24. ELDER ABUSE AND MANDATORY REPORTING 

RFBI does not tolerate any form of abuse of any resident or clients 

receiving our care, assistance, accommodation or services. This abuse 

may be in the form of physical, financial, verbal or emotional.  

 

The Duty of Care of all RFBI staff requires that any incident of abuse, 

or suspected abuse, of any resident will be reported to appropriate 

levels of management and in accordance with the Aged Care Act 1997 

as amended.  

 

All incidents, suspicions or allegations of reportable assault, or any 

sexual assault as defined in the Aged Care Act 1997 will be reported 

to the police and the Federal Office of Aged Care Quality and 

Compliance within 24hours of staff becoming aware of the reportable 

assault. 

 

This policy applies to all levels of staff, supervision and management 

of RFBI and to all residents or clients receiving care, assistance, 

accommodation or services from RFBI.  

 

This section of the handbook is to be read in conjunction with RFBI’s 

Elder Abuse Policy and Procedures on Elder Abuse that can be found 

on the intranet. 

 

a. Sexual and Serious Physical Assault (“Reportable 

Assault”) 

The reporting of a “reportable assault” is covered by 

legislation under the Aged Care Act 1997 (“the Act”).  

From 1 July 2007, all approved providers of Australian 

Government subsidised residential aged care must 

encourage staff to report alleged or suspected “reportable 

assaults” to enable approved providers to comply with their 
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responsibility under the Act.  This requirement recognises 

that in many cases, it may be staff who first notice assaults. 

 

The Act requires that, except in very specific and sensitive 

circumstances (involving residents affected by cognitive or 

mental impairment), and where there are repeated 

allegations of the same assault, all approved providers of 

residential aged care, must report all allegations or 

suspicions of “reportable assaults”.    

An approved provider should not wait until an allegation is 

substantiated – the fact that a person has alleged that 

someone has assaulted a resident is sufficient to trigger the 

reporting requirements. 

Reports must be made to both the Police and the Office of 

Aged Care Quality and Compliance within 24 hours of the 

allegation being made or the approved provider becoming 

suspicious that a reportable assault may have occurred. 

 

b. What is a “Reportable Assault” 

A reportable assault as defined in the Act (Section 63‐

1AA) means: 

• unlawful sexual contact with a resident of an aged care 

home; or 

• unreasonable use of force on a resident of an aged care 

home. 

 

This definition captures assaults ranging from deliberate 

and violent physical attacks on residents to the use of 

physical force on a resident. 

 

As it is not always possible for staff and/or volunteers to 

assess the degree of possible impairment of a resident, nor 

to be aware of previous or similar reports, RFBI requires 
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that staff / volunteers report incidents or suspicions of 

“reportable abuse” to management, who will determine the 

appropriate reporting levels to apply in each individual 

circumstance.   

 

This does not remove the ability of staff or volunteers to 

personally report these incidents, or suspicions, directly to 

either the police or the Department if they so desire (as per 

the amended Aged Care Act 1997). 

 

c. Procedure to be followed for “Reportable Assaults” 

Staff and Volunteers 

Upon becoming aware (or suspecting) that a “reportable 

assault” is occurring, or has occurred, or may have 

occurred, all staff and volunteers must IMMEDIATELY 

report this to their Department Manager/ Supervisor on 

duty.  Bearing in mind the absolute maximum twenty-four 

(24) hour time limit imposed on the approved provider by 

the legislation, there must be no delay in this initial 

reporting action. 

 

In the event that immediate reporting to their Department 

Manager/ Supervisor is not possible, for any reason 

whatsoever, staff / volunteers must IMMEDIATELY 

report the incident to any other Department Manager, 

General Manager, or Regional General Manager who is 

available, using whatever means of communication will 

provide the most expeditious report.  NOTE: a list of 

appropriate persons will be displayed in all staff areas and 

will be discretely displayed in all office areas. 

 

In the event that none of the above avenues is available to make an 

immediate report, the staff / volunteer should report the incident to 
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either the police, or the Department (1800 550 552) within 24 hours 

of becoming aware of the incident.  [Refer 4.07 - Elder Abuse Policy] 

 

 

25. SHOULD YOU HAVE ANY QUESTIONS 

At RFBI we are committed to helping our staff succeed in their career 

and recognise that starting in a new workplace can be a challenging 

experience. For this reason, we encourage all staff to ask as many 

questions as they wish regarding their employment with us. Even the 

simplest matter that causes you concern needs to be dealt as soon as 

possible. If you have a question concerning any aspects of your 

employment you should ask your Department Manager or Immediate 

Supervisor. 


